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The KAI Access application is a transportation service 

application from PT Kereta Api Indonesia. From a survey 

conducted by researchers, there is application dissatisfaction 

by users. This study aims to determine the effect of five 

TAM variables on user satisfaction and repurchase. In 

accordance with the research objectives, several TAM 

variables will be used, namely actual use, perceived ease of 

use, perceived usefulness, perceived risk, and perceived 

trust. It will also be known the effect of TAM variables on 

application user satisfaction, and repurchase of train tickets 

by application. After analyzing with SEM coherently, the 

results show that the actual use variable has a C.R. value of 

6.095, has a positive and significant value on application 

user satisfaction. With a C.R. value of 7.668, the perceived 

usefulness variable has a significant positive value on 

application user satisfaction. With a C.R. value of 6.763, the 

perceived risk variable has a significant positive value on 

application user satisfaction. The perceived trust variable in 

the application has a C.R. value of 6.094 and has a 

significant positive value on application user satisfaction. 

With a C.R. value of 7.434, the application user satisfaction 

variable has a positive and significant value on the 

repurchase of train tickets through the application. 
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1. INTRODUCTION  

The fast improvement of innovation, many 

perspectives of life depend on technology 

innovation. This is because the development of 

information and communication technology is 

moving rapidly (Ardianto & Azizah, 2021). A 

highly competitive business environment will 

also require competitive advantages and the 

ability to survive under competitive pressure in 

order to achieve set goals (Maisaroh & Waluyo, 

2023). An example of this rapid development is 

in the transportation sector. In the transportation 

sector, there is a train access service, namely the 

KAI Access application. The application it self 

is a mobile service that can be downloaded and 

has certain functions so that it can add value to 

the functionality of a device (Oktapiani et al., 

2020). The KAI Access application was 

published by PT Kereta Api Indonesia on 

September 2014, then on September 2017 this 
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application was updated (Anindira et al., 2021). 

With the mobile ticket application service with 

the KAI Access application as an intermediary, 

it will be one of the strategies for utilizing 

technology and a way to bring consumers or 

users closer to train services in the form of 

services (Mujiasih & Wiwoho, 2020). In a 

product (system), user satisfaction will be very 

important because it can show how much 

interest in repurchasing the product (system). 

A repeat purchase is an action taken by a  

consumer after a purchase. This is the 

manifestation of  satisfaction or dissatisfaction 

after purchasing a product that influences 

subsequent behavior. Satisfied consumers are 

more likely to buy again (Damaryanti et al., 

2022).  

 

From a field survey conducted by researchers 

on Thursday, March 30, 2023, obstacles were 

obtained from the KAI Access application that 

caused users to feel dissatisfied with the 

application service. These obstacles include 

applications that often close themselves (force 

close) when users want to buy local train 

tickets when people are not doing activities, 

namely at 00.00, when users want to buy 

tickets the appearance of the train list and 

available seats is very long (long loading), 

local train schedules that do not match the 

departure time and arrival time, local trains 

that are possible for the middle to lower 

economy also need a ticket rescheduling 

feature because considering the cost they incur 

also means, and when there is a flash sale 

program the application is often down because 

many users access. 

 

In addition to the survey results conducted by 

researchers, this application has also not 

received a good response from its users. This 

can be seen from the application's rating in 

Google Play Store, which is 2.5. In several 

reviews from Google Play Store, users 

complain that the application often 

experiences a force close when used, QR codes 

for train tickets that do not appear during the 

boarding process to enter the station, features 

that are less interactive, such as there is no 

refresh menu when selecting seats, so users 

experience confusion during the process, a 

login system that cannot be saved 

automatically, and problems with the payment 

system that often fails when the application is 

accessed by many users. 

 

The Technology Acceptance Model (TAM) is 

an approach to describing the benefits of  

information systems and their ease of use, as 

well as their behavior, needs, and users (Astuti 

& Prijanto, 2021). Based on research (Hidayat 

& Canta, 2022), there are several TAM 

variables, namely actual use, perceived ease of 

use, perceived usefulness, perceived risk, and 

perceived trust. 

 

Based on the limitations of the KAI Access 

application in terms of user satisfaction, the 

researcher would like to find out the causes of 

this low user satisfaction. This is because user 

satisfaction with the KAI Access application 

will have a great impact on repeat purchases. 

Of course, this research is retrieved from TAM 

approach with the variables of actual use, 

perceived ease of use, perceived usefulness, 

perceived risk, dan perceived trust, and this 

study uses the SEM technique. SEM method is 

also often used to test the causal relationship 

of a variable that is thought to influence other 

variables. In addition, the use of the SEM 

method is because in this method, all models 

are reflective and theory-based. The following 

is a research framework that will be carried 

out. 

 

Figure 1. Conceptual research framework 

 

2. LITERATURE REVIEW 

Creating satisfaction for a system or application 

user is a matter of pride because it can increase 

competitive advantage. Satisfaction itself can 

be seen when a system user feels a good feeling 

that meets his expectations, this can improve 

individual well-being and can affect motivation 

and subsequent behavior. According to 

Tjiptono in (Oktarini, 2020) states that user 
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satisfaction is a state that arises from feelings to 

evaluate a product or service experience. From 

this, customer satisfaction can be compiled 

from indicators of meeting expectations, reuse 

and willingness to recommend. User 

satisfaction can also be a condition when the 

user feels a certain level of satisfaction with a 

product (system) used. The response to the 

fulfillment of user needs, whether products or 

services that have met user desires and 

expectations, is also included in user 

satisfaction (Sitohang & Rustam, 2022). From 

this user satisfaction, individual impact or 

individual performance can also be generated, 

which will be higher. According to Kotler in 

(Melda Kolo & Sri Darma, 2020) states that a 

satisfaction that comes from users will be a 

Feelings of joy or disappointment due to the 

performance (results) of a product compared to 

expectations. 

 

Repurchase interest is the tendency of 

consumers to repurchase products or services 

they have purchased in the past. This is an 

important indicator to measure the success of a 

product because customers or users who tend 

to repurchase a product or service indicate that 

they are satisfied with the previous purchase 

experience. As stated by Heller in (Damiati et 

al., 2021) that this repurchase interest includes 

a person's interest in performing other 

purchase activities in a particular company 

based on previous experience. According to 

Hawkins et al. in (Damaryanti et al., 2022) 

reveal that repurchase is a repurchase activity 

carried out by consumers of a product with the 

same brand without being followed by 

direction of meaningful feelings for a product. 

Based on the various opinions above, it can 

conclude that a repeat purchase decision is a 

decision to go through the same repeat 

purchase process for the same goods or 

services as before, based on meeting the user's 

or customer's expectations. 

 

According to (Niqotaini & Budiman, 2021) the 

TAM be a demonstrate that can be utilized to 

show the acknowledgment of data innovation 

frameworks utilized by users of that 

innovation. From TAM, it can also be 

understood the relationship between people 

and their acceptance of technology. According 

to Mandailina in (Pattiwael, 2021) TAM will 

provide basic information about the factors 

that will drive individual attitudes users. In 

addition, TAM also has benefits for its users, 

namely that it can explain what factors affect 

the adoption of technology by users, can be 

used by organizations to design technology 

that is easier to use, can help to make strategic 

decisions regarding technology, can increase 

the effectiveness and efficiency of technology 

users, and can minimize the risk of user failure 

with technology. However, TAM itself is only 

based on behavioral theory, where there will be 

a theory that explains how individuals will 

perceive, process, and act on their social 

environment (Wicaksono, 2022). The 

variables in the TAM are actual use, perceived 

ease of use, perceived usefulness, perceived 

risk, and perceived trust. From all these 

variables, it can be analyzed the factors that 

influence human or user behavior in using 

information technology (Hidayat & Canta, 

2022). 

  

Structural Equation Modeling (SEM) is a 

statistical analysis technique that combines 

several aspects of path analysis and 

confirmatory factor analysis to estimate several 

equations simultaneously (Rahim & Waluyo, 

2023). The SEM method outperforms path 

analysis and multiple regression. This is 

because SEM is more analytical and predictive 

(strong predictive power) and can analyze to 

the deepest level of variables. Structural 

Equation Modeling (SEM) is a commonly used 

statistical analysis tool. SEM is also a 

combination of factor analysis and regression 

when viewed from the preparation of the 

model and how to work on it. This is also 

because SEM is able to answer problems that 

are correlated, regressive, and able to identify 

the dimensions of a concept (dimensional).  

According to (Waluyo & Rachman, 2020), the 

concept of SEM is considered a research media 

in the fields of management, industrial 

engineering psychology and social, which has 

a multidimensional nature by explaining 

various practical phenomena from different 

dimensions or indicators. SEM is also a set of 

relationships that are quite "complicated" in 
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stages. In the context of SEM, a complex a 

relationship can be a set of relationships 

established by one or more dependent or 

endogenous variables with one or more 

independent or exogenous variables. SEM is 

often referred to as path analysis or 

confirmatory factor analysis because it aims at 

building  research models., it must have a 

strong theoretical justification concept or 

reasoning process, so it requires confirmatory 

factor analysis. According to Minto in 

(Waluyo & Rachman, 2020) Confirmatory 

Factor Analysis has the aim that the need for a 

confirmation process through the indicators 

used must have a theoretical basis concept so 

that it can confirm the variables.  Validity and 

reliability testing are two very important 

concepts. Validity testing will lead to 

determining how far the similarity between the 

variables to be measured is the variable to be 

studied. And reliability testing is a test that 

determines the extent to which the variables 

used will produce consistent and reliable 

results under the same conditions. 

 

(i) Validity Test.Validity tests performed on 

questionnaires can be divided into two areas: 

factor validity and item validity. Factor 

validity is measured when multiple factors are 

used. This is done by correlating  factor scores 

with overall factor scores. Item effectiveness is 

characterized by  correlation or support across 

items, which is calculated by correlating  item 

scores and total scores. The validity test can be 

divided into 2, namely convergent validity, and 

discriminant validity. (ii) Reliability Test. 

Reliability itself is a measurement of the level 

of internal consistency into indicators that 

show the degree of each indicator. According 

to Sugiharo and Simanjutak in (Waluyo & 

Rachman, 2020) reliability will refer to the 

instrument used as a data collection medium 

and which is able to reveal the results of 

information based on facts in the field. The 

high and low reliability value will be indicated 

by the reliability coefficient number. The use 

of reliability measures such as α-cronbach 

does not measure unidemensionality but is 

already in the α-cronbach calculation. SEM 

counts design reliability  by calculating the 

reliability index of the equipment used from 

the model. (iii) Significance Test. The analysis 

used is a t-test on regression weight. The C.R 

value will be identical for t-count in the 

regression analysis, so C.R must be compared 

with t-table. If the C.R should be greater than 

the t-table, then the variable will be 

significantly a dimension of the latent variable. 

 

3. RESEARCH METHOD  

The problem-solving steps of this research are 

described in the flowchart below: 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 2. Research flowchart 

 

The flowchart will explain how to complete this 

research. Starting from the basic things in the 

research to find a result of the research. 

Certainly will be combined between the TAM 

approach and completion using SEM.  

 

4. RESULT AND DISCUSSION  

A. Respondent Stratification 

The following will show that respondents who 

Questionnaire Distribution 

Research Objectives 

Field Survey 

Start 

Literature Study 

Problem Statement 

Variable Identification 

 

 

• Independent Variable 

1. Technology Acceptance Model (TAM) 

2. Actual use 

3. Perceived ease of use 

4. Perceived usefulness 

5. Perceived risk 

6. Perceived trust 

• Dependent Variable 

1. Satisfaction of aplication users 

2. Repurchase of train tickets by aplication 

 Creation of Path Diagram 

Questionnaire Preparation 

Data Colection 

Responden Stratification 

Data Sufficiency Test 

Sufficient Data? 

Yes 

No 

Selecting SEM Matrices and Estimation 

Path Diagram Conversion 

Measurement Model 

Structural Model 

Data Match? 
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No 

Model Interpretation and Modification 

Hypothesis Testing 

Discussion and Analysis 

Conclusions and Suggestions 
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are 17 years old and have used the KAI Access 

application at least once. And the following is 

an age grouping of respondents. 

 
Table 1. Respondent age grouping 

Num Age (Years) Number of Frequency (Person) 

1 < 17 0 

2 ≥ 17 122 

Total 122 

(Source : Processed data) 

B. Data Sufficiency Test 

In (Waluyo & Rachman, 2020), the SEM 

sample size prerequisite for the ML method that 

must be met is at least 100 samples, and the 

sample  used in this study is 122 samples. This 

means that  using a maximum likelihood (ML) 

technique with a sample size of 122 samples, 

the SEM assumptions can be explained as 

sufficient data needed to continue this study. 

C. Measurement Model 

After running the program with AMOS 24 in 

accordance with the framework in Fig 1. it 

turned out that the researcher found unidentified 

results and caused the inability to do further 

data processing in accordance with the original 

purpose of this study. Therefore, researchers 

made changes to the depiction framework by 

eliminating variable X. At the measurement 

model or measurement equation stage, there 

will be a test on the suitability of A model that 

passes the goodness-of-fit and bounds checks. 

On the off chance that the existing demonstrate 

does not reflect inactive factors and is analyzed 

utilizing the fit list, the variance-weighted 

portion of the test covariance lattice inferred 

from the assessed populace covariance lattice is 

computed. Tests are performed using 

parameters with critical values while outputting 

a confirmatory factor analysis. 

 

a. Goodness of Fit Test of Measurement Model 

 
Table 2. Goodness of fit value of measurement model 

 
(Source : Processed data) 

 

 

Figure 3. Results of running the amos measurement 

model program 

b. Validity Testing Of Measurement Models 

The validity test, which uses the values of the 

measurement model developed in the study, 

determines the dimensions of each correctly 

assessed and measured indicator and the 

concept being tested. If the indicator has 

C.R>2SE, the indicates that the indicator is 

valid (Waluyo & Rachman, 2020). Table 3. will 

show the results that all indicators are valid, this 

is because all indicators have a C.R> 2SE value. 

 
Table 3. Estimate standardized regression weight of 

measurement model 

 
(Source: Processed data) 

 

c. Significance Test of Measurement Model 

Strengths across dimensions are analyzed 

using  the regression weighted t-test shown in 

the table above, table 3. Where the C.R value 

will be greater than the t-table, it will indicate 

that the variable being tested is significant. 

From Table 3, where the t-table uses a level of 

0.05 and df = 28 (number of indicators), we get 

a t-value of 1.701, which gives all significant 

indicators. 

 

d. Reliability Test of Measurement Model 

Constructs that will be considered reliable if 

each variable has a value of ≥ 0.70 (Waluyo & 
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Rachman, 2020). Table 4. shows the reliability 

result, and the result shows that all reliability is 

made up are ≥ 0.70 so that the data used is 

reliable. 
Table 4. Results of measurement model reliability test 

 
(Source: Processed data) 

 

e. Correlation Test of Measurement Model 

In the correlation test, decide in the event that 

there's  a relationship or relationship between 

two factors. The relationship network ranges 

from to 1. Table 5 shows that the gotten values 

of the relationship coefficient (r) between the 

factors are positive and near to a esteem of 1. 

Therefore all have an influence between 

variables is strong with a positive direction 

(unidirectional). 

 
Table 5. Correlation test estimate results on 

measurement model 

 
(Source: Processed data) 

 

Correlations between exogenous or 

independent variables based on Table 5 above 

within the constructed model are all significant. 

The relationship between these significant 

exogenous or independent variables is 

commonly known as multicollinearity. The 

existence of multicollinearity will be a serious 

problem in research (Waluyo & Rachman, 

2020). This multicollinearity can be overcome 

by elimination the variables that cause 

multicollinearity. The variable to be removed is 

the exogenous or independent variable that has 

the highest correlation number. In table 5 above, 

what shows a high value and significant 

correlation is X2 and X3, so it is necessary to 

remove one of the variables. The variable to be 

removed is the ease of application variable (X2) 

so that it will produce a correlation value 

between exogenous or independent variables 

that is smaller than before. 

 

f. Model Goodness of Fit Test after X2 

Elimination 

Table 6. Goodness of fit value of measurement 

model after X2 elimination 

 
(Source: Processed data) 

 
Fig. 4. Results of running the amos measurement model 

program after X2 elimination 

 

g. Validity Test after X2 Elimination 
The table below will show the results of all 

indicators in the new model, which has a 

C.R>2SE values for all validated indicators. 

 
Table 7. Estimate standardized regression weight of 

measurement model after X2 elimination 

 
(Source: Processed data) 
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h. Significance Test after X2 Elimination 

A variable that can be said to be significant is if 

the C.R value is greater than the t-table. After 

removing X2, the t-table at the 0.05 level with a 

df = 23 value (the number of indicators after X2 

came out) obtained a t value of 1.714 so that the 

data in table 7. can all be said to be significant. 

 

i. Reliability Test after X2 Elimination 

If the reliability value is 0.70 or higher, the 

configuration is reliable. In Table 8, we can see 

that all configurations are reliable, with 

reliability test results  ≥ 0.70. 

 
Table 8. Results of measurement model reliability test 

after X2 elimination 

 
(Source: Processed data) 

 

j. Correlation Test after X2 Elimination 

In table 9 will show the value that has been 

obtained, namely the correlation coefficient (r) 

between exogenous or independent variables 

which is smaller than table 5 so that the 

structural model measurement and modification 

model will use a model without involving X2. 

Table 9. Correlation test estimate results on 

measurement model after X2 elimination 

 
(Source: Processed data) 

All variables have a positive relationship and 

indicate that they are significant. In model 

testing when X2 is eimination, the correlation 

value between exogenous variables is still 

significant but the correlation number is smaller 

than before. The analysis in this study will 

continue and no more variables will be 

removed, because it will affect the objectives of 

the study, so the research will continue with the 

removal of variable X2 (Perceived Ease Of 

Use). 

 

D. STRUCTURAL MODEL 

a. Goodness Of Fit Test Of Structural Model 

This suitability testing will be carried out by 

including parameters at C.R values, while the 

output results from structural model can be seen 

in the appendix and can be summarized as in the 

following table 10. For the structural model, we 

use the model after elimination X2. 

Table 10. Goodness Of Fit Value Of Structural 

Model 

 
(Source: Processed Data) 

 

 

 
Fig. 5. Result of running the Amos structural model program 

 

Model modification will be carried out by 

considering the value of modification indices in 

the output of the structural model program 

running results starting with the largest number. 
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Table 11. Covariances value in structural model 

 
 

(Source: Processed data) 

 

E. MODIFICATION MODEL 

a. Goodness Of Fit Test Of Modification 

Model 

Table 12. Goodness Of Fit Value Of 

Modification Model 

 
(Source: Processed Data) 

 
 

Fig. 6. Result of running the Amos modification model 

program 

 

b. Validity Test Of Modification Model 

For the validity test taken from the modified 

model, it will be determined whether each 

indicator is validly estimated. Each indicator 

will be said to be valid if C.R>2SE, and in this 

study all variables and indicators show valid 

values. 

 

Table 13. Estimate standardized regression weight 

of modification model 

 
(Source: Processed data) 

 

A variable that can be applied to see latent 

variables along with other variables using 

regression weighting. The strength of the  latent 

variable dimension can be analyzed using the 

regression weighted t-test (according to Table 

13). The critical ratio value will be identical to 

the tcount and the C.R must be compared to the 

ttable. A variable can be said to be significant if 

it has formed a dimension of that variable 

significantly, C.R value must be greater than t-

table (t-count>t-table). t table  is at  0.05 level 

and df value  23 (number of indicators) is 1.714 

so from table 13. above it can be concluded that 

the indicator is significantly a dimension of the 

latent variable formed. In table 13. above shows 

that all variables and indicators have a t-count > 

t-table value so that it is obtained that all 

evaluated variables and indicators are 

significant (influential indicators are indicators 

that have been evaluated and have significant 

values). According to (Waluyo & Rachman, 

2020) indicators that have a significant 

influence on their variables can be observed 

from the regression value ≥ 0.41. 

 

c. Reliability Test Of Modification Model 

The model that has been tested must then 

proceed to the reliability test to show that in the 

model the indicators have a good degree of fit. 

Constructs that will be considered reliable are 

those that have a value ≥ 0.70. And it can be 

seen in table 14. that in in the reliability test, all  

results are reliable if the results are ≥ 0.70. 
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Table 14. Results of modification model reliability test 

 
(Source: Processed data) 

 

d. Interpretation of Model 

Estimated model that  can continue to be 

corrected in the developed model if in case the 

model estimation comes about have large 

leftover values. A correction step can be 

performed if the  residual values are -2.58 ≤ 

residual ≤ 2.58. The standardized residual 

covariance output from model modification  

shows that the residuals are suboptimal because 

the results are still outside the range of residuals 

-2.58 ≤ residuals ≤ 2.58. In this study, the results 

have not reached the optimal value but are 

considered sufficient because the GFI and 

AGFI values are close to good (marginal) and 

TLI has a good value. And it is expected to 

facilitate the application of measures in the field 

because more and more trial traces are 

considered to complicate the application in the 

field. 

e. Hypothesis testing 

In the hypothesis testing of this study, the 

resulting hypothesis-1 found that the  actual 

usage variable has a significant effect on the 

user's satisfaction with the application  with a 

C.R value of 6.095 and a t-table of 1.714 (t-

calculation > t-table) and a regression 

coefficient  of 0.914, which means that the  

actual usage variable is highly variable. This is 

because the respondents of this survey felt that 

the response of the KAI Access application met 

their needs. For Hypothesis-2, the  test results 

cannot be proved because the perceived usage 

variable (X2) is omitted. In the results of 

Hypothesis-3, the perceived usefulness variable 

significantly affects the satisfaction of the 

application users with a C.R value of 7.668 and 

a t-table of 1.714 (t-calculation > t-table) and a 

regression coefficient  of 0.978, which means 

that the indicators that make up the  variable are 

very useful. This is because the respondents of 

this survey found that the KAI Access app can 

be useful when buying trains. In the results of 

Hypothesis 4, the variable of perceived risk 

significantly affects the satisfaction of app users 

with a C.R value of 6.763 and a t-table of 1.714 

(t-calculation > t-table) and a regression 

coefficient  of 0.811, which means that the 

indicators that make up the perceived risk are 

very influential. This is because respondents to 

this survey know that application risks must be 

borne in order to maintain transaction security 

for each user. In the results of hypothesis-5, the 

perceived trust variable significantly affects the 

satisfaction of the application users with a C.R 

value of 6.094 and a t-table of 1.714 (t-

calculation > t-table) and a regression 

coefficient of 0.830, which means that the 

indicators that make up the perceived trust are 

very influential. This is because the respondents 

of this survey feel or believe that the KAI 

Access application can meet the needs and 

expectations of the application user. In the 

results of Hypothesis-6 test, there is a 

significant effect of application user satisfaction 

on  train ticket redemption application with a 

C.R value of 7.434 and a t-table of 1.714 (t-

calculation > t-table) and a regression 

coefficient value of 0.989, which means that  

application form variables are very useful user 

variables. This is because the respondents of 

this survey feel satisfied after buying from  KAI 

Access, so maybe they want to buy again 

someday. 

5. CONCLUSION 

The conclusion of this study is that the variable 

of actual use  has a positive and significant 

effect on the user's satisfaction with the 

application that C.R. value is 6.095,  t-table 

value  1.714 (t-count> t-table) and  regression 

coefficient  0.914. The  ease of use variable 
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cannot be demonstrated in this work because 

the perceived  use variable (X2) is excluded 

from the research model. The perceived 

usefulness variable has a positive and 

significant effect on user satisfaction with the 

application  with a C.R value of 7.668, a t-table 

value of 1.714 (t-calculation > t-table) and  a 

regression coefficient of 0.978. The perceived 

risk variable has a positive and significant 

effect on the satisfaction of the application  

with a C.R value of 6.763, a t-table value of 

1.714 (t-calculation > t-table) and its 

regression coefficient of 0.811. The 

application perceived trust variable has a 

positive and significant effect on user 

satisfaction with an application C.R value of 

6.094, a t-table value of 1.714 (t-count > t-

table) and its regression coefficient of 0.830. 

The application satisfaction  variable has a 

positive and significant effect on repurchasing 

train tickets such as the C.R. application. value 

is 7.434,  t-table value  1.714 (t-count> t-table) 

and  regression coefficient  0.989. For the 

development of this research with the same 

theme, it is hoped that further influence can be 

developed with a new approach, certainly with 

variables that are suitable for the KAI Access 

application. 
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