FINAL PAPER
THE EFFECT OF PERCEIVED USEFULNESS,
PERCEIVED EASE OF USE AND SERVICE QUALITY
ON THE BEHAVIORAL INTENTION OF USERS TO
REUSE GOJEK IN SURABAYA

Submitted as a final requirement to obtain

the degree of Sarjana Ekonomi Strata Satu

By:
Name: JASON JORDY HARTONO
NPM: 01120130041

PROGRAM STUDI MANAJEMEN
FAKULTAS EKONOMI
UNIVERSITAS PELITA HARAPAN
SURABAYA
2016



UNIVERSITAS PELITA HARAPAN SURABAYA
STATEMENT OF ORIGINALITY OF FINAL
PAPER

I, a student of International Business Management Study Program, Faculty of

Economy, Universitas Pelita Harapan Surabaya with the following:

Student Name: Jason Jordy Hartono
NPM: 01120130041

Faculty: Manajemen

Hereby declare that the Thesis Proposal that I have written, titled "THE EFFECT
OF PERCEIVED USEFULNESS, PERCEIVED EASE OF USE AND
SERVICE QUALITY ON THE BEHAVIORAL INTENTION OF USERS
TO REUSE GOJEK IN SURABAYA”

Is:

1) Written and completed by myself using lecture materials, field research,
textbooks, and journals listed in the references sections of this Final Paper.

2) Not a duplication of published final paper or thesis used for obtaining the
Bachelor's degree from other universities, except for the review of literature
with proper reference citation; and

3) Not a translation of a book or journal listed in the references section of this
Final Paper.

If 1 am proven for not being truthful, this Thesis Proposal will be invalid or

cancelled.

ii




UNIVERSITAS PELITA HARAPAN SURABAYA
FAKULTAS EKONOMI

AGREEMENT OF MENTORING GUIDANCE FOR FINAL PAPER

THE EFFECT OF PERCEIVED USEFULNESS, PERCEIVED EASE OF
USE AND SERVICE QUALITY ON THE BEHAVIORAL INTENTION OF
USERS TO REUSE GOJEK IN SURABAYA

By
Name: Jason Jordy Hartono
NPM: 01120130041

Faculty: Manajemen
Has been checked and recommended for final and comprehensive oral defense in
order to obtain the degree of Sarjana Ekonomi at Fakultas Ekonomi, Universitas

Pelita Harapan Surabaya.

Surabaya, 28 July 2016

Agreed;
Advisor Co-Advisor
Oliandes Sondakh, S.E., M.M. Hananiel M. Gunawan, BA, MBA

Head Program Studi Manajemen Dean Fakultas Ekonomi

iy uAielia, S.E., MM,

YRABAY'

iii



UNIVERSITAS PELITA HARAPAN SURABAYA
FAKULTAS EKONOMI

AGREEMENT OF PANELIST APPROVAL FOR FINAL PAPER

On Tuesday, 6 September 2016 has been held a comprehensive presentation 1n
order to fulfill academic requirements to obtain the bachelor degree of Economy

in Faculty of Economy Universitas Pelita Harapan Surabaya on the behalf of:

Name: Jason Jordy Hartono
NPM: 01120130041

Faculty: Manajemen

Including Final paper comprehensive test by the title of “THE EFFECT OF
PERCEIVED USEFULNESS, PERCEIVED EASE OF USE AND SERVICE
QUALITY ON THE BEHAVIORAL INTENTION OF USERS TO REUSE
GOJEK IN SURABAYA?” panelist team consist of:

Board of Panelist Status Signature
1 Oliandes Sondakh, As Head of the Committee (@Q\/
S.E., MM. and Thesis Advisor

2 Dr Ronald, S.T., M.M. As member of the Commuttee %"?’
—

35 Amelia, S.E., MM. As member of the Commuttee

Iii

iv



ABSTRACT
Jason Jordy Hartono (01120130041)

THE EFFECT OF PERCEIVED USEFULNESS, PERCEIVED EASE OF
USE AND SERVICE QUALITY ON ATTITUDE TOWARDS USING AND
THE BEHAVIORAL INTENTION OF USERS TO REUSE GOJEK IN
SURABAYA

Technology had become one of the most important factors in people’s life
and had given so much help in people’s life. One of the greatest inventions is the
advancement of Information Technologies. Information Technologies was a
revolution that changes the world to become more efficient and productive.
GOJEK is one of the recent popular inventions that help citizens to deal with
traffic jam. Thus, encourage the researcher to identify the relation between
Perceived Usefulness, Perceived Ease of Use, Service Quality, Attitude Towards

Using and Behavioral Intention to Reuse.

One hundred respondents were given questionnaire using a six-point
Likert Scale. Eight hypotheses were analyzed using multiple regression models.
The result of this study shows that perceived ease of use has significant effect on
perceived usefulness, but not on behavioral intention to reuse. Perceived
usefulness has significant effect on both attitudes towards using and behavioral
intention to reuse. Another result shows that service quality has significant effect
on attitude towards using, but not on behavioral intention to reuse. Additionally,
attitude towards using does not have significant effect on behavioral intention to

reuse.

The recommendations were given to improving perceived usefulness,
perceived ease of use and service quality to form positive attitude towards using
that will eventually lead to behavioral intention to reuse.

Keywords: Perceived Usefulness, Perceived Ease of Use, Service Quality,

Attitude Towards Using and Behavioral Intention to Reuse.
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