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PENGARUH E-SERVICE QUALITY TERHADAP CONTINUANCE USAGE 

INTENTION DENGAN E-SATISFACTION SEBAGAI VARIABEL 

INTERVENING  

(Studi pada Pengguna LinkAja di Kota Semarang) 

ABSTRAKSI 

Abstrak: Munculnya berbagai merek e-wallet di Indonesia menyebabkan 

persaingan ketat bisnis bidang keuangan. sehingga perlu memperkuat kualitas 

pelayanan elektronik yang dapat meningkatkan kepuasan elektronik pengguna 

serta dapat meningkatkan penggunaan berkelanjutan. Penelitian ini bertujuan 

untuk mengetahui Pengaruh E-Service Quality Terhadap Continuance Usage 

Intention LinkAja Melalui E-Satisfaction Sebagai Variabel Intervening. Tipe 

penelitian ini merupakan explanatory research dengan pendekatan kuantitatif. 

Jumlah sampel sebanyak 100 responden dengan teknik pengambilan sampel 

nonprobability sampling yaitu purposive sampling. Teknik pengumpulan data 

dilakukan melalui kuesioner dan diolah menggunakan SmartPLS 3.3.3. Hasil 

menunjukkan bahwa variabel e-service quality dan e-satisfaction memiliki 

pengaruh positif dan signifikan terhadap continuance usage intentionVariabel E-

Service Quality memiliki pengaruh secara positif dan signifkan dalam indirect 

effect melalui E-Satisfaction terhadap continuance usage intention. Penelitian ini 

mendukung teori perilaku konsumen yang berfokus pada TPB (Theory Planned 

Behaviour) dimana dalam menumbuhkan minat dalam menggunakan 

berkelanjutan dipengaruhi oleh sikap, norma subjektif dan persepsi. Penelitian ini 

memiliki keterbatasan dimana bersifat cross-sectional sehingga penelitian ke 

depannya dapat dilakukan secara longitudinal. Berdasarkan hasil tersebut maka 

disarankan agar maintainance aplikasi LinkAja secara berkala agar tidak banyak 

pengguna terkena kendala. Hal ini dimaksudkan untuk menumbuhkan kepuasan 

dari pengguna. Selain itu berbagai aspek seperti desain, kontak customer service 

dan kerja sama. Selain itu juga memerlukan riset lebih lanjut untuk memenuhi 

kepuasan elektronik pengguna. 

Kata Kunci: E-service quality, E-Satisfaction, Continuance Usage Intention 
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THE INFLUENCE E-SERVICE QUALITY ON CONTINUANCE USAGE 

INTENTION THROUGH E-SATISFACTION AS INTERVENING 

VARIABLE 

(Study on LinkAja Users in Semarang City) 

ABSTRACT 

Abstract: The emergence of various e-wallet brands in Indonesia has caused 

intense competition in the financial sector. so it is necessary to strengthen the 

quality of electronic services that can increase user electronic satisfaction and 

can increase sustainable use. This study aims to determine the effect of E-Service 

Quality on LinkAja's Continuance Usage Intention Through E-Satisfaction as an 

Intervening Variable. This type of research is explanatory research with a 

quantitative approach. The number of samples is 100 respondents with a non-

probability sampling technique, namely purposive sampling. Data collection 

techniques were carried out through questionnaires and processed using 

SmartPLS 3.3.3. The results show that the e-service quality and e-satisfaction 

variables have a positive and significant effect on continuance usage intention. 

The E-Service Quality variable has a positive and significant indirect effect 

through E-Satisfaction on continuance usage intention. This research supports the 

theory of consumer behavior that focuses on TPB (Theory of Planned Behavior) 

wherein growing interest in sustainable use is influenced by attitudes, subjective 

norms and perceptions. This study has limitations which are cross-sectional in 

nature so that future research can be carried out longitudinally. Based on these 

results, it is recommended that the LinkAja application be maintained regularly so 

that many users do not experience problems. This is intended to foster satisfaction 

from users. In addition to various aspects such as design, customer service 

contact and cooperation. It also requires further research to meet user electronic 

satisfaction.. 

Keywords: E-service quality, E-Satisfaction, Continuance Usage Intention 
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