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MOTTO 

 

 

 

“Barangiapa yang menempuh jalan untuk menuntut ilmu, maka Allah akan 

memudahkan baginya jalan menuju surga.”  

(HR. Muslim, No. 2699)  

 

“Allah mengangkat orang – orang beriman di antara kamu dan juga orang – yang 

dikaruniai ilmu pengetahuan hingga beberapa derajat.”  

(Al-Mujadalah : 11)  

 

“Jika seseorang meninggal dunia, maka terputuslah amalannya kecuali tiga 

perkara (yaitu) : sedekah jariyah, ilmu yang bermanfaat atau doa anak yang 

sholeh.”  

(HR. Muslim No. 1631) 
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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis pengaruh expectation confirmation, 

perceived usefulness, perceived complementarity terhadap continuance intention 

melalui mediasi satisfaction. Survei dilakukan terhadap 100 konsumen atau 

pengguna aplikasi seluler PizzaHut Indonesia yang berada diwilayah Kota Batam 

yang pernah menggunakan atau melakukan pembelian minial sebanyak dua kali 

dengan menggunakan aplikasi seluler PizzaHut Indonesia dengan cara 

menyebaran kuesioner online. Analisis data dilakukan dengan analisis SEM 

menggunakan evaluasi model PLS melalui program Smart PLS. Hasil penelitian 

menunjukkan bahwa expectation confirmation berpengaruh positif dan signifikan 

terhadap satisfaction, perceived usefulness berpengaruh positif dan signifikan 

terhadap satisfaction, perceived complementarity berpengaruh positif dan 

signifikan terhadap satisfaction, satisfaction berpengaruh positif dan signifikan 

terhadap continuance intention. Serta expectation confirmation berpengaruh 

positif dan signifikan terhadap continuance intention.  

Kata Kunci: Expectation Confirmation, Perceived Usefulness, Perceived  

Complementarity,  Satisfaction, Continuance Intention. 
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ABSTRACT 

 

The purpose of the study is to analyze the effect of expectation confirmation, 

perceived usefulness, perceived complementarity on continuance intention 

through mediation of satisfaction. The survey was conducted on 100 consumers or 

users of the PizzaHut Indonesia mobile application in the Batam City area who 

have used or made a minimum purchase twice using the PizzaHut Indonesia 

mobile application by distributing online questionnaires. Data analysis was carried 

out by SEM analysis using the evaluation of the PLS model through the Smart 

PLS program. The results showed that the expectation confirmation had a positive 

and significant effect on satisfaction, perceived usefulness had a positive and 

significant effect on satisfaction, perceived complementarity had a positive and 

significant effect on satisfaction, satisfaction had a positive and significant effect 

on continuance intention. And expectation confirmation had a positive and 

significant effect on continuance intention. 

  

Keyword: Expectation Confirmation, Perceived Usefulness, Perceived  

Complementarity,  Satisfaction, Continuance Intention. 
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