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ABSTRAK  

Teuku Rio Febrian Alfa Risky. Pengaruh Service Quality Dan Customer Trust 

Terhadap Customer Loyalty Melalui Customer Satisfaction Pada Pengguna E-

Wallet: Program Studi Pendidikan Bisnis, Fakultas Ekonomi Dan Bisnis, 

Universitas Negeri Jakarta, 2025. 

Penelitian ini bertujuan untuk menganalisis pengaruh service quality dan customer 

trust terhadap customer satisfaction dan customer loyalty pengguna e-wallet DANA 

di DKI Jakarta, baik secara langsung maupun tidak langsung melalui customer 

satisfaction sebagai variabel mediasi. Data dikumpulkan dari 235 responden 

melalui penyebaran kuesioner secara daring, dan dianalisis menggunakan metode 

Structural Equation Modeling (SEM) dengan pendekatan Partial Least Squares 

(PLS). Hasil pengujian menunjukkan bahwa service quality dan customer trust 

berpengaruh positif dan signifikan terhadap customer satisfaction. Namun, secara 

langsung, kedua variabel tersebut tidak berpengaruh signifikan terhadap customer 

loyalty. Sebaliknya, customer satisfaction terbukti memiliki pengaruh positif dan 

signifikan terhadap customer loyalty serta memediasi hubungan antara service 

quality dan customer trust terhadap customer loyalty. Validitas dan reliabilitas 

instrumen telah terkonfirmasi melalui uji outer model, discriminant validity, dan 

construct reliability. Temuan ini menegaskan pentingnya kepuasan pelanggan 

dalam membangun loyalitas pengguna layanan e-wallet. 

 

Kata Kunci: service quality, customer trust, customer satisfaction, customer 

loyalty 
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ABSTRACT 

Teuku Rio Febrian Alfa Risky. The Influence of Service Quality and Customer 

Trust on Customer Loyalty Through Customer Satisfaction Among E-Wallet 

Users: Business Education Study Program, Faculty of Economics And Business, 

Jakarta State University, 2025. 

 

This study aims to analyze the influence of service quality and customer trust on 

customer satisfaction and customer loyalty of DANA e-wallet users in DKI Jakarta, 

both directly and indirectly through customer satisfaction as a mediating variable. 

Data were collected from 235 respondents through the distribution of online 

questionnaires and analyzed using the Structural Equation Modeling (SEM) 

method with the Partial Least Squares (PLS) approach. The test results show that 

service quality and customer trust have a positive and significant impact on 

customer satisfaction. However, directly, these two variables do not significantly 

affect customer loyalty. Conversely, customer satisfaction has been proven to have 

a positive and significant impact on customer loyalty and mediates the relationship 

between service quality and customer trust on customer loyalty. The validity and 

reliability of the instruments have been confirmed through outer model testing, 

discriminant validity, and construct reliability. These findings underscore the 

importance of customer satisfaction in building user loyalty for e-wallet services. 

 

Keyword : service quality, customer trust, customer satisfaction, customer loyalty 
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