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INFLUENCE CONVERSATION  AND CO-CREATION TO CUSTOMER 

LOYALTY BY MEDIATION EXPERIENCE QUALITY AND 

MODERATION CURRENCY 

(Study of Service Users Video on Demand Vidio in Bekasi Regency) 

Riana Ezra Savitry Is Handiani1 

Surya Bintarti2 

  

Abstract 

 

Since the Covid-19 pandemic arrived in Indonesia, all people have become 

accustomed to carrying out their activities from inside the house, one of which is 

watching films. Vidio is an online streaming service platform that provides various 

online videos such as films, sports broadcasts, original series and many more. The 

aim of this research is to test the effect customer loyalty to conversation, co-

creation, currency and experience quality on the Vidio VoD application service. 

This research was conducted within the boundaries of the Bekasi Regency 

community area with a total of 114 respondents, namely users who have used Vidio. 

The sampling technique used isNonprobability sampling namely by method 

purposive sampling. This research tests correlation and regression with the help 

ofsoftware SmartPLS 3.0 is used to test validity and reliability. This research shows 

that: 1) Activities Conversation carried out by the serviceVideo on Demand Vidio 

is able to push the level Experience Quality consumer; 2) Co-Creation which is set 

by the serviceVideo on Demand Vidio is able to push the level Experience Quality 

consumer; 3) Activities Conversation What is done is able to moderate Currency 

on serviceVideo on Demand Vidio against the level Experience Quality consumer; 

4) Co-Creation determined can moderate Currency on Vidio's Video on Demand 

service Experience Quality consumer; 5) Experience Quality what consumers feel 

about the service Video on Demand Vidio is able to push the level Customer 

Loyalty; 6) Activities Conversation that can be done to mediate Experience Quality 

on service Video on Demand Vidio against Customer Loyalty; 7) Co-Creation 

determined to be unable to mediate Experience Quality on service Video on 

Demand Vidio against the level Customer Loyalty.  
Keywords : Conversation, Co-Creation, Currency, Experience Quality, Customer 

Loyalty 

 

 

1) Riana Ezra Savitry Is Handiani 

2) Surya Bintarti 

 

 

 

 



xiv 

 

PENGARUH CONVERSATION DAN CO-CREATION TERHADAP 

CUSTOMER LOYALTY DENGAN MEDIASI EXPERIENCE 

QUALITY DAN MODERASI CURRENCY  

(Studi Pada Pengguna Layanan Video on Demand Vidio di 

Kabupaten Bekasi) 
 

Riana Ezra Savitry Is Handiani 1 

Surya Bintarti 2 

 

ABSTRAK 

 

Sejak pandemi covid-19 hadir di Indonesia, semua masyarakat terbiasa 

untuk melakukan aktivitasnya dari dalam rumah, salah satunya menonton film. 

Vidio merupakan platform layanan streaming online yang menyediakan berbagai 

video online seperti film, siaran olahraga, original series dan masih banyak lagi. 

Tujuan penelitian ini adalah untuk menguji pengaruh customer loyalty terhadap 

conversation, co-creation, currency dan experience quality pada layanan VoD 

aplikasi Vidio. Penelitian ini dilakukan dengan batasan wilayah masyarakat 

Kabupaten Bekasi dengan jumlah responden sebanyak 114 orang yakni para 

pengguna yang pernah menggunakan Vidio. Teknik pengambilan sampel yang 

digunakan adalah Nonprobability sampling yaitu dengan metode purposive 

sampling. Penelitian ini menguji korelasi dan regresi dengan bantuan software 

SmartPLS 3.0 yang digunakan untuk menguji validitas dan reabilitas.  

Pada penelitian ini menunjukkan bahwa: 1) Kegiatan Conversation yang 

dilakukan oleh layanan Video on Demand Vidio mampu mendorong tingkat 

Experience Quality konsumen; 2) Co-Creation yang ditetapkan oleh layanan Video 

on Demand Vidio mampu mendorong tingkat Experience Quality konsmen; 3) 

Kegiatan Conversation yang dilakukan mampu memoderasi Currency pada layanan 

Video on Demand Vidio terhadap tingkat Experience Quality konsumen; 4) Co-

Creation yang ditetapkan dapat memoderasi Currency pada layanan Video on 

Demand Vidio terhadap Experience Quality konsumen; 5) Experience Quality yang 

dirasakan konsumen konsumen oleh layanan Video on Demand Vidio mampu 

mendorong tingkat Customer Loyalty; 6) Kegiatan Conversation yang dilakukan 

mampu memediasi Experience Quality pada layanan Video on Demand Vidio 

terhadap Customer Loyalty; 7) Co-Creation yang ditetapkan tidak mampu 

memediasi Experience Quality pada layanan Video on Demand Vidio terhadap 

tingkat Customer Loyalty.  

Kata Kunci : Conversation, Co-Creation, Currency, Experience Quality, Customer 

Loyalty 


