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ABSTRAK

Penelitian ini bertujuan untuk meneliti pengaruh prior experience, eWOM,
dan authenticity terhadap revisit intention melalui customer satisfaction. Tropikal
Coffee dipilih sebagai objek penelitian karena memiliki konsep tropis yang otentik
dan memiliki banyak eWOM positif. Penelitian ini menggunakan data dari kuesioner
yang disebarkan secara online melalui Google Form kepada responden yang pernah
mengunjungi Tropikal Coffe dan pernah melihat eWOM tentang Tropikal Coffee.
Masing-masing variabel menggunakan 4-5 indikator yang diukur menggunakan skala
Likert 5 poin. Total jawaban responden yang digunakan berjumlah 230 responden.
Hasil jawaban responden tersebut selanjutnya ditabulasi dan dianalisis dengan teknik
pengujian data SEM pada software SmartPLS 3.0. Hasil penelitian menunjukkan
bahwa prior experience, eWOM dan customer satisfaction berpengaruh positif
terhadap revisit intention. Selanjutnya, authenticity tidak berpengaruh terhadap revisit
intention. Penelitian ini menemukan adanya peran mediasi customer satisfaction
pada hubungan prior experience dengan revisit intention. Namun, penelitian ini tidak
menemukan adanya peran mediasi customer satisfaction pada hubungan eWOM
dengan revisit intention.Terakhir, penelitian ini juga menemukan adanya peran
mediasi customer satisfaction pada hubungan authenticity dengan revisit intention.

Kata kunci: prior experience, eWOM, authenticity, revisit intention, Tropikal
Coffee.
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ABSTRACT

This research aims to examine the effect of prior experience, eWOM, and
authenticity on revisit intention through customer satisfaction. Tropikal Coffee is
chosen as the object of research since it has an authentic tropical concept and has a lot
of positive eWOM. This research uses data from questionnaires distributed online
through Google Form to the respondents who have visited Tropikal Coffee and have
seen the eWOM concerning Tropikal Coffee. Each variable uses 4-5 indicators
measured using a 5-point Likert scale. The total respondents' answers used amounted
to 230. The results of the respondents' answers are then tabulated and analyzed by
using SEM data testing techniques on SmartPLS 3.0 software. The results show that
prior experience, eWOM and customer satisfaction have a positive effect on revisit
intention. Meanwhile, authenticity has no effect on revisit intention. This research
finds a mediating role for customer satisfaction in the relationship between prior
experience and revisit intention. However, this research does not find a mediating
role for customer satisfaction in the relationship between eWOM and revisit
intention. Last, this research also finds a mediating role for customer satisfaction in
the relationship between authenticity and revisit intention.

Keywords: prior experience, eWOM, authenticity, revisit intention, Tropikal Coffee.
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