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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 kuantitatif 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 
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