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ABSTRAK

MUHAMMAD 1ZZUL HAKIM. Pengaruh User Experience, E-Service
Quality, dan Brand Trust terhadap Loyalitas Pelanggan Gopay. Dibimbing oleh
WITA JUWITA ERMAWATI.

Aplikasi Gopay diluncurkan untuk menjangkau pengguna yang lebih luas.
Aplikasi Gopay harus membangun loyalitas pelanggan sebelumnya yang
menggunakan Gopay dalam aplikasi Gojek ke aplikasi terpisah. Terdapat hasil
ulasan pada Apps Store beberapa menunjukkan ulasan negatif yang dapat
menurunkan loyalitas pelanggan Gopay. Tujuan penelitian ini adalah menganalisis
pengaruh user experience, e-service quality, dan brand trust terhadap loyalitas
pelanggan Gopay. Penelitian ini dilakukan di wilayah Jabodetabek dengan jumlah
responden sebanyak 204 orang yang dipilih menggunakan teknik purposive
sampling. Metode analisis yang digunakan adalah Structural Equation Modeling -
Partial Least Square (SEM-PLS) menggunakan SmartPLS 4.0 dan uji simultan
menggunakan SPSS versi 27.0. Hasil penelitian menunjukkan user experience tidak
berpengaruh secara positif dan signifikan terhadap loyalitas pelanggan Gopay.
Brand trust berpengaruh secara positif dan signifikan terhadap loyalitas pelanggan
Gopay. User experience, e-service quality, dan brand trust secara simultan
berpengaruh secara positif dan signifikan terhadap loyalitas pelanggan Gopay.

Keywords : kepercayaan merek, kualitas layanan elektronik, loyalitas pelanggan,
user experience

ABSTRACT

MUHAMMAD 1ZZUL HAKIM. The Effect of User Experience, E-Service
Quality, and Brand Trust on Gopay Customer Loyalty. Supervised by WITA
JUWITA ERMAWATI.

The Gopay app was launched to reach a wider range of users. The Gopay
application must build the loyalty of previous customers who used Gopay in the
Gojek application to a separate application. There are several reviews on the Apps
Store showing negative reviews that can reduce Gopay customer loyalty. The
purpose of this study is to analyze the effect of user experience, e-service quality,
and brand trust on Gopay customer loyalty. This research was conducted in the
Jabodetabek area with 204 respondents selected using purposive sampling
technique. The analysis method used is Structural Equation Modeling - Partial Least
Square (SEM-PLS) using SmartPLS 4.0 and simultaneous tests using SPSS version
27.0. The results showed that user experience does not have a positive and
significant effect on Gopay customer loyalty. Brand trust has a positive and
significant effect on Gopay customer loyalty. User experience, e-service quality,
and brand trust simultaneously have a positive and significant effect on Gopay
customer loyalty.

Kata kunci: brand trust, customer loyalty, e-service quality, user experience
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