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ABSTRAK 

BELA AYU DIAN SAFITRI, PENGARUH KUALITAS LAYANAN 

ELEKTRONIK DAN KENYAMANAN TERHADAP PENGGUNAAN 

ULANG DOMPET DIGITAL GOPAY MELALUI KEPERCAYAAN PADA 

GENERASI MILENIAL DI SURABAYA  

Perkembangan teknologi mampu memberikan perubahan di berbagai bidang 

terutama dalam bidang finansial, salah satu inovasinya yaitu dompet digital atau 

e-wallet yang merupakan sebuah layanan jasa pembayaran berbasis online yang 

dapat digunakan melalui sistem aplikasi. Gopay sebagai brand dompet digital 

pertama yang paling diminati serta digunakan secara berulang dan konsisten oleh 

penggunanya. Perilaku konsumen dalam penggunaan ulang didukung oleh 

harapan pengguna terhadap layanan yang berkualitas, kenyamanan, serta 

kepercayaan terhadap layanan yang diberikan oleh perusahaan. 

Penelitian ini bertujuan untuk menguji secara empiris pengaruh kualitas 

layanan elektronik dan kenyamanan terhadap penggunaan ulang e-wallet Gopay 

melalui peran mediasi kepercayaan. Penelitian ini merupakan penelitian 

kuantitatif dengan pendekatan penelitian eksplanatori. Populasi pada penelitian ini 

adalah pengguna milenial layanan dompet digital Gopay di Kota Surabaya. 

Pengumpulan data penelitian menggunakan kuesioner terhadap 100 sampel 

dengan teknik purposive sampling. 

 Data dianalisis dengan menggunakan model Partial Least Square-

Structural Equation Modeling (PLS-SEM) dengan bantuan software SmartPLS 

3.0. Hasil penelitian menunjukkan bahwa e-service quality tidak berpengaruh 

sigifikan terhadap repeat usage, e-service quality berpengaruh sigifikan terhadap 

trust, enjoyment tidak berpengaruh sigifikan terhadap repeat usage, enjoyment 

berpengaruh sigifikan terhadap trust, trust berpengaruh sigifikan terhadap repeat 

usage, serta trust berpengaruh signifikan dalam memediasi hubungan e-service 

quality dan enjoyment terhadap repeat usage. 

 

Kata Kunci : e-service quality, enjoyment, trust, repeat usage, electronic wallet 

Gopay 

 

 

 

 

 



 

xiii 
 

ABSTRACT 

BELA AYU DIAN SAFITRI, THE INFLUENCE OF E-SERVICE QUALITY 

AND ENJOYMENT ON REPEAT USAGE E-WALLET GOPAY THROUGH 

TRUST IN THE MILLENIAL GENERATION IN SURABAYA 

Technological developments that are able to provide changes in various 

sectors, especially in the financial sector, one of the innovations is an electronic 

wallet which is an online-based payment service that can be used through an 

application system. Gopay is the first e-wallet brand that is most in demand and is 

used repeatedly and consistently by its users. Consumer behavior in repeat usage 

is supported by user expectations of service quality, enjoyment, and trust in the 

services provided by the company. 

This research aims to test empirically the effect of e-service quality and 

enjoyment on the repeat usage of Gopay e-wallet through the mediating role of 

trust. This research is a quantitative research with an explanatory research 

approach. The population in this research were millennial users of the Gopay 

digital wallet service in the city of Surabaya. Collecting research data using a 

questionnaire to 100 samples with purposive sampling technique. 

Data were analyzed using the Partial Least Square-Structural Equation 

Modeling (PLS-SEM) model with the help of SmartPLS 3.0 software. The results 

showed that e-service quality had no significant effect on repeat usage, e-service 

quality had a significant effect on trust, enjoyment had no significant effect on 

repeat usage, enjoyment had a significant effect on trust, trust had a significant 

effect on repeat usage, and trust had a significant effect on mediate the 

relationship between e-service quality and enjoyment on repeat usage. 

 

Keywords: e-service quality, enjoyment, trust, repeat usage, Gopay electronic 

wallet 

 

 

 




