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ABSTRAK

ALDAN SAHDEO PRATAMA. Pengaruh User Experience terhadap Kepuasan
Pelanggan dan Loyalitas Pelanggan pada Kereta Cepat Whoosh. Dibimbing oleh
YUDHA HERYAWAN ASNAWIL.

Perkembangan transportasi rel berkecepatan tinggi di Indonesia ditandai
dengan hadirnya Kereta Cepat Whoosh sebagai layanan pertama di Asia Tenggara.
Sebagai layanan transportasi premium, keberhasilan Whoosh tidak hanya
ditentukan oleh aspek teknis, tetapi juga oleh kualitas pengalaman pengguna (user
experience) yang dirasakan pelanggan. Penelitian ini bertujuan untuk
mengidentifikasi karakteristik pengguna, serta menganalisis pengaruh user
experience terhadap kepuasan pelanggan dan loyalitas pelanggan pada layanan
Kereta Cepat Whoosh. Data diperoleh dari 333 responden pengguna layanan
Whoosh yang menggunakan layanan Whoosh yang melakukan perjalanan pada rute
Jakarta—Bandung maupun Bandung—Jakarta melalui kuesioner daring. Penelitian
ini menggunakan pendekatan kuantitatif dengan metode deskriptif dan analisis
SEM-PLS. Hasil penelitian menunjukkan bahwa user experience berpengaruh
positif dan signifikan terhadap kepuasan pelanggan dan loyalitas pelanggan
Kepuasan pelanggan juga berpengaruh positif dan signifikan terhadap loyalitas
pelanggan. Penelitian ini merekomendasikan PT KCIC untuk meningkatkan
kualitas dimensi dependability dan novelty, serta mengembangkan program
loyalitas pelanggan berbasis digital.

Kata Kunci: kepuasan pelanggan, kereta cepat, loyalitas pelanggan, SEM-PLS, user
experience.

ABSTRACT

ALDAN SAHDEO PRATAMA. The Effect of User Experience on Customer
Satisfaction and Customer Loyalty in Whoosh High-Speed Train. Supervised by
YUDHA HERYAWAN ASNAWI.

The development of high-speed rail transportation in Indonesia is marked by
the presence of Whoosh as the first high-speed train service in Southeast Asia. As
a premium transportation service, Whoosh's success is not only determined by
technical aspects, but also by the quality of user experience perceived by customers.
This study aims to identify user characteristics and analyze the effect of user
experience on customer satisfaction and customer loyalty among millennial users
of'the Whoosh high-speed train. Data was obtained via an online questionnaire from
333 respondents who used the Whoosh service for travel on the Jakarta—Bandung
or Bandung—Jakarta routes. This study used a quantitative approach with
descriptive methods and SEM-PLS analysis. The results show that user experience
has a positive and significant effect on customer satisfaction and customer loyalty.
Customer satisfaction also has a positive and significant effect on customer loyalty.
This study recommends PT KCIC to improve the quality of dependability and
novelty dimensions, and develop digital-based customer loyalty programs.

Keywords: customer loyalty, customer satisfaction, high speed rail, SEM-PLS, user
experience.
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