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ABSTRAK

Pertumbuhan pesat industri e-grocery di Indonesia turut mendorong persaingan
antar platform, termasuk aplikasi Klik Indomaret yang menempati posisi kedua
sebagai layanan e-grocery paling banyak digunakan. Namun, data retensi
pengguna menunjukkan penurunan sangat drastis dari hari pertama hingga hari
ketiga puluh, mengindikasikan adanya ketidaksesuaian antara ekspektasi awal
pengguna dan pengalaman aktual yang dirasakan. Penelitian ini bertujuan untuk
menganalisis faktor-faktor yang mempengaruhi niat penggunaan berkelanjutan
(continuance intention) pada aplikasi Klik Indomaret menggunakan extended
Expectation-Confirmation Model (ECM) yang diperluas dengan variabel
perceived price fairness, e-logistic service quality, dan trust. Data dikumpulkan
melalui kuesioner online kepada 108 responden pengguna aktif aplikasi Klik
Indomaret, kemudian dianalisis menggunakan metode Partial Least Squares
Structural Equation Modeling (PLS-SEM) dengan bantuan perangkat lunak
SmartPLS 4. Hasil penelitian menunjukkan bahwa dari sepuluh hipotesis yang
diuji, tujuh hipotesis diterima dan tiga hipotesis ditolak. Satisfaction menjadi
faktor dengan pengaruh langsung terkuat terhadap continuance intention dengan
nilai path coefficient (B) sebesar 0,554, diikuti trust dengan nilai path coefficient
(B) sebesar 0,250 dan perceived usefulness dengan nilai path coefficient (P)
sebesar 0,241. Confirmation berpengaruh kuat terhadap perceived usefulness
dengan nilai path coefficient (B) sebesar 0,714. Sementara itu, perceived price
fairness dengan nilai path coefficient (B) sebesar 0,120 dan e-logistic service
quality dengan nilai path coefficient () sebesar -0,208 tidak terbukti berpengaruh
signifikan terhadap continuance intention. Nilai koefisien determinasi
menunjukkan model mampu menjelaskan variasi continuance intention sebesar
69,9%. Temuan ini diharapkan menjadi masukan bagi pengelola aplikasi Klik
Indomaret dalam merancang strategi peningkatan kepuasan dan kepercayaan
pengguna guna mengatasi Krisis retensi tersebut.

Kata kunci: Continuance Intention, Expectation-Confirmation Model, Klik

Indomaret, PLS-SEM, Satisfaction
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ABSTRACT

The rapid growth of the e-grocery industry in Indonesia has intensified
competition among platforms, including the Klik Indomaret app, which ranks
second among the most widely used e-grocery services. However, user retention
data reveals a drastic decline from day one to day thirty, suggesting a
discrepancy between initial user expectations and the actual experience. This
study aims to analyze the factors influencing the intention to continue using the
Klik Indomaret app by employing an extended Expectation-Confirmation Model
(ECM) that incorporates variables such as perceived price fairness, e-logistic
service quality, and trust. Data were collected via an online questionnaire from
108 active Klik Indomaret app users and analyzed using Partial Least Squares
Structural Equation Modeling (PLS-SEM) with SmartPLS 4 software. The results
indicate that out of ten hypotheses tested, seven were accepted and three were
rejected. Satisfaction emerged as the factor with the strongest direct influence on
continuance intention (path coefficient f = 0.554), followed by trust (f = 0.250)
and perceived usefulness (f = 0.241). Confirmation strongly influenced perceived
usefulness (f = 0.714). Conversely, perceived price fairness (f = 0.120) and e-
logistic service quality (f = -0.208) were not found to have a significant effect on
continuance intention. The coefficient of determination indicates that the model
explains 69.9% of the variance in continuance intention. These findings are
expected to provide valuable insights for Klik Indomaret management in
designing strategies to enhance user satisfaction and trust, thereby addressing the
retention crisis.

Keywords: Continuance Intention, Expectation-Confirmation Model, Klik
Indomaret, PLS-SEM, Satisfaction
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