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ABSTRAK

HANAFI NUR SAPUTRO. Pengaruh E-Service Quality, E-Trust, E-WOM dan E-
Satisfaction Terhadap E-Loyalty: Studi Pada Pengguna E-Wallet di Jakarta.
Program Studi Pendidikan Bisnis, Fakultas Ekonomi dan Bisnis, Universitas Negeri
Jakarta, 2025.

Penelitian ini bertujuan untuk menguji pengaruh e-service quality, e-trust, dan e-
satisfaction terhadap e-loyalty pengguna aplikasi DANA. Selanjutnya menguji
pengaruh e-service quality, e-trust, dan e-WOM terhadap e-satisfaction pengguna
aplikasi DANA. Sampel pada penelitian iniberjumlah 210 responden dengan
kriteria berusia minimal 17 tahun, berdomisili di Jakarta, pengguna aplikasi DANA,
dan pernah menggunakan aplikasi DANA minimal 5 kali dalam satu bulan terakhir.
Metode penelitian ini menggunakan pendekatan kuantitatif dengan menyebarkan
kuesioner pada media sosial. Analisis data menggunakan Structural Equation
Modelling (SEM) yang diolah menggunakan software AMOS versi 24 untuk uji
validitas, uji kelayakan model dan uji hipotesis dengan uji reliabilitas menggunakan
software SPSS versi 26. Berdasarkan hasil beberapa tahapan pengujian yang
dilakukan, e-service quality berpengaruh positif dan signifikan terhadap e-loyalty
dan e-satisfaction. Selain itu e-trust berpengaruh positif dan signifikan terhadap e-
loyalty dan e-satisfaction pengguna aplikasi DANA di Jakarta. E-WOM tidak
berpengaruh positif dan signifikan terhadap e-satisfaction pengguna aplikasi
DANA di Jakarta, sedangkan e-WOM berpengaruh positif dan signifikan terhadap
e-loyalty pengguna aplikasi DANA di Jakarta. Disarankan untuk menguji jenis
variabel dan layanan dompet digital lainnya dengan tujuan agar semakin banyak
pembaca yang mengetahui perkembangan layanan dompet digital di Indonesia.

Kata kunci: e-service quality, e-trust, e-WOM, e-satisfaction, e-loyalty, aplikasi
DANA



ABSTRACT

HANAFI NUR SAPUTRO. The Influence Of E-Service Quality, E-Trust, E-WOM
and E-Satisfaction On E-Loyalty: A Study On E-Wallet Users In Jakarta. Business
Education Study Program, Faculty of Economics and Business, State University of
Jakarta, 2025.

This study aims to test the influence of e-service quality, e-trust, and e-satisfaction
on the e-loyalty of DANA application users. Next, test the influence of e-service
quality, e-trust, and e-WOM on the e-satisfaction of DANA application users is
tested. The sample in this study amounted to 210 respondents with the criteria of
being at least 17 years old, domiciled in Jakarta, users of the DANA application,
and having used the DANA application at least 5 times in the past month. This
research method uses a quantitative approach by distributing questionnaires on
social media. Data analysis uses Structural Equation Modelling (SEM) which is
processed using AMOS software version 24 for validity tests, model feasibility tests
and hypothesis tests with reliability tests using SPSS software version 26. Based on
the results of several stages of testing carried out, e-service quality has a positive
and significant effect on e-loyalty and e-satisfaction. In addition, e-trust has a
positive and significant effect on e-loyalty and e-satisfaction of DANA application
users in Jakarta. E-WOM does not have a positive and significant effect on the e-
satisfaction of DANA application users in Jakarta, while e-WOM has a positive and
significant effect on the e-loyalty of DANA application users in Jakarta. It is
recommended to test other types of variables and digital wallet services with the
aim that more and more readers are aware of the development of digital wallet
services in Indonesia.

Keywords: e-service quality, e-trust, e-WOM, e-satisfaction, e-loyalty, DANA
application
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