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Customer Loyalty Is Influenced By Experience Quality With Moderation
Currency And The Role Of Conversation And Co-Creation
(Study on Wetv Video On Demand application service users in Bekasi Regency)

Inge Nur Oktavia'
Surya Bintarti?

Abstract

The corona virus or COVID-19 occurred in 2020 and became an event that affected
the world. The corona virus or COVID-19 occurred in 2020 and became an event
that affected the world. The Indonesian government made a strategy to prevent
infectious diseases, namely limiting community activities by closing the cinema
industry, streaming services emerged as a new and increasing innovation, namely
Video On Demand (VOD) services with media applications such as WeTV. The
WeTV application gives users the ability to select a variety of video content, movies,
TV shows, and variety shows online. The purpose of this study is to examine
customer loyalty influenced by experience quality with moderation of currency and
the role of conversation and co-creation in the WeTV application. This study has
112 respondents based on the Bekasi Regency area boundaries who are users who
have used the WeTV application. The sampling technique used was Nonprobability
sampling with purposive sampling method. The processing of testing correlation
and regression in this study uses SmartPLS 3 which is used to test validity and
reliability. This study proves that 1) Conversation activities carried out by the WeTV
application Video on demand service are able to encourage the level of Experience
quality; 2) Co-creation set by the WeTV application's Video on demand service is
able to drive the level of Experience quality; 3) Conversation carried out has not
been able to moderate Currency on the WeTV application's Video on demand
service on the level of Experience quality; 4) Co-creation offered is able to
moderate Currency on the WeTV application's Video on demand service to the level
of Experience quality;, 5) Experience quality felt by consumers by the WeTlV
application's Video on demand service is able to encourage the level of Customer
loyalty; 6) Conversation offered has not been able to mediate Experience quality
on the WeTV application's Video on demand service to the level of Customer loyalty,
7) Co-creation provided is able to mediate Experience quality on the WeTV
application's Video on demand service to the level of Customer loyalty.

Keywords : Conversation, Co-Creation, Customer Loyalty, Currency, Experience

Quality

1) Inge Nur Oktavia
2) Surya Bintarti
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CUSTOMER LOYALTY DIPENGARUHI EXPERIENCE QUALITY
DENGAN MODERASI CURRENCY DAN PERAN CONVERSATION
SERTA CO-CREATION
(Studi Pada Pengguna jasa Layanan Video On Demand apliaksi Wetv di Kabupaten
Bekasi)

Inge Nur Oktavia'
Surya Bintarti?

ABSTRAK

Virus COVID-19 terjadi tahun 2020 menjadi peritiwa yang mempengaruhi
dunia. Pemerintah Indonesia membuat strategi pembatasan kegiatan masyarakat
yaitu menutup indsutri bioskop, layanan streaming sebagai inovasi baru yaitu
layanan Video on demand (VOD) dengan aplikasi seperti WeTV. Aplikasi WeTV
memberi kemampuan pengguna untuk memilih konten video, film, acara TV, dan
variety show secara online. Tujuan penelitian ini untuk menguji customer loyalty
dipengaruhi experience quality dengan moderasi currency dan peran conversation
serta co-creation pada aplikasi WeTV. Responden penelitian ini sebesar 112
merupakan para pengguna yang pernah menggunakan aplikasi WeTV di wilayah
Kabupaten Bekasi. Pengambilan populasi bersifat Nonprobability sampling dengan
metode purposive sampling. Pengolahan menguji korelasi dan regresi dalam
penelitian ini menggunakan SmartPLS 3.

Penelitian ini membuktikan bahwa 1) Kegiatan Conversation yang
dilakukan oleh layanan Video on demand aplikasi WeTV mampu mendorong
tingkat Experience quality; 2) Co-creation yang ditetapkan layanan Video on
demand aplikasi WeTV mampu mendorong tingkat Experience quality; 3)
Conversation yang dilakukan belum mampu memoderasi Currency pada layanan
Video on demand aplikast WeTV terhadap tingkat Experience quality; 4) Co-
creation yang ditawarkan mampu memoderasi Currency pada layanan Video on
demand aplikasi WeTV terhadap tingkat Experience quality; 5) Experience quality
yang dirasakan konsumen pada layanan Video on demand aplikasi WeTV mampu
mendorong tingkat Customer loyalty; 6) Conversation yang ditawarkan belum
mampu memediasi Experience quality pada layanan Video on demand aplikasi
WeTV terhadap tingkat Customer loyalty; 7) Co-creation yang disediakan mampu
memediasi Experience quality pada layanan Video on demand aplikasi WeTV
terhadap tingkat Customer loyalty.

Kata kunci : Conversation, Co-Creation, Customer Loyalty, Currency, Experience
Quality
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