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PENGARUH E-SERVICE QUALITY DAN E-TRUST 

TERHADAP E-LOYALTY PADA PENGGUNA DOMPET 

DIGITAL GOPAY MELALUI E-SATISFACTION 

SEBAGAI VARIABEL MEDIASI 

 Rafael Vincent Lam 

ABSTRAK 

Industri fintech, khususnya platform e-wallet seperti GoPay, semakin 
berkembang pesat di Indonesia. Meskipun GoPay telah memimpin pasar e-wallet, 
data dari berbagai sumber menunjukkan bahwa tingkat kepuasan dan loyalitas 
pengguna GoPay perlahan menurun. Persaingan yang semakin ketat dan 
perkembangan pesat dari kompetitor lain membuat GoPay perlu terus berinovasi dan 
membuat strategi agar dapat terus mempertahankan posisinya. Oleh karena itu, fokus 
penelitian ini adalah untuk mengetahui seberapa besar kontribusi E-Service Quality 
dan E-Trust dalam membentuk kepuasan dan loyalitas pengguna GoPay, khususnya 
di wilayah Jabodetabek yang merupakan area metropolitan terbesar di Indonesia. 
Penelitian ini akan menggunakan pendekatan Conclusive Research Design untuk 
analisis kuantitatif. Sebanyak 191 sampel yang memenuhi karakteristik yang telah 
ditentukan akan dikumpulkan menggunakan teknik Non-Probability Sampling. 
Metode yang digunakan dalam penelitian ini adalah Structural Equation Modeling 
(SEM). Hasil penelitian menunjukkan bahwa E-Service Quality berpengaruh positif 
terhadap E-Satisfaction dan E-Loyalty. Sementara itu, E-Trust hanya berpengaruh 
secara langsung terhadap E-Loyalty dan tidak mempengaruhi E-Satisfaction. Lalu, 
E-Service Quality berpengaruh terhadap E-Loyalty melalui E-Satisfaction, 
sedangkan E-Trust tidak mempengaruhi E-Loyalty melalui E-Satisfaction. 
Berdasarkan temuan tersebut, penulis memberikan beberapa rekomendasi untuk 
GoPay, termasuk memperkuat keamanan transaksi, menyederhanakan user interface, 
meningkatkan layanan pelanggan, serta menawarkan promo dan insentif yang 
relevan. Diharapkan, dengan langkah-langkah tersebut, GoPay dapat memperkuat 
loyalitas pengguna dan meningkatkan daya saing. 

Kata kunci: Platform E-Wallet, GoPay, E-Service Quality, E-Trust, E-Satisfaction, 
E-Loyalty 
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THE INFLUENCE OF E-SERVICE QUALITY 

AND E-TRUST ON E-LOYALTY AMONG GOPAY 

E-WALLET USERS THROUGH E-SATISFACTION 

AS A MEDIATING VARIABLE 

Rafael Vincent Lam 

ABSTRACT (English) 

 The fintech industry, particularly e-wallet platforms like GoPay, has been 
rapidly growing in Indonesia. While GoPay has dominated the e-wallet market, data 
from various sources indicates that user satisfaction and loyalty toward GoPay have 
been gradually declining. The increasingly intense competition and the rapid growth 
of other competitors in the digital payment sector have prompted GoPay to 
continuously innovate and devise strategies to maintain its position. The focus of this 
research is to determine the extent to which E-Service Quality and E-Trust contribute 
to shaping user satisfaction and loyalty toward GoPay, particularly in the 
Jabodetabek area, the largest metropolitan region in Indonesia. This study will adopt 
a Conclusive Research Design for quantitative analysis. A total of 191 samples, 
selected based on specific criteria, will be gathered using a Non-Probability 
Sampling technique. The method employed in this research is Structural Equation 
Modeling (SEM). The findings reveal that E-Service Quality has a positive and 
significant effect on both E-Satisfaction and E-Loyalty. On the other hand, E-Trust 
only has a direct impact on E-Loyalty and does not influence E-Satisfaction. 
Moreover, E-Service Quality affects E-Loyalty through E-Satisfaction, while E-Trust 
does not influence E-Loyalty through E-Satisfaction. Based on these findings, the 
author provides several recommendations for GoPay, including strengthening 
transaction security, simplifying the user interface, improving customer service, and 
offering relevant promotions. By implementing these strategies, GoPay is expected 
to reinforce user loyalty and enhance its competitiveness in the market. 

Keywords: E-Wallet Platforms, GoPay, E-Service Quality, E-Trust, E-Satisfaction, 
E-Loyalty 
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