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ABSTRACT 

 

 

 

ANALYSIS EFFICIENCY, SYSTEM QUALITY, INFORMATION QUALITY 

AND STAFF RESPONSIVENESS TOWARD CUSTOMER SATISFACTION 

AND CONTINUANCE INTENTION IN TRADING COMPANY. CASE 

STUDY : PT. XYZ 

 

 

By 

 

Triya Rachmatika N.P.  

Dr. Mulya R. Mashudi, S.T.,M.E.M, Advisor 

Ir. Heru Ipung,M.Eng, Co-Advisor 

 

 

SWISS GERMAN UNIVERISTY  

 

The quality of online trading is still questionable for both experienced and 

inexperienced online trading user. The research analyse the influence of 

efficiency, system quality, information quality, and staff responsiveness to ionline 

trading user’s satisfaction and continuance intention in PT. XYZ. The research 

also found the differences of the influences between experience user and 

inexperience user. The result shows that there are differences between 

experienced group and inexperienced groups. Efficiency, system quality, 

information quality have significance influence to the satisfaction and continuance 

intention for experienced group, whereas all factors don’t have significance 

influence to the satisfaction and continuance intention for inexperienced group. It 

shows the inefficiencies and ineffectiveness for online trading at PT. XYZ  .  

Keywords: efficiency, system quality, information quality, staff responsiveness 
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