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ABSTRAK

Perkembangan pesat dompet digital mendorong meningkatnya penggunaan
Shopeepay di kalangan mahasiswa, sehingga loyalitas pengguna menjadi faktor
penting dalam persaingan layanan fintech. Penelitian ini bertujuan untuk
menganalisis pengaruh keamanan, kemudahan penggunaan, dan e-service quality
terhadap loyalitas konsumen pengguna Shopeepay pada mahasiswa FEB
Universitas Wijaya Kusuma Surabaya. Penelitian ini menggunakan metode
kuantitatif dengan pendekatan eksplanatori melalui survei. Data dikumpulkan dari
100 responden yang dipilih menggunakan teknik purposive sampling dan dianalisis
menggunakan regresi linear berganda. Hasil penelitian menunjukkan bahwa secara
parsial keamanan dan kemudahan penggunaan tidak berpengaruh signifikan
terhadap loyalitas konsumen, sedangkan e-service quality berpengaruh positif dan
signifikan terhadap loyalitas konsumen. Penelitian ini menyimpulkan bahwa e-
service quality merupakan faktor utama dalam membangun loyalitas mahasiswa
sebagai pengguna dompet digital. Implikasi penelitian ini menekankan pentingnya
peningkatan keandalan sistem, efisiensi transaksi, dan responsivitas layanan
pelanggan guna mempertahankan loyalitas pengguna Shopeepay di tengah
persaingan industri fintech.

Kata Kunci: Keamanan, Kemudahan Penggunaan, E-Service Quality dan
Loyalitas Konsumen



ABSTRACT

The rapid growth of digital wallets has increased the use of Shopeepay among
university student, making user loyalty a critical issue in the fintech industry. This
study aims to analyze the effect of security, ease os use, and e-service quality on
customer loyalty of Shopeepey users among students of the Faculty of Economics
and Business at Wijaya Kusuma University Surabaya. This research employed a
quantitative method with an explanatory survey approach. Data were collected
from 100 respondents selected through purposive sampling and analyzed using
multiple linear regression. The results indicate that security and ease of use do not
have a significant effect on customer loyalty, while e-service quality has a positive
and significant effect. Simultaneously, security, ease of use and e-service quality
significantly influence customer loyalty. This study concludes that e-service quality
is the primary determinant of student loyalty in using digital wallet services. The
findings imply that improving system reliability, transaction efficiency, and
customer service responsiveness is essential for sustaining user loyalty amid intense
competition in the fintech industry.

Key Words: Security, Ease of Use, e-service quality and consumer loyalty
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