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Abstract. This study investigates the key factors influencing customer satisfaction with the 
Agoda hotel booking application. Drawing on information systems success theories such as 
TAM and UTAUT, we develop and test a research model proposing system quality, 
information quality, perceived ease of use, perceived usefulness, performance expectancy, 
and interactivity as predictors of intention to use the Agoda app, which in turn impacts user 
satisfaction. The model was tested using survey data from 402 Agoda users analyzed with 
PLS-SEM. Results showed that system quality, perceived ease of use, performance 
expectancy, and interactivity had significant effects on intention to use, which was the 
strongest predictor of satisfaction. Accessibility, credibility and value perceptions also shaped 
system quality. The findings provide insights for hotel booking app providers to optimize user 
experiences and satisfaction. Theoretical and practical implications are discussed.  
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1. Introduction 
The development of technology has provided a very wide source of information and communication 
from what humans already have (Ahmad, 2012). The evolving technology represents a significant 
transformation that can benefit numerous fields and activities, greatly impacting daily life. E-commerce, 
in particular, is a business endeavor involving consumers, manufacturers, service providers, and 
intermediary traders, all facilitated through internet connectivity (Barokah & Albari, 2022). Hotel 
reservations or bookings are commonly made to avoid room unavailability. This allows customers to 
secure accommodations in advance, reducing the risk of rooms being fully booked upon arrival. 

One of the applications available for online hotel reservations is Agoda. The presence of this Agoda 
application has simplified the process of booking hotels online. With just a few clicks, customers can 
book hotels quickly and conveniently. This application offers a wide range of service features for both 
domestic and international bookings, making activities like traveling more enjoyable. According to 
AppGrooves, Agoda is ranked among the top three in the Best Hotel Booking Apps category, competing 
with Hotels.com and Booking.com. 

Based on Populix's findings regarding the vacation habits of Indonesian people at the end of the 
year, 76% of respondents confirmed that they make hotel reservations for vacation activities online, 
either through applications or websites. The survey, which included 1,012 respondents, predominantly 
comprised Gen Z and millennials living in major cities. Among them, 48% chose the Traveloka 
application for hotel reservations, followed by Tiket.com with 15%. Agoda ranked third, with only 4% 
of users from the survey. It's worth noting that most individuals who plan to book hotels through online 
platforms tend to read reviews. 

Based on figure regarding ratings and reviews of the Agoda application on the AppsStore, it can be 
concluded that the lack of satisfaction (Customer Satisfaction) on the Agoda application has several 
contributing factors. Most of the characteristics of the tourism industry, that the product is not the only 
determinant of consumer interest, but the service or service even tends to determine the existence of the 
product more (Бутвина et al., 2020). Most users are disappointed with the Agoda app and give it a 1-
star rating on the AppsStore. Customer value that provides excellence (Banerjee & Bonfield, 2019). 

Fig.1: Review Agoda 
 

can also be formed by Customer satisfaction (Firman, 2019). Most of the problems encountered 
involve unilateral cancellations made by hotels to customers through the Agoda application, as well as 
complex refund processes for customers affected by issues in the hotel room booking process through 
the Agoda application. This indicates that customers are highly dissatisfied with the services provided 
by the Agoda application. The literature's limitations that this research aims to address include a lack 
of focus on specific application user satisfaction. Currently, the literature has not adequately addressed 
the satisfaction of users of specific hotel booking applications like Agoda. This research aims to fill this 
gap by specifically studying the factors that influence Agoda user satisfaction and by addressing a lack 
of understanding of specific issues. Customer satisfaction can be explained as the overall attitude that 
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consumers exhibit toward goods or services after acquiring and using them (Chaln Chavez & Guevara 
Paredes, 2014) .  

This research aims to address a specific gap in the existing literature regarding customer satisfaction 
with the Agoda application. While prior studies have explored technology adoption models such as 
TAM and UTAUT in the hospitality sector, there is a distinct lack of attention given to customer 
satisfaction with specific booking platforms like Agoda. 

2. Literature Review 
The main difference from previous research is that this study focuses specifically on user satisfaction 
with the Agoda application. While previous studies have explored technology adoption models such as 
TAM and UTAUT in the general context of the hospitality industry, this research identifies a specific 
gap in the literature regarding customer satisfaction with specific booking platforms like Agoda. 
Furthermore, this study also highlights specific issues faced by Agoda users, including unilateral 
cancellations by hotels and complex refund processes. Thus, this research makes a significant 
contribution by deepening understanding of the factors influencing user satisfaction with Agoda, an 
area that has not been thoroughly investigated in previous studies. Therefore, this study aims to fill the 
gap in the literature by specifically focusing on Agoda user satisfaction and addressing the limitations 
of previous research that have paid insufficient attention to specific booking platforms such as Agoda. 

The relationship between the Technology Acceptance Model (TAM) and user satisfaction can be 
elucidated by focusing on how users' perceptions of the ease of use and usefulness of technology, as 
well as social, psychological, and contextual factors, influence users' intentions and behaviors in 
adopting and using technology(Ashsifa, 2020). Both frameworks highlight that user satisfaction is 
related to how well the technology meets their expectations, provides desired benefits, and how users' 
perceptions of these factors also affect their satisfaction with the use of the technology (Putra & Raharjo, 
2021). While UTAUT has proven to be useful in depicting user behavior towards information 
technology. By integrating principles from the theory of technology user behavior and technology 
adoption models, UTAUT becomes a solution for understanding how the Shopee system influences 
user satisfaction, particularly in terms of whether the system meets users' needs and is accepted by 
them(Ashsifa, 2020). 

2.1. Technology Acceptance Model (TAM) 
TAM is one of the research models that uses a type of theoretical approach with a focus on behavioral 
theory (behavioral theory) where the theory is used to examine the adoption process of various 
information technologies (Lattu et al., 2022). The purpose of making this TAM model is to provide an 
elaboration using several determining factors in terms of acceptance of the use of a product in general 
and also able to explain a lot of customer behavior for all given values and customer populations that 
use computer technology until then met theoretically (Suroso et al., 2017). The Technology Acceptance 
Model (TAM) serves as a framework for elucidating user behaviors regarding the acceptance and 
adoption of novel technologies (Ma & Liu, 2004). An integral facet of this model lies in customer 
satisfaction, which can be quantified and expounded upon through TAM principles. 

2.2. Unified Theory of Acceptance and use of Tecnology (UTAUT) 
UTAUT is one of the research models for predicting acceptance of a new technology developed by 
Venkatesh [7] (Sedana & Wijaya, 2012). The UTAUT 2 model evolved rapidly in 2012. The UTAUT 
model itself consists of seven independent variables, namely performance expectancy, price value, 
social influence, f hedonic motivation, effort expectancy, habit, acilitating conditions, then there are 
two dependent variables, namely use behavior and behavioral intention [15] (Hidayat et al., 2020). 
UTAUT can be used  to model as a comprehensive synthesis when previously technological acceptance 
research was conducted (Wahyu & Anwar, 2020). In recent years, many of the researchers conducted 
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research on e-commerce in terms of Acceptance and behavioral intentions of consumers from different 
perspectives, consumer demands, and website quality . 

UTAUT is certainly expected to be a useful tool for employees or managers who need to assess the 
likelihood of success for the introduction of new technologies and help them understand the acceptance 
drivers to proactively formulate some parts of the targeted interventions of the user population who may 
be less likely to adopt and use the new system. 

2.3. Accesible 

According to Black (1981) in (La Ode Muhamad Magribi; Aj Suhardjo, 2004) said that accessibility is 
a combination of the concept of a regulatory system with a network system. Accessibility can also be 
defined as a description of the ease with which to move from menu to menu in a system. This variable 
also explains how a person moves quickly and effectively.  

2.4. Credible 

Credibility is a trust that is considered reasonable to be trusted (Yuma Inggrawan, 2010). A system that 
has high credibility then the system can be trusted. While according to (Surbakti & Silalahi, 2008) 
Credibility is a means of communication perception of the qualities of the communicator. Broadly 
speaking, an information system must have high credibility in order to gain the trust of many users so 
that the system can be used in high numbers. 

2.5. Valueable 

According to Solomon (2007) in (Diaz, 2015) Values is a belief in certain conditions then the condition 
is considered better than the previous condition. This variable can also be defined as a belief of a thing 
or condition that is expected to reach a better level than before. In an information system, values are 
needed to increase user confidence in using an information system. 

2.6. Perceived Ease of Use 

This variable explains how the degree to which a person can trust that using a technology or an existing 
system will make his job easier (Ivan Naufaldi & Miharni Tjokrosaputro, 2020). The use of this variable 
is also intended to predict a person's acceptance or attitude based on the use of that person in using 
technology. According to Wang and Chou in (Laora et al., 2021) said that the variable Perceived Ease 
of Use is described as easy to understand, easy to learn, and becomes a solution by finding what is 
needed by the user. 

2.7. Perceived Usefulness 

The TAM model shows that the Perceived UseFulness variable is one of the most important variables 
or factors with the use to define the use of users of a system (Lee et al., 2018). The variable Perceived 
UseFulness broadly describes how a person can believe that using an existing technology can help the 
work being done (Afifah, 2013). 

2.8. Performance Expectancy 

Performance Expectancy is described as a level of benefit or benefit that has been achieved by 
customers by using technology to carry out users' daily routine activities (Achiriani & Hasbi, 2021). 
Performance Expectancy has 3 sub-variable parts. The first is usefulnes, which means usefulness to be 
obtained by using technology in daily needs. The second is quickness which means the level of a 
technology can shorten the level of work being done. Then productivity is explained as an increase in 
the level of productivity, then related to the work done by users while using technology. 
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2.9. System Quality 

In the Delone and Mc Lean model, variable System Quality will describe and describe a quality 
possessed by an application or technology (Wahyuni, 2017). System quality also describes the 
combination of software and hardware in an information system (Abu, 2018). This variable will focus 
on the quality of the system itself based on how much the ability of hardware and software to provide 
an information system. 

2.10. Interactivity 

According to Beer (2008) in (Natadirja, 2018) says that Interactivity is when two parties interact and 
have two-way communication. This variable can also be defined when two parties interact with 
something when information is not very clear and the other party provides less information so that all 
information obtained is clear. 

2.11. Intention to Use 

The Intention to Use variable is intended to predict whether users have a great intention to use an 
information system. (Kurnia & Tandijaya, 2023) Intention to use is a variable from the results of 
development carried out by researchers, previously this variable was called Purchase Intention. 
According to wang li in 2016 in (Sindarta & Santoso, 2022) Saying that intention to use is a tendency 
of users to use an information system. 

2.12. User Satisfaction 

The level of satisfaction is a feeling felt by users between happy and disappointed with a product or 
information system (Setifani et al., 2022). Based on several events that occur, user satisfaction will be 
the determining factor whether an information system can be accepted individually or in groups or not 
(Syams & Kuswanto, 2023). 

2.13. Hypotesis Development Accessible and System Quality 

Valid information regarding the relationship between accessibility and system quality can be found 
through several credible sources. This includes academic research, which often explores how system 
accessibility influences users' perceptions of its quality. According to research (Yakub, 2012) 
accessibility in system quality pertains to accessing information or the ease of generating information 
from a system. Meanwhile, in a study conducted by (Matuška, 2017) it was found that accessibility has 
an influence on system quality. 
H1. Accesible has a positive impact on System Quality 
 

Credible and System Quality 
The relationship between credibility and system quality in information systems is essential to ensure 
reliable and effective systems. According to credible research (Meuthia et al., 2021) it influences the 
quality of a system, especially in terms of system security. Similar findings are demonstrated in a study 
conducted by (Surbakti & Silalahi, 2008), which found that credibility has an impact on system quality, 
particularly in terms of user data security. 
H2. Credible has a positive impact on System Quality 

Valueable and System Quality 
Values are a belief in certain conditions, and then these conditions are considered better than before 
(Diaz, 2015). The correlation between "valuable" and system quality in the realm of information 
technology is paramount. This value stems from various features and functionalities, including user-
friendliness, operational efficiency, productivity amplification, and data security. According to research 
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conducted by (Helgstrand & Jorgensen, 2016), it was found that valuable has an influence on system 
quality. 

Perceived Ease of Use, Perceived Usefulness, and Intention to Use  
In TAM, the direct impact of Perceived Usefulness influences behavioral intention towards adoption, 
while Perceived Ease of Use directly and indirectly affects customers' intention to use. In some cases, 
the indirect effect of Perceived Usefulness on intention arises due to Perceived Ease of Use.(Widiar et 
al., 2023). As shown in the study conducted by (Veronica, 2020), Perceived Ease of Use acts as a 
supporting factor influencing Perceived Usefulness and Attitude Towards, and then Attitude Towards 
influences Behavioral Intention. The result of the study indicates that perceived ease of use significantly 
affects Perceived Usefulness. Similarly, research conducted by (Harb & Alhayajneh, 2019) confirms 
that Perceived Ease of Use has a significant influence on Perceived Usefulness and Perceived 
Usefulness has a significant influence on Intention to Use. In another study conducted by (Paramaeswari 
& Sarno, 2020) regarding the Analysis of an E-Commerce using the TAM model, it was found that 
Perceived Ease of Use and Perceived Usefulness significantly influence Intention to Use. 
H4. Perceived Ease of Use has a positive impact on Intention to use.   
H5. Perceived Usefulness has a positive impact on Intention to Use. 

Performace Expetancy and Intention to Use 
The relationship between these variables describes the extent to which users believe that using a certain 
technology or system will enhance their performance or capabilities in achieving specific goals, and 
how this belief influences their intention to use the technology or system. According to the research 
conducted (Augustin et al., 2021), it was found that Performance Expectancy influences Intention to 
Use. Similarly, research conducted by (Firmansyah et al., 2023) explains that Performance Expectancy 
positively influences Intention to Use. 
H6. Performance Expetancy has a positive impact on Intention to Use 

System Quality and Intention to Use 
The influence of system quality on users' intention to use refers to how the perception of system quality 
affects users' desire or intention to use the system. In the research conducted by (Informasi et al., 2022), 
it was found that System Quality influences Intention to Use. The study's results (Priatna, 2023) also 
affirm that System Quality influences on Intention to Use. 
H7. System Quality has a positive influence on Intention to Use 

Interactivity and Intention to Use 
Interactivity is defined as a communication technology enabling two-way exchanges that establish an 
environment allowing users to communicate both synchronously and asynchronously(Tanugraha, 2021). 
The relationship between interactivity and intention to use refers to how the level of interactivity in a 
system or technology influences users' intentions or willingness to use it. According to a study by 
(Izzani et al., 2016) explains that Interactivity influences Intention to Use. 
H8. Interactivity has a Positive influence on Intention to Use 

Intention to Use and User Satisfaction 
The correlation between intention to use and user satisfaction reflects how users' readiness to utilize a 
system or technology affects their contentment with the system post-usage. If users express a favorable 
intention to use a system and subsequently engage with it, their satisfaction is likely to be higher when 
their initial expectations are met or surpassed (Alkent, 2019). The research conducted by (Putri, 2021) 
found that Intention to Use positively influences User Satisfaction. 
H9. Intention to Use has a positive influence on User Satisfaction 
 



Jomantara & Fajar, Journal of System and Management Sciences, Vol. 14 (2024) No. 9, pp.472-488 

478 
 

3. Methodology 
This research is a quantitative research that will use answers from respondents as data as much as at 
least 400 data 

3.1. Research Model 
The frame of mind is a conceptual model of theories that are interconnected with each other against 
various factors that have been identified as important problems. The following is the frame of mind that 
will be used in this study : 

 
A. Research Models 

The research model that will be used in this study is as follows: 

Fig.2: Research Model 
 

Based on the picture above, it can be seen that there are 9 research models that will be used in this 
study and have the following hypotheses: 

1. Accessible has a positive and significant influence on System Quality (Hypothesis 1). 
2. Credible has a positive and significant influence on System Quality (Hypothesis 2). 
3. Valuable has a positive and significant influence on System Quality (Hypothesis 3). 
4. System Quality has a positive and significant influence on Intention to Use (Hypothesis 4) 
5. Perceive Usefullness Quality has a positive and significant influence on Intention to Use 

(Hypothesis 5). 
6.  Perceived Ease of Use has a positive and significant influence on Intention to Use (Hypothesis 

6). 
7. Performance Expetancy has a positive and significant influence on User Satisfaction 

(Hypothesis 7). 
8.  Interactivity has a positive and significant influence on Intention to Use (Hypothesis 8). 
9. Intention to Use has a positive and significant influence on User Satisfaction (Hypothesis 9). 

 
Table 1. Operational Variable 

Variable Indicator Source 
Accesible A1. Inclusive 

A2. Flexibility 
(Kusuma et al., 2022) 
(Kusuma et al., 2022) 

Credible C1. Fail-safe 
C2. Validated 

   (Mackiewicz et al., 2016) 
   (Mackiewicz et al., 2016) 
 

Valuable V1. Socially Proven (Badran & Al-Haddad, 2018) 
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V2. PurposeFull 
V3. Flexibility  

(Badran & Al-Haddad, 2018) 
(Badran & Al-Haddad, 2018) 

Perceived 
Ease of Use 

PEU1. Ease of Use 
PEU2. Useful 
PEU3. Flexibility  

   (Trihutama, 2020) 
   (Trihutama, 2020) 
   (Trihutama, 2020)  

Perceived 
Usefulness 

PUF1. Effective 
PUF2. Useful 
PUF3. Enjoyable 
 

   (Riantini et al., 2018) 
   (Riantini et al., 2018) 
   (Veronica, 2020) 

System 
Quality 

SQ1. Efficiency 
SQ2. Ease of Use 
SQ3. Flexibility 

    (Pemasaran, 2013) 
    (Iverson & Dervan, n.d.) 
   (Iverson & Dervan, n.d.) 

Interactivity I1. Post purchase interactions 
I2. Coomunication 

   (Tanugraha, 2021) 
    (Tanugraha, 2021) 

Intention to 
Use 

IU1. Daily Use 
IU2. Actual Use 
IU3. Intention to Reuse 

   (Hantono et al., 2023) 
   (Lestari et al., 2022) 
   (Lestari et al., 2022) 

User 
Satisfaction 

US1. Information Satisfaction 
US2. System Satisfaction 
US3. Overall Satisfaction 

(Aryani et al., 2018) 
(Aryani et al., 2018) 
(Aryani et al., 2018) 

 

3.2. Data Collection Method 
To collect the necessary research data to analyze the research instrument, a minimum of 400 
respondents from the Indonesian population is required. The research instrument will be created using 
the Indonesian language and will be filled out by respondents online using Google Forms. Subsequently, 
the data obtained from the respondents will be analyzed using the Smart PLS application to test the 
relationships between variables. Respondents will be randomly selected for the sample, and further 
analysis will be conducted on data from respondents who have used the Agoda application more than 
once. This is done to ensure more accurate results. The categories of respondents to be described in the 
table are as follows: 
 
This research will use the Slovin formula in the sampling process that will be conducted. A 5% margin 
of error will be used. Here is the formula that will be used in this study. 

 
In this study, a confidence level of 5% is used with a population size of 1,000,000 people. Therefore, 

the calculation can be elaborated as follows: n = 1.000.000 : (1+1.000.000(𝟎𝟎.𝟎𝟎𝟎𝟎)𝟐𝟐 = 399,84. According 
to the slovin formula , the result of “n” will be rounded up. Therefore this research will required.  
 

Table 2. Open Question 
Question Yes No 

Has the user used the Agoda app 
more than 1x? 402  21  
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Based on the table, the data to be taken is as many as 402 people where further analysis will be 
carried out. The table further describes the domicile data of each respondent who has used the Agoda 
app more than 1x. The gender and domicile of each respondent is as follows 

Table 3. Gender 
Gender Frequency Percent 

Male 190  47.263% 
Female 212  52.736% 
Total 402 100% 

 
Table 4. Domicile 

Domicile Frequency Percent 
Jakarta 123  30.597% 

Karawang 186  46.268% 
Bandung 18  4.477% 
Bekasi 17  4.228% 
Bogor 15  3.731% 
Depok 21  5.223% 
Jogja 1  0.248% 
Kediri 5  1.243% 

Tangerang 14  3.482% 
Sukabumi 1  0.248% 

Subang 1  0.248% 
Total 402 100% 

 
 

3.3. Analyzing methods 
The analysis stages conducted in this study utilize the Partial Structural Model (SEM) approach, and 
the application used is Smart PLS. According to (Surya et al., 2020) This model is capable of analyzing 
the variables used, which are calculated using several indicators. As for the research conducted by 
(Suriana et al., 2022) It is explained that Partial Least Squares - Structural Equation Modeling (PLS-
SEM) is one research model that can test variables depicting cause and effect, where SEM can test 
several variables based on the indicators used. The validity testing was carried out by testing the 
Average Variance Extracted (AVE). According to Sugiarto in (Sanaky, 2021) Explaining that validity 
is closely related to variables for measuring what should be measured. Based on (Suriana et al., 2022) 
Explaining that in the initial stages of development, significance values of 0.5 to 0.6 are considered 
sufficient. However, significance values can be considered high if they are above 0.7. Sugiharto and 
Situnjak in (Sanaky, 2021) stated that reliability refers to the reference of the instrument used in a study 
with the aim that the information used can be trusted and corresponds to the actual information. 
 

4. RESULT 

4.1. Validity and Reliability 
This study will utilize a questionnaire for data collection, thus necessitating measurements to ensure 
validity and reliability. The questionnaire used must meet two essential requirements to be considered 
valid and reliable. Validity testing serves as a quality control check for the data used, aiming to validate 
the instrument's reliability. When a research instrument is deemed valid, it can be relied upon to measure 
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the research objective. There are two ways to assess validity: convergent validity testing, which can be 
performed in various ways, such as examining the factor loading values for each indicator, which should 
range between 0.4 and 0.7, or the Average Variance Extracted (AVE) values for each variable, which 
should exceed 0.5. A questionnaire is considered reliable if respondents' responses remain consistent or 
stable over time. Calculating Cronbach's Alpha value can be used to conduct reliability testing, with the 
requirement that if the value exceeds 0.7, the method is considered reliable. Additionally, Composite 
Reliability value can be utilized for reliability testing, with the condition that the test is considered 
reliable if the value exceeds 0.7. According to the Fornell-Larcker criterion, latent constructs in the 
structural model should correlate more with their assigned indicators than with other latent variables. 
Statistically, the AVE of each latent construct should be higher than its highest squared correlation with 
other latent constructs.According to Sugiarto in (Sanaky, 2021) explains that validity is closely related 
to variables to measure what should be measured. While according to (Plutzer, 2021) Validity tests are 
used to show how precise and appropriate a data to be analyzed. This study will use the Smart PLS 3 
Application to calculate several statement items and the minimum value for significance applied is 0.5. 
According to Chin (1998) in (Suriana et al., 2022) explained that in the early stages of development a 
significance value of 0.5 to 0.6 was declared sufficient. But the significance value can be high if it has 
a value above 0.7. 

Table 5. Validity and Reliability 

Variabel Indicator Outer 
Loading 

Cronbach 
alpha 

Composite 
Reliability 

Average  
Variance  
Extracted 

Accesible A1, A2 0.931 
0.954 0.875 0.941 0.888 

Credible C1, C2 0.922 
0.916 0.817 0.916 0.845 

Valuable V1, V2, 
V3 

0.884 
0.862 
0.856 

0.681 
0.786 0.559 

Perceived 
Ease of Use 

PEU1, 
PEU2, 
PEU3 

0.808 
0.905 
0.850 

0.465 
0.760 0.618 

Perceived 
UseFullness 

PUF1, 
PUF2, 
PUF3 

0.839 
0.835 
0.732 

0.827 
0.891 0.731 

Performance 
Expetancy 

PE1, 
PE2, 
PE3 

0.788 
0.827 
0.817 

0.767 
0.848 0.650 

Systm 
Quality 

SQ1, 
SQ2, 
SQ3 

0.702, 
0.846, 
0.841 

0.752 
0.852 0.658 

Interactivity I1, I2 0.891 
0.664 0.767 0.840 0.639 

Intention to 
Use 

IU1, 
IU2, IU3 

0.549 
0.807 
0.850 

0.832 
0.896 0.741 

User 
Satisfaction 

US1, 
US2, 
US3 

0.886 
0.845 
0.851 

0.845 
0.901 0.752 

 
4.2. Hypotesis Result 
In this hypothesis test stage, a score analysis will be carried out on T Statistic, P Values and Original 
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sample. The following are the results of the analysis obtained: 
 

Table 6. Hypothesis Result 
 

No Variabel Original 
Sample (O) 

Sample 
Mean (M) 

T-
Statistic 

P-
Values 

H1 Accesible -> System 
Quality 0.124 0.121 2.102 0.036 

H2 Credible -> System 
Quality 0.173 0.178 2.570 0.010 

H3 Intention to Use -> 
User Satisfaction 0.523 0.529 12.009 0.000 

H4 Interactivity -> 
Intention to Use 0.158 0.160 2.575 0.010 

H5 
Perceived Ease of 
Use-> Intention to 
Use 

0.200 0.203 4.510 0.000 

H6 
Perceived 
UseFullness -> 
Intention to Use 

0.067 0.067 1.196 0.232 

H7 
Performance 
Expetancy -> 
Intention to Use 

0.203 0.204 3.664 0.000 

H8 System Quality -> 
Intention to Use 0.156 0.156 2.339 0.020 

H9 Valuable -> System 
Quality 0.250 0.256 4.553 0.000 

 

H1: It can be seen that the Statistical T Value in the relationship between Accesible variables and 
System Quality is 2.102 where the value is greater than 1.96 which indicates the Accesible variable 
affects System Quality, then for the P Values value is at 0.036 which means the number is smaller than 
0.05 which indicates that the Accesible variable has a significant effect on System Quality. The Original 
Sample value is at a positive number of 0.124 which means that the Accesible variable has a positive 
influence on System Quality. Therefore for H1 is accepted and H0 is rejected. 
H2: It can be seen that the Statistical T Value obtained for the relationship between these variables is 
2.570 where the value is greater than 1.96 which indicates that the Credible variable affects System 
Quality. As for the value of P obtained is 0.010 where the value is below 0.05 which explains that the 
Credible Variable has a significant influence on System Quality. then the Original sample value 
obtained is a positive number of 0.173 which indicates that the Credible variable has a positive effect 
on System Quality. Therefore in this stage H2 is accepted and H0 is rejected. 
H3: It can be seen that the data that for the relationship between these variables has a Statistical T value 
of 4.553 where the value is above 1.96 which indicates that the Valuable Variable affects System 
Quality. Then for the P Values value obtained is 0.000 where the value is <0.5 which means that the 
Valuable variable has a positive effect on System Quality. The original sample value obtained is at a 
positive number of 0.250 which indicates that Valuable has a positive effect on System Quality. 
Therefore for H3 is accepted and H0 is rejected. 
H4: It can be seen that the data for the relationship between variables this time has a T Statistic score 
of 4.510 where the score is >1.96 which indicates that the Perceived Ease of Use Variable affects 
Intention to Use. Furthermore, the P Values score is at 0.000 where the number is <0.05 which indicates 
that the variable Perceived Ease of Use has a significant influence on Intention to Use. The Original 
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sample score is positive at 0.200 which indicates that Perceived Ease of Use has a positive effect on 
Intention to Use. Therefore H4 is accepted and H0 is rejected. 
H5: It can be seen that for the relationship between these variables has a T Statistic score of 1.196 where 
the score is <1.96 which indicates that the variability of Perceived Usefullness has no effect on Intention 
to Use. Then for the P Values score of the relationship between these variables has a score of 0.232 
where the score is >0.05 which indicates that the variable Perceived UseFullness does not have a 
significant effect on Intention to Use. The Original Sample value is positive at 0.067 which means that 
Perceived Usefullness has a positive effect on Intention to Use. Therefore the result is for H5 rejected 
and H0 accepted. 
H6 : It can be seen that the relationship between the Performance Expetancy variable to Intention to 
Use has a Statistical T score of 3.664 which is certainly greater than 1.96, indicating that the 
Performance Expetancy variable affects Intention to Use. Then for the P Values obtained is 0.000 where 
the number is below 0.05 which means that Performance Expetancy has a significant effect on Intention 
to Use. Meanwhile, the Original Sample value is at a positive number of 0.203 which indicates that 
Performance Expetancy has a positive influence on Intention to Use. Based on these data, H6 is accepted 
and H0 is rejected. 
H7 : It can be seen that the data for the relationship between these variables has a Statistical T score of 
2.339 where the number is >1.96 which indicates that the System Quality variable has an effect on 
Intention to Use. For the P Values value itself is at 0.020 where the value is <0.05 which means the 
System Quality variable has a significant influence on Intention to Use. Then for the Original Sample 
value obtained is at a positive number of 0.156 which indicates that System Quality has a positive 
influence on Intention to Use. Therefore H4 is accepted and H0 is rejected. 
H8 : It can be seen that for the stage of the relationship between the Interactivity variable to Intention 
to Use has a Statistical T score of 2.575 where the number is >1.96 which indicates that the Inteactivity 
variable affects Intention to Use. Then for the P Values obtained is 0.010 where the value has a number 
of <0.05 which indicates that the Interactivity variable has a significant influence on Intention to Use. 
The Original Sample value obtained is at a positive number of 0.158 which means that the Interactivity 
variable has a positive influence on Intention to Use. Therefore for H8 is accepted and H0 is rejected. 
H9 : It can be seen that the Statistical T value obtained in the relationship of Intention to Use to User 
Satisfaction is 12,009 where the number is far above 1.96 which indicates that the Intention to Use 
variable affects User Satisfaction. Then for the P Values obtained is 0.000 where the value is <0.05 
which illustrates that the Intention to Use variable has a significant influence on User Satisfaction. The 
original sample value obtained is at a positive number of 0.523 which indicates that the Intention to Use 
variable has a positive effect on User Satisfaction. From these data, it can be concluded that H9 is 
accepted and H0 is rejected. 
 

Based on the results obtained in the previous hypothesis test, the Statistical T value with the largest 
score is Intention to Use. This indicates that Intention to Use is the most important variable or factor in 
influencing user satisfaction, especially in this Agoda application. It can be implicated that the biggest 
factor in user satisfaction of this Agoda application is the intensity or intention of users in using the 
Agoda application itself. Then there are several variables that are directly related to the Intention to Use 
variable including Perceived Ease of Use, Perceived UseFullness, Performance Expetancy, System 
Quality and Interactivity. Of the 6 directly bound variables, only 1 variable whose hypothesis was 
rejected was the Perceived UseFullness variable. This indicates that the Agoda application is designed 
to have ease of access by users, minimal occurrence of bugs in the application, has a good quality system, 
and the interaction between Agoda and Users is classified as good. 
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Table 7. Result of Hypotesis 

NO Relationships Between Variables Result 
H1  Accesible -> System Quality Accepted 
H2  Credible -> System Quality  Accepted 
H3  Valuable -> System Quality  Accepted 
H4  Perceived Ease of Use -> Intention to Use  Accepted 
H5  Perceived UseFullness -> Intention to Use Rejected 
H6  Performance Expetancy -> Intention to Use  Accepted 
H7  System Quality -> Intention to Use Accepted 
H8  Interactivity -> Intention to Use Accepted 
H9  Intention to Use -> User Satisfaction Accepted 

 

5. Conclusion 
This study contributes to the literature on customer satisfaction with hotel booking applications by 
proposing and testing a comprehensive model of the key drivers of Agoda user satisfaction. The results 
highlight the critical role of system quality, perceived ease of use, performance expectancy, and 
interactivity in shaping user intentions and ultimate satisfaction. The findings extend IS success models 
and technology acceptance theories to the context of hotel booking apps and provide actionable insights 
for app providers to optimize the user experience.   

Specifically, hotel booking app developers should prioritize system reliability, responsiveness, and 
user-friendly designs to encourage adoption and satisfaction. Enhancing the app's performance in terms 
of efficiency and productivity for booking tasks is also vital for meeting user expectations. Interactive 
features that allow users to engage with the app provider and other users can further promote satisfaction.   

The study also underscores the importance of perceived accessibility, credibility, and value in 
shaping quality perceptions and downstream user behaviors. App providers should aim to create 
accessible, trustworthy, and valuable booking experiences to drive user acquisition and retention 

 

6. Limitation 
This study has several limitations that need to be considered, similar to several previous studies. First, 
the scope of this study is limited to Indonesian society randomly selected for the survey using random 
sampling techniques. Therefore, it is important to exercise caution when generalizing these findings to 
other organizations and consumer populations. This study found differences in results compared to 
previous studies on the same platform, indicating various complaints from Agoda application users with 
diverse issues. This could occur for several reasons, including the use of random sampling techniques 
as the goal of data collection and the large population of Agoda users in Indonesia. 

Therefore, I suggest that future research obtain data that truly originates from Agoda users who 
have used the application more than twice to avoid too much variation and generalization in the results. 
Secondly, system quality issues are certainly also influenced by the devices and operating systems used 
by customers, so I suggest that future research include the types of devices used by Agoda application 
users to facilitate understanding of the results obtained from the study 
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