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ABSTRACT

Putra (2024). Analysis of customer loyalty on Netflix video on demand services
using the Unified Theory of Acceptance and Use of Technolgy 2 (UTAUT 2)
model (study of FEB ULM undergraduate students). Advisor: Laila Refiana Said.

This research was conducted to analyze customer loyalty to the Netflix
bvideo on demand services using the Unified Theory of Acceptance and Use of
Technology 2 (UTAUT 2) model (study of FEB ULM undergraduate students).

This research uses quantitative methods with the variable performance
expectancy, effort expectancy, social influence, facilitating conditions, hedonic
motivation, price value, habit, behavioral intention and use behavior. The
population in this research is FEB ULM undergraduate student who subscribe
Netflix. The sampling technique in the research used purposive sampling with a
sample size of 165 respondents. The data processed using the Partial Least
Square Structural Equation Model (PLS-SEM) method with SmartPLS 3.0
software.

The research results show that performance expectancy, social influence
and habit have a significant effect on behavioral intention, while effort
expectancy, facilitating conditions, hedonic motivation, price value do not have a
significant effect on behavioral intention. Habit has a significant effect on use
behavior, while facilitating conditions and behaviora intention do not have a
significant effect on use behavior.

Keyword: UTAUT 2, video on demand, Netflix
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ABSTRAK

Putra (2024). Analisis loyalitas pelanggan pada layanan video on demand Netflix
dengan model Unified Theory of Acceptance and Use of Technology 2 (UTAUT
2) (studi pada Mahasiswa S1 FEB ULM). Pembimbing: Laila Refiana Said.

Penelitian ini dilakukan untuk menganalisis loyalitas pelanggan pada
layanan video on demand Netflix dengan model Unified Theory of Acceptance
and Use of Technology 2 (UTAUT 2) (studi pada Mahasiswa S1 FEB ULM).

Penelitian ini menggunakan metode Kkuantitatif dengan variabel
performance expectancy, effort expectancy, social influence, facilitating
conditions, hedonic motivation, price value, habit, behavioral intention, dan use
behavior. Populasi dalam penelitan ini adalah Mahasiswa S1 FEB ULM yang
berlangganan Netflix. Teknik sampling dalam penelitian menggunakan purposive
sampling dengan jumlah sampel 165 responden. Data di olah menggunakan
metode Partial Least Square Structural Equation Model (PLS-SEM) dengan
software SmartPLS 3.0.

Hasil penelitian menunjukkan bahwa performance expectancy, social
influence dan habit berpengaruh terhadap behavioral intention, sedangkan effort
expectancy, facilitating conditions, hedonic motivation, price value tidak
berpengaruh terhadap behavioral intention. Habit berpengaruh terhadap use
behavior, sedangkan facilitating conditions dan behavioral intention tidak
berpengaruh terhadap use behavior.

Kata kunci: UTAUT 2, video on demand, Netflix



SURAT PERNYATAAN
Saya yang bertanda tangan dibawah ini menyatakan dengan sesungguhnya,
bahwa proposal skripsi ini merupakan hasil saya sendiri. Segala kutipan dan
bantuan dari berbagai sumber telah diungkapkan sebagaimana mestinya. Proposal
skripsi ini belum pernah dipublikasikan untuk keperluan lain oleh siapapun juga.
Apabila dikemudian hari ternyata pernyataan saya ini tidak benar, maka saya

bersedia menerima akibat hukum dari ketidakbenaran pernyataan tersebut.

Banjarmasin, 13 Mei 2024

Yang membuat pernyataan,

#

Muhammad Irfan Surya Putra

NIM. 1810312120003



DAFTAR ISI

Halaman

SKIRIPSI ... e e e e e e e e rr e e enes I
LEMBAR LEGALITAS ...ttt anre e anee e I
LEMBAR PENGESAHAN UJIAN SKRIPSI.......coooiiiiiee e, I
LEMBAR BERITA ACARA PERBAIKAN SKRIPSI.......c.ccooviiiiiieeciee, i
SURAT PERNYATAAN ORISINALITAS ... iv
KATA PENGANTAR L.ttt e st e e annee e v
ABSTRACT ...ttt e e e et e et e e ana e e e rae e viil
ABSTRAK .. a et e e nes IX
SURAT PERNYATAAN ..ottt sttt an s X
DAFTAR ISL oottt ettt ene e Xi
DAFTAR GAMBAR ......ootiitietce ettt ne e XV
DAFTAR TABEL ..ottt XVi
BAB | PENDAHULUAN ..ottt 1
1.1 Latar BelaKang ........cccooviiieiiie e 1
1.2 RUMUSAN MaSalah ... s 7
1.3 Tujuan Penelitian..........c.cooveiiiiiiicie e 8
1.4 Manfaat PENElItIan.........ccooiiiiiiiiieiee s 9
141 Manfaal TEOMTIS ..cceieieiieiiieieie e 9
1.4.2  Manfaat PrakuiSi ........cccooveiiiieiieeiieie e 9

1.5  Sistematika PENUIISAN.........ccoiiiiiiiiiieie e 10
BAB 1l TINJAUAN PUSTAKA ...ttt 12
2 A I To 7 10 T 1T SRR 12
2.1.1  Technology Acceptance Model (TAM) .......ccoovviriiiniineneceee 12

2.1.2  Unified Theory of Acceptance and Use of Technology (UTAUT).. 13
2.1.3  Unified Theory of Acceptance and Use of Technology 2 (UTAUT 2)

......................................................................................................... 15
2.1.4  Performance EXPeCtancy ........ccocvireieninieninieieiee e 16
2.1.5  EffOrt EXPECLANCY ....ccvoiviiiiiiiiiiiieiee e 18



2.1.6 SOCIAl INFIUBNCE ... 18

2.1.7  Facilitating ConditioNS .........cccceviiriieiesie e 19
2.1.8  HedoniC MOtIVATION. .......cccoiiiiieiie e 20
2.1.9  PrICE VAlUB.....ciiieee e 21
2.1.00  HaDIt. oo 21
2.1.11  Behavioral INtENTION........ccccueiiiiiiiec e 22
2.1.12  USE BERAVION ... 23
2.2 Hasil Penelitian Sebelumnya...........ccccoevviiieiieiicic e 25
BAB 11l KERANGKA KONSEPTUAL DAN HIPOTESIS.......ccccoovviviiiiienn, 29
3.1  Kerangka Konseptual ..........ccccooveiiiiiiiieie e 29
3.2 Hipotesis Penelitian ..........cccccoveiieiiiieiicie e 30
BAB IV METODE PENELITIAN ....coiiiiiiietseiese e 35
4.1  Ruang Lingkup Metode Penelitian...........cccccooveiveieiiieieece e 35
4.2 JeniS Penelitian .......ccoveiiiiieiecc e 35
4.3  Tempat/Lokasi PENeltian...........c.cooviiiieiiiiiirieee e 35
A4 UNIEANGLISIS..cceeeiiee e 36
4.5  Populasi dan Sampel Penelitian .........cccccooeiiiiiininiiieeec e 36
4.6  Definisi Operasional Variabel ..o 38
4.7  Teknik Pengumpulan Data...........ccoovieiiiiiiiiiiceseceee e 47
4.8  Teknik AnalisiS Data.........ccccceiierieieiieseee e e eee e e e 47
4.8.1  Uji Validitas KONVEIGEN ........cccoviiiiiiiieiie s 49
4.8.2  Uji Validitas DiSKIrMINan .........cccccooeierineniiiiinieesene e 49
4.8.3  Uji Rel@bIlitas .......cccoviiiiiiiiiiiieese e 50
4.8.4  Uji R-SQUAred (R?) .....ooiiiiieiiiiiieieie e 50
A.8.5  UJi Sliiiiiiiiieice et 51
4.8.6 UJIOULHEN ..ot 51
BAB V HASIL PENELITIAN ..ottt 52
5.1  Gambaran Umum Objek Penelitian ...........ccccccoeeviiiiieie i 52
5.2  Karakteristik Respoden Penelitian ............ccccovveiiiiiicic i 52
5.2.1  Karakteristik Responden Berdasarkan Jenis Kelamin .................. 53
5.2.2  Karakteristik Responden Berdasarkan Usia...........cccccceevieiiiiennnnnnn 53
5.2.3  Karakteristik Responden Berdasarkan Program Studi.................... 54

Xii



524  Karakteristik  Responden  Berdasarkan  Pendapatan (Uang
SAKU/BUIANAN) ...ttt 54
5.3  Analisis Deskripti Jawaban Responden ............ccccovvviienencicicnennne 55
5.3.1  Performance EXPECtanCy .........cccoereriririiniiniieieee e 95
5.3.2  EffOrt EXPECLANCY ....cc.oiviiiiiiiiiiiiieieieiese e 57
5.3.3  Social INfIUBNCE........ccveiiiiiieece s 58
5.3.4  Facilitating ConditioNS .........cccocerieiieiiiiiesiee e 59
5.3.5  Hedonic MoOtIVATION.........cciiiiiiiiieee e 60
5.3.6  PriCE VaAlUB.....ciiiiiiii e 61
5.3.7  HaDIt oo 62
5.3.8 Behavioral INtENtioN........ccccoiiiiiiiiiee e 63
5.3.9  USE BERAVION ....coiiiiiii e 64
5.4  Uji Validitas dan Reabilitas INStrumen ...........cccocoeveevieveene e, 65
541  Convergent Validity .........cccooveiiiiieiieie e 65
5.4.2  Discriminant Validity ..........ccccooviiiiieiiiieseee e 68
5.4.3  Average Variance Extracted (AVE) .......cccocevvviiiiveve i 69
54.4  Composite Reliability..........cccccoceivieiiieiiiicieee e 69
5.5  Hasil Pengujian HIPOLESIS .......coiiiiiiiiiieiiesie s 70
55.1  Pengaruh Performance Expectancy Terhadap Behavioral Intention..
......................................................................................................... 71

5.5.2  Pengaruh Effort Expectancy terhadap Behavioral Intention........... 72
5.5.3  Pengaruh Social Influence terhadap Behavioral Intention.............. 72
5.5.4  Pengaruh Facilitating Conditions terhadap Behavioral Intention .. 72
55.5  Pengaruh Facilitating Conditions terhadap Use Behavior ............. 73
5.5.6  Pengaruh Hedonic Motivation terhadap Behavioral Intention........ 73
5.5.7  Pengaruh Price Value terhadap Behavioral Intention..................... 73
5.5.8  Pengaruh Habit terhadap Behavioral Intention..............cccccocvnenee. 74
55.9  Pengaruh Habit terhadap Use Behavior............cccccevevenencicnennnn 74
5.5.10 Pengaruh Behavioral Intention terhadap Use Behavior .................. 74
5.6  Pembahasan Hasil Penelitian..........cccocevveieiiienesie e 75
5.6.1  Performance expectancy berpengaruh terhadap behavioral intention



5.6.2  Effort expectancy tidak berpengaruh terhadap behavioral intention ..
......................................................................................................... 76

5.6.3  Social influence berpengaruh terhadap behavioral intention.......... 76
5.6.4  Facilitating conditions tidak berpengaruh terhadap behavioral
INEENTION L.t 77

5.6.5  Facilitating conditions tidak berpengaruh terhadap use behavior.. 78
5.6.6  Hedonic motivation tidak berpengaruh terhadap behavioral intention
......................................................................................................... 79

5.6.7  Price value tidak berpengaruh terhadap behavioral intention......... 80
5.6.8  Habit berpengaruh terhadap behavioral intention ............cc.co.c....... 82
5.6.9  Habit berpengaruh terhadap use behavior .............cccocvvveviveieinnnne. 83
5.6.10 Behavioral intention tidak berpengaruh terhadap use behavior ..... 84

5.7  Implikasi Hasil Penelitian ..o 85
571  IMPlIKaSi TEOMTIS ...eeviiviieiiiieieeieeiee e 85
5.7.2  IMPliKasi PrakLis ........c.cccvcvieiieiiiie i 88

5.8  Keterbatasan Penelitian ..........ccccoooiiiiiiiein i 91
BAB VI KESIMPULAN DAN SARAN .....cccotiiieiiiieiee e 92
6.1 KESIMPUIAN.......cciiieiiie e 92
8.2 SAFAN ..ottt 92
DAFTAR PUSTAKA ..ottt sttt ns 94

Xiv



DAFTAR GAMBAR

Gambar 1.1 Data Penetrasi Internet INdoNesia..........ccocveveriereniesieenesie e 1
Gambar 1.2 Platform Streaming Video di INdONeSia...........cccoovvieicieneniicneen 2
Gambar 2.1 Technology Acceptance Model (TAM) .....ccoocvvviieieniesiereee e 12
Gambar 2.2 Technology Acceptance Model (TAM) .....ccoovvviiviinienieniereeeee 13

Gambar 2.3 Unified Theory of Acceptance and Use of Technology (UTAUT)....15

Gambar 2.4 Unified Theory of Acceptance and Use of Technology 2 (UTAUT 2)

............................................................................................................................... 16
Gambar 3.1 Kerangka KonSeptual ............ccoeiiiririniiiniiieieeee e 29
Gambar 5.1 Hasil PLS-AIGOrthmM..........cooiiiiiiieieeeee e 67

XV


file:///C:/Users/user/Documents/Skripsi/Sempro/PROPOSAL%20SKRIPSI_Muhammad%20Irfan%20Surya%20Putra_1810312210053.docx%23_Toc161826413
file:///C:/Users/user/Documents/Skripsi/Sempro/PROPOSAL%20SKRIPSI_Muhammad%20Irfan%20Surya%20Putra_1810312210053.docx%23_Toc161826414
file:///C:/Users/user/Documents/Skripsi/Sempro/PROPOSAL%20SKRIPSI_Muhammad%20Irfan%20Surya%20Putra_1810312210053.docx%23_Toc161826567
file:///C:/Users/user/Documents/Skripsi/Sempro/PROPOSAL%20SKRIPSI_Muhammad%20Irfan%20Surya%20Putra_1810312210053.docx%23_Toc161826568
file:///C:/Users/user/Documents/Skripsi/Sempro/PROPOSAL%20SKRIPSI_Muhammad%20Irfan%20Surya%20Putra_1810312210053.docx%23_Toc161826569
file:///C:/Users/user/Documents/Skripsi/Sempro/PROPOSAL%20SKRIPSI_Muhammad%20Irfan%20Surya%20Putra_1810312210053.docx%23_Toc161826570
file:///C:/Users/user/Documents/Skripsi/Sempro/PROPOSAL%20SKRIPSI_Muhammad%20Irfan%20Surya%20Putra_1810312210053.docx%23_Toc161826570
file:///C:/Users/user/Documents/Skripsi/Sempro/PROPOSAL%20SKRIPSI_Muhammad%20Irfan%20Surya%20Putra_1810312210053.docx%23_Toc161826259

DAFTAR TABEL

Tabel 2.1 Hasil Penelitian Sebelumnya ..o 25
Tabel 4.1 Definisi Operasional Variabel.............c.cccooiiiiiiiiii 40
Tabel 4. 2 Evaluasi Model Pengukuran atau Outer Model ..............ccccoooieiiiinnn 48
Tabel 4. 3 Evaluasi Model Struktural atau Inner Model...........c.cccooeiiiiniiinnnn. 48
Tabel 5.1 Jenis Kelamin ..o 53
TADEI 5.2 USIA ..o 53
Tabel 5.3 Program STUT ......ccveveiieiecie e 54
Tabel 5.4 Pendapatan (Uang Saku/Bulanan) .............ccocoeninninicnenc e 54

Tabel 5. 5 Tanggapan Responden Terhadap Variabel Performance Expectancy.56
Tabel 5. 6 Tanggapan Responden Terhadap Variabel Effort Expectancy ............ 57
Tabel 5. 7 Tanggapan Responden Terhadap Variabel Social Influence ............... 58

Tabel 5. 8 Tanggapan Responden Terhadap Variabel Facilitating Conditions....59

Tabel 5. 9 Tanggapan Responden Terhadap Variabel Hedonic Motivation......... 61
Tabel 5. 10 Tanggapan Responden Terhadap Variabel Price Value..................... 62
Tabel 5. 11 Tanggapan Responden Terhadap Variabel Habit.............................. 63
Tabel 5. 12 Tanggapan Responden Terhadap Variabel Behavioral Intention......64
Tabel 5. 13 Tanggapan Responden Terhadap Variabel Use Behavior ................. 65
Tabel 5. 14 Hasil Loading Factor...........ccccovevieiieiece e 66
Tabel 5. 15 Hasil Cross LOAdiNgG........cccvuiiiieiieiiieiie e 68
Tabel 5. 16 Hasil Average Variance Extracted (AVE) .......cccccoviiiiiiieiiiiciccins 69
Tabel 5. 17 Hasil Composite Reliability ............ccccooeiiiiiiiii e 70
Tabel 5. 18 Hasil Nilal R-SQUAre ..........ccccoiiiii i 70
Tabel 5. 19 Hasil Path Coeffiencient ... 71

XVi



