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Abstract 

The development of electronic money in Indonesia has made many people start to switch to digital 

payment modes as an easy solution for conducting various non-cash transactions. The city of Bandung, 

one of the most densely populated cities in Indonesia, is the city with the most digital payment users. 

One of the digital payment applications used is LinkAja. This research was conducted to determine the 

factors that influence the intention to continue the use of the LinkAja application in the city of Bandung. 

These factors include e-service quality, customer satisfaction, perceived trust, perceived risk. 

convenience, social value, attitude, and effort expectancy. This study used a quantitative method through 

data collection by distributing questionnaires online to people who live in the city of Bandung as many 

as 260 respondents. Data analysis techniques using Structural Equation Modeling (SEM), that is Partial 

Least Square (PLS) with SmartPLS v.3.2.9 software. Based on the analysis that has been done, the 

findings in this study indicate that perceived trust, convenience, and social value have a significant 

positive effect on customer satisfaction. Then, customer satisfaction has a significant positive effect on 

attitude. Besides that, e-service quality significant positive effect on perceived trust, customer 

satisfaction, continuance intention, attitude, and effort expectancy LinkAja application users in the city 

of Bandung. Meanwhile, Attitude also has a significant positive effect on continuance intention, the 

perceived risk has no significant negative effect on continuance intention. However, effort expectancy 

has no significant positive effect on continuance intention directly to LinkAja application users in the 

city of Bandung. This study recommends that LinkAja application service providers must maintain its 

service quality and create competitive advantages in service quality, so that the number of customer 

satisfaction and continuance intention to continue the use of the LinkAja application in the city of 

Bandung increase. 
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1. Introduction 

The development of electronic money in Indonesia has made many people start to switch to 

digital payment modes as an easy solution for conducting various non-cash transactions. With 

the various conveniences and solutions offered by digital payments that are starting to be liked 

and not a few people prefer to use digital or non-cash financial services compared to using 

paper money. The benefits obtained when using mobile payment compared to such 

conventional payments, easy and practical, there are programs that benefit users mobile 

payment, and minimize the risk of theft (Gianov, 2021). 

The revenue of the digital payment industry in Indonesia reached US$ 63.6 billion and is 

expected to continue to increase by US$ 52.3 billion or an increase of 72.55% in the next few 

years. In addition, according to estimates in 2027, revenue will increase for ten consecutive 

years to US$ 124.42 billion (Statista, 2022). Therefore, it is certain that digital payment 

transactions in Indonesia will be increasingly favored by the public. The increase in digital 

payments has stimulated companies in Indonesia to make mobile app server-based internet like 

e-wallet to support the needs, wants and trends of consumers who are accustomed to speed, 

efficiency and effectiveness when transacting through e-wallet. 

According to data obtained from Statista (2020) regarding the payment methods that are often 

used in Indonesia, the use of digital payment methods or mobile payment system the most 

widely used in the city of Bandung, with a percentage of 36%, followed by the city of Surabaya 

with a large 33% (Statista, 2020). In addition, according to the Bandung City Communication 

and Information Service (Diskominfo), it revealed that as many as 2.1 million Bandung 

residents actively use the internet, this number out of a total of 2.5 million Bandung city 

residents (Vaujie, 2022). However, based on data obtained from Databoks (2021), LinkAja 

occupies the last position as a digital payment application that is often used in Indonesia. 

LinkAja obtained a brand awareness level of 75%, with 22% active users and only 4% of survey 

respondents who made LinkAja the most frequently used brand. The percentage makes LinkAja 

is in the lowest position among other digital payment platforms (Databoks, 2021). 

This indicates LinkAja still has many tasks to be in the top position as the best digital payment 

platform in Indonesia. According to Zhou quoted from Raman and Aashish (2021), the lack of 

service quality can affect user satisfaction. The same research from Brusch et al. (2019), also 

shows that providing superior service quality can increase customer satisfaction. Because 

satisfied users tend to form a positive attitude and will make repeated use (Raman and Aashish, 

2021).  

2. Literature Review 

2.1 Operations Management 

Operations management consists of two words, namely management and operations. Operation 

is a transforming activity input become output. Thus, operations management is an activity to 

organize or manage resources in the transformation process input become output which will be 

used to meet consumer needs (Chanif, 2016).  

https://doi.org/10.47747/ijbme.v4i2.1090
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2.2 Ten Strategic Operations Management Decisions 

According to Heizer, Render, and Munson (2020) there are ten strategic decisions in operational 

management, which are as follows: 

1. Design of goods and services 

Defining much of what operations require is in every other operations management 

decision. For example, product design usually dictates a floor on cost and a ceiling on 

quality, with major implications for sustainability and the human resources needed. 

2. Managing quality and statistical control 

Define customer quality expectations and establish policies and procedures to identify 

and achieve that quality. 

3. Process and capacity strategies 

Determining how goods or services are produced (the production process) and carrying 

out the management of specific technologies, quality, human resources, and capital 

investments determine much of a company's basic cost structure. 

4. Location strategies 

Determine where the company will operate based on an assessment of its customers and 

suppliers, while considering costs, infrastructure, and government regulations. 

5. Layout strategies 

Requires integration of capacity requirements, personnel levels, technology, and 

inventory requirements to determine the efficient flow of materials, people, and 

information. 

6. Human resources, job design, and work measurement 

Determine how to recruit, motivate, and retain personnel with the required talents and 

skills. Humans are an integral and costly part of the total system design. 

7. Supply chain management 

Determining how to integrate the supply chain into the company's strategy, including 

decisions regarding what to buy, from whom, and under what conditions. 

8. Inventory management 

Considers ordering and inventory holding decisions and how to optimize them as 

customer satisfaction, supplier capabilities, and production schedules are considered. 

9. Scheduling 

Define and implement medium and short term schedules that effectively and efficiently 

utilize personnel and facilities while meeting customer demands. 

10. Maintenance 

Make decisions considering facility capacity, production demands, and personnel 

required to maintain a reliable and stable process. 

2.3 Quality 

According to ASQ (American Society for Quality) in Heizer, Render, and Munson (2020), 

quality is the totality of features and characteristics of a product or service that depend on its 

ability to satisfy stated or implied needs. 

2.4 E-Service Quality 



International Journal of Business, Management, and Economics  

e-ISSN 2746-1351 

Vol. 4 No. 2, May 2023 

 

Published by                                                                                                                            117 

 

Parasuraman et al. (2005) in Liu et al. (2019) defines e-service quality as a tool or instrument 

to obtain a measure of the level of customer satisfaction from an internet-based service 

consisting of shopping, and delivery of products or services. 

2.5 Services 

According to (Kotler and Keller, 2016) service is an action that can be offered by one party to 

another, which basically has no form and there is no transfer of any ownership. The production 

of services can be related to physical products or not. 

2.6 Customer Satisfaction 

Customer satisfaction refers to the satisfaction of needs, evaluation of the final and actual 

results, desires and experience ratings in purchasing (Groonros, 2010). It focuses on 

measurements that determine how happy customers are with the company's products and 

competencies (Zeithaml & Bitner, 2013). Customer satisfaction is very important for businesses 

because it can be used to identify potential market opportunities (Jawaad et al., 2019).  

2.7 Continuance Intention 

Continuance intention defined as the user's intention to continue using the technology 

(Bhattacherjee, 2001). In addition, according to Chen (2015) continuance intention is the 

intention to continue which refers to the intention of everyone to continue participating in an 

activity after previously adopting it. 

2.8 Conceptual Framework 

Thel framel of mind is a concelptual modell of how thelory rellatels to various factors that havel beleln 

idelntifield as important problelms (Uma Selkaran in Sugiyono, 2021). Baseld on thel theloriels 

prelviously delscribeld, thely will bel analyzeld critically and systelmatically, relsulting in a synthelsis 

of thel rellationships beltweleln thel variablels studield. Thelrelforel, thel framelwork is also a synthelsis 

of thel rellationships beltweleln variablels compileld from various theloriels that havel beleln delscribeld 

(Sugiyono, 2021). 

 

Figurel 1. Relselarch Concelptual Framelwork 

Source: Raman and Aashish (2021) 
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Baseld on relselarch by Raman and Aashish (2021), currelntly many companiels arel focusing on 

building long-lasting partnelrships with consumelrs baseld on trust, elspelcially in thel elarly 

adoption phasel belcausel it can elncouragel continuancel intelntion or sustainablel usel. Sharelelft elt 

al. (2018) in Raman and Aashish (2021). Trust has beleln considelreld a vital ellelmelnt by diffelrelnt 

businelss elntitiels. This acts as thel foundation for a long-telrm and sustainablel rellationship. 

Selvelral prelvious studiels havel also confirmeld a strong rellationship beltweleln trust and 

satisfaction (Lielbana-Cabanillas elt al., 2019). In addition, thelrel is a convelnielncel factor which 

is basically a combination of placel utilitiels, such as providing elasy accelss to goods or selrvicels 

to elnablel consumelrs to obtain or usel thelm. Theln thelrel arel timel utilitiels, such as providing goods 

and selrvicels to consumelrs wheln thely arel relally in delmand. Thelsel two factors can influelnce l 

uselrs to adopt or reljelct celrtain telchnologiels (Pal elt al., 2015). Uselrs anticipatel that thel company 

providing thel selrvicel will undelrstand thelir relquirelmelnts and bel ablel to relspond promptly. 

Selvelral relselarchelrs havel idelntifield a positivel elffelct of convelnielncel on uselr satisfaction lelvells 

(Lielbana-Cabanillas elt al., 2019). Theln relselarch Mahapatra takeln from Raman and Aashish 

(2021), relvelals that convelnielncel is thel main relason for doing onlinel transactions. This is 

contrary to onel of thel issuels in thel LinkAja application whelrel thel customelr selrvicel provideld is 

velry slow, thus making thel transaction procelss uncomfortablel (Handoyo, 2022). Basically, 

convelnielncel is a combination of placel utility and timel utility, namelly providing elasy accelss to 

goods or selrvicels and providing goods or selrvicels to consumelrs wheln thely relally neleld thelm. 

Furthelrmorel, according to relselarch Abdelnnelbi and Delbabi takeln from Raman and Aashish 

(2021), social valuel is thel belnelfit obtaineld duel to pelrsuasion from thel community, rellativels, or 

family melmbelrs to usel MPS. If a uselr usels an MPS selrvicel that offelrs a supelrior imagel and 

crelatels accelptancel among othelr uselrs and can strelngtheln his social affiliation among frielnds, 

rellativels, and family, it is likelly to motivatel that uselr to continuel using thel selrvicel. Thelrelforel, 

social valuel can crelatel a hugel elffelct on thel lelvell of uselr satisfaction (Chang takeln from Raman 

and Aashish, 2021). 

According to Cheln's relselarch (2018), thel elxpelrielncels that uselrs elncountelr during thel elarly 

stagels of using a product will ultimatelly deltelrminel thelir relsponsel to futurel continuance l 

intelntions and loyalty to a product or selrvicel. This is also in accordancel with thel relselarch of 

Delng elt al takeln from Raman and Aashish (2021), whelrel satisfield uselrs will relpelat purchasing 

belhavior and start using thel selrvicel continuously. Patil elt al relvelaleld in thel relselarch of Raman 

and Aashish (2021), that selrvicel quality hellps selrvicel providelrs to instill trust among uselrs by 

asselssing thelir ability to comply with thel telrms and conditions promiseld. Convelrselly, if a 

systelm has a bad uselr intelrfacel, relquirels a lot of timel to relspond, and doels not provide l 

guarantelels to act according to thel promiseld relquirelmelnts, theln thel uselr's trust in thel systelm will 

delcrelasel (Raman and Aashish, 2021). This is in linel with thel issuels that arel owneld by thel 

application LinkAja, whelrel thel LinkAja application's customelr selrvicel was lelss relsponsivel in 

solving 31 problelms elxpelrielnceld by uselrs and thel solutions provideld welrel inappropriatel and 

burdelnsomel for application uselrs (Raharjo, 2022). 

According to Bhattachelrjelel in Raman and Aashish (2021), continuancel intelntion is delscribeld 

as a consumelr's delsirel to continuel using a selrvicel elveln aftelr thel adoption stagel. Soelbandhi's 

relselarch in Raman and Aashish (2021) also relvelals that el-selrvicel quality and continuance l 

intelntion arel positivelly rellateld. Wheln uselrs relalizel that a systelm offelrs flawlelss selrvicel, the l 

lelvell of satisfaction with thel systelm will increlasel (Zhou in Raman and Aashish, 2021). Theln 
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according to Lin in Raman and Aashish (2021) relvelaleld that, wheln a telchnology offelrs good 

selrvicel quality, uselrs can elasily lelarn thel telchnology in a fast pelriod of timel. Pravelelna in Raman 

and Aashish (2021) relvelals that attitudel is elxprelsseld as thel positivel or nelgativel felellings that 

uselrs havel towards celrtain telchnologiels or selrvicels. Wheln uselrs havel a good opinion about a 

nelw selrvicel or telchnology, thely can apply it in thelir daily lifel (Lelel in Raman and Aashish, 

2021). Theln, Cox in Raman and Aashish (2021) statels that pelrceliveld risk is a function of two 

important things. First, thel lelvell of loss if thel action relsults arel unfavorablel or not what thel uselr 

wants. Selcond, thel conselquelncels arel associateld with unfavorablel purchasel outcomels. 

Thelrelforel, thel lelvell of risk pelrcelption diffelrs with thel magnitudel of thel monely involveld and 

thel ambiguity associateld with thel transactions carrield out in thel MPS (Raman and Aashish, 

2021). 

According to Hel elt al in Raman and Aashish (2021) relgarding elxpelctations, uselrs telnd to like l 

telchnology that is simplel and comfortablel to lelarn and can offelr optimal belnelfits. This melans 

that thel morel complicateld thel usel of telchnology, thel morel things will bel useld (Raman and 

Aashish, 2021). This statelmelnt is also rellateld to relselarch conducteld by Selnaratnel elt al (2019) 

whelrel hel relvelaleld that wheln lelarning nelw telchnology relquirels lelss elffort, uselrs telnd to adopt 

thel telchnology morel elasily. This study adopts theloriels baseld on relselarch that has beleln 

conducteld by Raman and Aashish (2021). Whelrel prelvious relselarch found that selrvicel quality, 

attitudel, elffort elxpelctancy, and pelrceliveld risk significantly affelct continuancel intelntion. 

Melanwhilel, pelrceliveld trust, convelnielncel, and social valuel do not havel a significant elffelct on 

continuancel intelntion. Thel satisfaction that uselrs gelt wheln buying or using products and 

selrvicels is velry important, elspelcially during thel initial product prel-adoption phasel. Thel 

elxpelrielncel that thel uselr elncountelrs during thel initial stagels of using a product will ultimatelly 

deltelrminel his relsponsel towards continueld usel, continuation intelntion and futurel loyalty towards 

a particular product or selrvicel (Cheln, 2018). 

A positivel attitudel will bel formeld towards thel companiels providing thel selrvicels wheln thel uselrs 

arel happy with thel selrvicels offelreld by thelm. Uselrs will theln relpelat thelir buying belhavior and 

start using thel selrvicel continuously for a longelr pelriod. Relselarch in consumelr belhavior has 

elstablisheld that prior to thel adoption of any selrvicel, selrvicel quality acts as an important 

deltelrminant in influelncing uselr attitudels (Cheln and Tan in Raman and Aashish, 2021). Baseld 

on prelvious obselrvations, supelrior selrvicel quality crelatels favorablel attitudels among uselrs. This 

positivel attitudel not only hellps in sprelading positivel word of mouth but also belnelficially 

influelncels thel attitudels of othelr uselrs relgarding thel usel of MPS (Raman and Aashish, 2021).  

3. Research Method 

3.1 Research Design 

This relselarch usels a causal delscriptivel relselarch typel with quantitativel melthods. Delscriptivel 

relselarch is relselarch that is useld to gathelr information about elxisting phelnomelna, namelly the l 

conditions as thely welrel at thel timel thel relselarch was conducteld without thel intelntion of making 

gelnelral conclusions or gelnelralizations (Hikmawati, 2017). Causal relselarch according to 

Sugiyono (2021) is a causel and elffelct rellationship in which thel indelpelndelnt (elxogelnous) 

variablel affelcts thel delpelndelnt (elndogelnous) variablel. In addition, this study usels PLS-SElM 

with SmartPLS v.3.2.9 softwarel in analyzing data by asselssing modell melasurelmelnt relsults, 

elvaluating structural modells and telsting hypothelsels using non-parameltric bootstrapping 

telchniquels to telst thel elffelct beltweleln constructs or variablels (Ghozali, 2021). 
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3.2 Population and Sample Size 

According to Sugiyono (2021), population is a gelnelralizeld arela consisting of relselarch objelcts 

and subjelcts that havel celrtain qualitiels and charactelristics deltelrmineld by relselarchelrs to study 

and theln draw conclusions. Thel population in this study arel uselrs of thel LinkAja application, 

which currelntly has 83 million relgistelreld uselrs (LinkAja, 2022). Belcausel this relselarch usels 

softwarel SmartPLS, according to Coheln (1992) in Hair et al.(2016) thelrel is a relquirelmelnt to 

considelr and deltelrminel samplel sizel baseld on thel numbelr of indelpelndelnt variablels bellonging to 

thel relselarch modell. So, baseld on this opinion with thel numbelr of indelpelndelnt variablels in this 

study, namelly as many as four and a significancel lelvell of 5% and a minimum R2 elqual to 0.10, 

theln thel numbelr of samplels relquireld in this study is as many as 113 relspondelnts. 

3.3 Data Collection 

Thel quelstionnairel telchniquel was carrield out by giving selvelral writteln statelmelnts or quelstions 

to thel relspondelnt to answelr. This quelstionnairel is velry suitablel for collelcting data from many 

relspondelnts sprelad across many relgions. This telchniquel is elfficielnt if thel relselarchelr alrelady 

knows thel variablels to bel melasureld and what is elxpelcteld of thel relspondelnts. Thel quelstionnaire l 

in this study using Googlel Form and distributeld to 113 peloplel who usel thel LinkAja application 

and arel domicileld in thel city of Bandung. 

3.4 Validity and Reliability Test 

Thel relliability and validity of thel melasurels was elnsureld belforel thel start of thel actual data 

collelction procelss. A preltelst was conducteld to telst thel clarity of thel quelstionnairel and itelms. A 

pilot study was theln conducteld to telst thel validity of thel melasurel. In total, threlel domain elxpelrts 

in thel fielld of mobilel markelting welrel idelntifield and askeld to validatel thel contelnt and elvaluatel 

thel applicability, undelrstanding, and ambiguity of scalel. Thel suggelstions relceliveld welre l 

includeld in thel quelstionnairel. Thel updateld quelstionnairel was theln useld for preltelsting and thel 

quelstionnairel was distributeld to 30 relspondelnts. Aftelr feleldback was relceliveld from participants, 

thel quelstionnairel was again modifield to elnsurel that all quelstions welrel lelgiblel and elasy to 

undelrstand. 

Thel suitability of thel adapteld scalel is velrifield by conducting relliability and validity telsts. Thel 

relselarchelrs conducteld trials (N 5 100), and data welrel elxamineld using PLS-SE lM. Thel intelrnal 

consistelncy of thel constructs is melasureld through Cronbach's alpha. All constructs elxceleld the l 

suggelsteld valuel of 0.5. Factor loading and avelragel elxtracteld variancel (AVEl) welrel calculateld 

for selt convelrgelnt validity. All factor loadings arel grelatelr than 0.5 and all AVEl valuels are l 

grelatelr than 0.7. Helncel, convelrgelnt validity was elstablisheld (Fornelll and Larckelr, 1981). The l 

squarel root of thel AVEl for all constructs ovelr thel correllation beltweleln constructs elstablishels 

discriminant validity (Fornelll and Larckelr, 1981). Thel actual data collelction procelss was carrield 

out only aftelr accelptablel relsults welrel achielveld in thel trials. 

3.5 Data Analysis Technique 

According to Tobias (2020) Partial Lelast Squarel (PLS) is delfineld as a melthod for preldicting 

constructs in modells with many factors and rellationships collinelar. PLS is delsigneld to solvel 

multiplel relgrelssion problelms that havel problelms with data such as small samplel sizels, data not 

normally distributeld multivariatel, missing valuels, and multicollinelarity problelms beltweleln 

elxogelnous variablels. Thel purposel of PLS is to preldict thel elffelct of X on Y and to elxplain thel 

theloreltical rellationship beltweleln thel two variablels. 
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3.5.1 Measurement Model Evaluation 

Santosa (2018) elxplains that outelr modell is a melasurelmelnt modell that elxplains thel rellationship 

beltweleln latelral changels and thelir indicators. Asselssmelnt of thel melasurelmelnt modell for 

relflelctivel latelnt variablels is baseld on loading indicators into thel correlsponding latelnt variablels. 

Outelr modell This is useld to asselss thel validity and relliability. Outelr modell or modell 

melasurelmelnt is thel rellationship beltweleln indicators and thelir latelnt variablels. Thel melasurelmelnt 

modell or outelr modell involvels (1) elstimating thel accuracy of thel instrumelnt in providing 

numbelrs without random elrrors and (2) asselssing convelrgelnt and discriminant validity. 

Convelrgelnt validity was elxamineld by threlel melthods: Cronbach's alpha coelfficielnt, compositel 

relliability, and AVEl. For convelrgelnt validity to bel truel, Cronbach’s alpha coelfficielnt and 

compositel relliability must bel grelatelr than 0.7, and thel AVEl valuel is grelatelr than 0.5. 

Discriminant validity was chelckeld in threlel ways: (1) cross-loading, which relquirels factor 

loading on thel assigneld construct ovelr cross-loading with othelr constructs, (2) Fornelll–Larckelr 

critelrion, which chelcks whelthelr thel squarel root of thel AVEl is morel than thel correllation beltweleln 

dimelnsions or no and (3) heltelrotrait-monotrait correllation ratio (HTMT) (Helnsellelr elt al., 2015), 

which elxaminels whelthelr thel correllation ratio HTMT beltweleln thel two constructs is lelss than 

onel or not. 

3.5.2 Structural Model Evaluation 

Asselssmelnt innelr modell or structural modell is a telst of thel influelncel of onel latelnt variablel on 

anothelr latelnt variablel. This telst is carrield out by looking at thel T valuel of thel path valuel to sele l 

thel significant lelvell, as welll as thel R2 valuel for thel delpelndelnt variablel in thel modell to gelt thel 

influelncel of thel indelpelndelnt variablel. With a vielw to achielving statistical infelrelncel, a bootstrap 

with 5000 samplels was useld. Thel structural modell is elvaluateld in threlel stelps. First, thel R2 

valuels of all constructs welrel asselsseld. Falk and Millelr (1992) statel that any valuel up to 0.1 is 

considelreld appropriatel. Selcond, standard path coelfficielnts arel analyzeld, and as suggelsteld by 

Chin (1998) valuels abovel 0.2 arel considelreld prelfelrablel. Third, thel elffelct sizel f2 is melasureld to 

study thel elffelct of indelpelndelnt latelnt variablels on delpelndelnt latelnt variablels. Elffelct sizels 

grelatelr than 0.35, 0.15 and 0.02 welrel considelreld “strong”, “modelratel” and “welak” relspelctivelly. 

Fourth, Standardizeld Root Melan Squarel Relsidual (SRMR) valuels welrel calculateld, and 

according to Helnsellelr elt al. (2015) a valuel bellow 0.08 is considelreld sufficielnt. 

3.5.3 Hypothesis testing 

H1: Pelrceliveld trust has a significant positivel e lffelct on customelr satisfaction 

H2: Convelnielncel has a significant positivel e lffelct on customelr satisfaction 

H3: Social valuel has a significant positivel elffelct on customelr satisfaction 

H4: Customelr satisfaction has a significant positivel e lffelct on attitudel 

H5: El-se lrvicel quality has a significant positivel e lffelct on pelrceliveld trust 

H6: El-se lrvicel quality has a significant positivel e lffelct on customelr satisfaction 

H7: El-se lrvicel quality has a significant positivel e lffelct on continuancel intelntion 

H8: El-se lrvicel quality has a significant positivel e lffelct on attitudel 

H9: El-se lrvicel quality has a significant positivel e lffelct on elffort elxpelctancy 

H10: Attitudel has a significant positivel e lffelct on continuancel intelntion 
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H11: Pelrceliveld risk has a significant nelgativel e lffelct on continuancel intelntion 

H12: Elffort elxpelctancy has a significant positivel elffelct on continuancel intelntion 

 4. Findings and Discussions 

Relspondelnts in this study arel peloplel who usel thel LinkAja application as a melans of paymelnt 

in transactions with a total of 260 relspondelnts. By collelcting thel charactelristics of relspondelnts 

baseld on gelndelr, agel, last elducation, occupation, and incomel pelr month. Thel following arel the l 

relsults of thel relselarch modell that has beleln inputteld into thel softwarel SmartPLS which can be l 

seleln in figurel 2. 

 

Figurel 2. Relselarch Concelptual Framelwork 

Baseld on figurel 4.1 relsults of outelr loadings thelrel arel threlel indicators that do not melelt thel 

convelrgelnt validity critelria belcausel of thel valuel loading factor which is lelss than 0.5. Thelse l 

indicators arel ElEl1 of 0.499; PR2 of 0.360; and ElSQ5 of 0.439. Thel indicators that havel a value l 

of lelss than 0.5 arel procelsseld dropping i.el., relmoving thel indicator from thel variablel. According 

to Hairelt al (2017) stateld that indicators havel a valuel loading factor 0.4 – 0.7 can bel relmoveld 

if thel indicator can increlasel AVEl and compositel relliability. Thel following is figurel 3 of the l 

relselarch modell aftelr it has beleln carrield out. 



International Journal of Business, Management, and Economics  

e-ISSN 2746-1351 

Vol. 4 No. 2, May 2023 

 

Published by                                                                                                                            123 

 

 

Figurel 3. Relselarch Concelptual Framelwork 

Thel relselarchelrs followeld thel proceldurel selt out by Hair elt al. (2016) to elvaluatel melasurelmelnt 

modells. Tablel 4 shows thel statistics of thel melasurelmelnt modell. All itelms useld in thel study had 

adelquatel elxtelrnal loading scorels, welll abovel thel prelscribeld standard (0.500). For construct 

relliability and validity, relselarchelrs havel asselsseld thel following: Cronbach's alpha, Compositel 

Relliability, and AVEl. All telst scorels havel beleln relporteld in Tablel 1 and arel also welll abovel thel 

prelscribeld threlshold of 0.700. For discriminant analysis, wel useld all major telsts: Fornelll–

Larckelr critelrion, cross-loading, and ratios HTMT. Onel of thel nelwelst approachels to telsting 

discriminant analysis is through ratio scorels HTMT. Thel scorel is welll bellow onel (Hair elt al., 

2016), and analysis of thel data indicatels that discriminant validity has beleln elstablisheld. Baseld 

on thel relsults abovel, thel relselarchelr movels to thel nelxt elvaluation stagel, thel elvaluation of thel 

structural modell. 
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Tablel 1. Melasurelmelnt modell elvaluation 

Latelnt 

Variablel 
Itelm Codel 

Outelr 

Loading 

>0.5 

AVEl 

>0.5 

Cronbach’s 

Alpha 

Compositel 

Relliability 

HTMT 

Confidelncel 

Intelrval 

Doels Not 

Includel 1 

Attitudel ATT2 0.766 0.580 0.775 0.734 Yels 

ATT3 0.757    

Continuancel 

Intelntion 

CI1 0.808 0.665 0.797 0.799 Yels 

CI2 0.823    

Convelnielncel CON2 0.819 0.631 0.816 0.773 Yels 

CON4 0.769    

Customelr 

Satisfaction 

CS2 0.667 0.580 0.786 0.731 Yels 

CS3 0.846    

Elffort 

Elxpelctancy 

ElEl1 1.000 1.000 1.000 1.000 Yels 

El-Selrvicel 

Quality 

ElSQ4 0.730 0.564 0.728 0.721 Yels 

ElSQ6 0.772    

Pelrceliveld 

Risk 

PR1 0.817 0.544 0.767 0.702 Yels 

PR3 0.619    

Pelrceliveld 

Trust 

PT1 0.697 0.584 0.894 0.736 Yels 

PT2 0.826    

Social Valuel SV1 0.740 0.591 0.785 0.743 Yels 

SV2 0.704    

SV4 0.656    

 

Hypothelsis telsting is donel by comparing thel valuels of thel original samplel, t-statistics, and p-

valuels (Haryono, 2017). Mark original samplel aims to selel thel direlction of hypothelsis telsting, 

if thel valuel of thel original samplel is positivel theln thel direlction is positivel and vicel velrsa, if thel 

valuel of thel original samplel nelgativel, thel direlction is nelgativel. Theln ratel t-statistics aims to 

deltelrminel thel elffelct of significancel beltweleln thel variablels in thel study, whilel thel valuel p-valuels 

to show statistical significancel so as to providel relsults that can deltelrminel whelthelr thel relselarch 

hypothelsis statelmelnt can bel accelpteld or not. Thel critelria for accelpting thel hypothelsis arel 

accelpteld if t-statistics > t-tablel and for valuel p-valuels < 0.05. Telsting Direlct elffelct (onel-taileld) 

was pelrformeld with a significancel lelvell of 5% using t-statistics of 1.65. Thel following is table l 

4.5 which is a prelselntation of thel relsults of hypothelsis telsting. 

Tablel 2. Structural rellationships and hypothelsis telsting 

Hypothelsis Path 
Path 

Coelfficielnt 

f2 Elffelct 

Sizel 

T-

Statistics 

Original 

Samplel 

H1 
Pelrceliveld Trust → 

Customelr Satisfaction 
0.038 0.020 2,081 0.341 

H2 
Convelnielncel → 

Customelr Satisfaction 
0.003 0.050 2,830 0.207 

H3 Social Valuel → 0.020 0.026 2,326 0.344 
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Hypothelsis Path 
Path 

Coelfficielnt 

f2 Elffelct 

Sizel 

T-

Statistics 

Original 

Samplel 

Customelr Satisfaction 

H4 
Customelr Satisfaction → 

Attitudel 
0.000 0.131 5,230 0.228 

H5 
El-Selrvicel Quality → 

Pelrceliveld Trust 
0.000 0.283 9,928 0.168 

H6 
El-Selrvicel Quality → 

Customelr Satisfaction 
0.002 0.046 3,128 0.212 

H7 
El-Selrvicel Quality →  

Continuancel Intelntion 
0.011 0.031 2,737 0.374 

H8 
El-Selrvicel Quality →  

Attitudel 
0.000 0.058 3,746 0.470 

H9 
El-Selrvicel Quality → 

Elffort Elxpelctancy 
0.000 0.162 7,250 0.070 

H10 
Attitudel → Continuancel 

Intelntion 
0.000 0.135 5,193 0.178 

H11 
Pelrceliveld Risk → 

Continuancel Intelntion 
0.002 0.040 3,000 0.146 

H12 
Elffort Elxpelctancy → 

Continuancel Intelntion 
0.216 0.060 1,157 0.161 

Hypothelsis 1 statels that pelrceliveld trust has a significant positivel elffelct on customelr satisfaction. 

Baseld on thel relsults of hypothelsis telsting in tablel 4.5, p-valuels gelt a valuel of 0.038 which is 

smallelr than 0.05 which melans pelrceliveld trust has influelncel ovelr customelr satisfaction. Theln 

look at thel valuel of thel original samplel obtaineld by 0.341, which melans a positivel elffelct. If you 

selel valuelt-statistics obtaineld by 2.081 arel grelatelr than 1.65, it is said to bel significant. Baseld 

on thelsel relsults it can bel concludeld that hypothesis 1 is accepted, that is pelrceliveld trust has a 

significant positivel elffelct on customelr satisfaction. Hypothelsis 2 statels that convelnielncel has a 

significant positivel elffelct on customelr satisfaction. Baseld on thel relsults of hypothelsis telsting 

in tablel 4.5, p-valuels gelt a valuel of 0.003 which is smallelr than 0.05 melans convelnielncel has 

influelncel ovelr customelr satisfaction. Theln looking at thel valuel of thel original samplel obtaineld 

by 0.207 melans a positivel elffelct. If you selel valuel t-statistics obtaineld at 2.830 is grelatelr than 

1.65, it is said to bel significant. Baseld on thelsel relsults it can bel concludeld that hypothesis 2 is 

accepted, that convelnielncel has a significant positivel elffelct on customelr satisfaction. 

Hypothelsis 3 statels that social valuel has a significant positivel elffelct on customelr satisfaction. 

Baseld on thel relsults of hypothelsis telsting in tablel 4.5p-valuels gelt a valuel of 0.020 which is lelss 

than 0.05, that is social valuel havel influelncel ovelr customelr satisfaction. Theln look at thel value l 

of thel original samplel obtaineld by 0.344 melans a positivel elffelct. If you selel valuel t-statistics 

obtaineld at 2.326 is grelatelr than 1.65, it is said to bel significant. Baseld on thelsel relsults it can 

bel concludeld that hypothesis 3 is accepted, that is social valuel has a significant positivel elffelct 

on customelr satisfaction. Hypothelsis 4 statels that customelr satisfaction has a significant 

positivel elffelct on attitudel. Baseld on thel relsults of hypothelsis telsting in tablel 4.5p-valuels gelt a 

valuel of 0.000 which is lelss than 0.05, that is customelr satisfaction has an influelncel ovelr 

attitudel. Theln look at thel valuel of thel original samplel obtaineld by 0.228 melans a positivel elffelct. 

If you selel valuel t-statistics obtaineld at 5.230 is grelatelr than 1.65, it is said to bel significant. 
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Baseld on thelsel relsults it can bel concludeld that hypothesis 4 is accepted, that is customelr 

satisfaction has a significant positivel elffelct on attitudel. 

Hypothelsis 5 statels that el-selrvicel quality has a significant positivel elffelct on pelrceliveld trust. 

Baseld on thel relsults of hypothelsis telsting in tablel 4.5p-valuels gelt a valuel of 0.000 which is lelss 

than 0.05, that isel-selrvicel quality has influelncel ovelrpelrceliveld trust. Theln look at thel value l 

original samplel obtaineld by 0.168 melans a positivel elffelct. If you selel valuelt-statistics obtaineld 

at 9.928 arel grelatelr than 1.65, it is said to bel significant. Baseld on thelsel relsults it can be l 

concludeld that hypothesis 5 is accepted, that el-selrvicel quality has a significant positivel elffelct 

on pelrceliveld trust. Hypothelsis 6 statels that el-selrvicel quality has a significant positivel elffelct on 

customelr satisfaction. Baseld on thel relsults of hypothelsis telsting in tablel 4.5p-valuels gelt a valuel 

of 0.002 which is lelss than 0.05, that is el-selrvicel quality has influelncel ovelr customelr 

satisfaction. Theln look at thel valuel of thel original samplel obtaineld by 0.212 melans a positivel 

elffelct. If you selel valuel t-statistics obtaineld at 3.128 arel grelatelr than 1.65, it is said to bel 

significant. Baseld on thelsel relsults it can bel concludeld that hypothesis 6 is accepted, that el-

selrvicel quality has a significant positivel elffelct on customelr satisfaction. 

Hypothelsis 7 statels that el-selrvicel quality has a significant positivel elffelct on continuancel 

intelntion. Baseld on thel relsults of hypothelsis telsting in tablel 4.5p-valuels gelt a valuel of 0.011 

which is lelss than 0.05, that is el-selrvicel quality has influelncel ovelr continuancel intelntion. Theln 

look at thel valuel of thel original samplel obtaineld by 0.374 melans a positivel elffelct. If you selel 

valuelt-statistics obtaineld at 2.737 arel grelatelr than 1.65, it is said to bel significant. Baseld on 

thelsel relsults it can bel concludeld that hypothesis 7 is accepted, that el-selrvicel quality has a 

significant positivel elffelct on continuancel intelntion. Hypothelsis 8 statels that el-selrvicel quality 

has a significant positivel elffelct on attitudel. Baseld on thel relsults of hypothelsis telsting in tablel 

4.22p-valuels gelt a valuel of 0.000 which is lelss than 0.05, that isel-selrvicel quality has influelnce l 

ovelr attitudel. Theln look at thel valuel of thel original samplel obtaineld by 0.470 melans a positivel 

elffelct. If you selel valuel t-statistics obtaineld at 3.746 arel grelatelr than 1.65, it is said to bel 

significant. Baseld on thelsel relsults it can bel concludeld that hypothesis 8 is accepted, that is el-

selrvicel quality has a significant positivel elffelct on attitudel. 

Hypothelsis 9 statels that el-selrvicel quality has a significant positivel elffelct on elffort elxpelctancy. 

Baseld on thel relsults of hypothelsis telsting in tablel 4.5p-valuels gelt a valuel of 0.000 which is lelss 

than 0.05, that is el-selrvicel quality has influelncel ovelr elffort elxpelctancy. Theln look at thel value l 

of thel original samplel obtaineld by 0.070 melans a positivel elffelct. If you selel valuelt-statistics 

obtaineld at 7.250 is grelatelr than 1.65, it is said to bel significant. Baseld on thelsel relsults it can 

bel concludeld that hypothesis 9 is accepted, that is el-selrvicel quality has a significant positivel 

elffelct on elffort elxpelctancy. Hypothelsis 10 statels that attitudel has a significant positivel elffelct 

on continuancel intelntion. Baseld on thel relsults of hypothelsis telsting in tablel 4.5p-valuels gelt a 

valuel of 0.000 which is lelss than 0.05, that is attitudel havel influelncel ovelr continuancel intelntion. 

Theln look at thel valuel of thel original samplel obtaineld by 0.178 melans a positivel elffelct. If you 

selel valuelt-statistics obtaineld by 5.193 is grelatelr than 1.65, it is said to bel significant. Baseld on 

thelsel relsults it can bel concludeld that hypothesis 10 is accepted, that is attitudel has a significant 

positivel elffelct on continuancel intelntion. 

Hypothelsis 11 statels that pelrceliveld risk has a significant nelgativel elffelct on continuance l 

intelntion. Baseld on thel relsults of hypothelsis telsting in tablel 4.5p-valuels gelt a valuel of 0.002 

which is lelss than 0.05, that is pelrceliveld risk havel influelncel ovelr continuancel intelntion. Theln 

look at thel valuel of thel original samplel obtaineld by 0.146 melans a positivel elffelct. If you selel 
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valuelt-statistics obtaineld by 3,000 is grelatelr than 1.65, it is said to bel significant. Baseld on 

thelsel relsults it can bel concludeld that hypothesis 11 is rejected, that is pelrceliveld risk doels not 

havel a significant nelgativel elffelct on continuancel intelntion. Hypothelsis 12 statels that elffort 

elxpelctancy has a significant positivel elffelct on continuancel intelntion. Baseld on thel relsults of 

hypothelsis telsting in tablel 4.5p-valuels gelt a valuel of 0.216 which is grelatelr than 0.05, that is 

elffort elxpelctancy has no elffelct on continuancel intelntion. Theln look at thel valuel of thel original 

samplel obtaineld by 0.161 melans a positivel elffelct. If you selel valuelt-statistics obtaineld by 1.157 

is smallelr than 1.65, it is said to bel insignificant. Baseld on thelsel relsults it can bel concludeld that 

hypothesis 12 is rejected, that is elffort elxpelctancy doels not havel a significant positivel elffelct 

on continuancel intelntion. 

5. Conclusion 

This relselarch was conducteld with thel aim of idelntifying thel influelncing factors continuance l 

intelntion LinkAja application uselrs in thel city of Bandung significantly. As for thelsel factors 

such asel-selrvicel quality, customelr satisfaction, attitudel, pelrceliveld trust, convelnielncel, social 

valuel, elffort elxpelctancy, and pelrceliveld risk. This relselarch obtaineld 260 relspondelnts who are l 

uselrs of thel LinkAja application in thel city of Bandung. In analyzing thel rellationship beltweleln 

variablels, this study usels data analysis telchniquels Partial Lelast Squarel (PLS) with softwarel 

SmartPLS v. 3.2.9. Baseld on thel analysis that has beleln donel prelviously, selvelral conclusions 

welrel obtaineld. Consumelr pelrcelption of el-selrvicel quality in thel LinkAja application can be l 

concludeld baseld on thel delscriptivel analysis of thel variablels el-selrvicel quality, whelrel thel avelrage l 

scorel relachels 4.15 and is includeld in thel good critelria. So, it can bel said that according to 

consumelr pelrcelptions, thel application LinkAja providel timelly and pelrsonalizeld selrvicels 

according to thel nelelds of thel uselrs. Baseld on thel relsults of thel analysis of hypothelsis 1 it can 

bel concludeld that pelrceliveld trust has a significant positivel elffelct on customelr satisfaction 

LinkAja application uselrs in thel city of Bandung. Baseld on thel relsults of thel analysis of 

hypothelsis 2, it can bel concludeld that convelnielncel has a significant positivel elffelct on customelr 

satisfaction LinkAja application uselrs in thel city of Bandung. Baseld on thel relsults of the l 

analysis of hypothelsis 3, it can bel concludeld that social valuel has a significant positivel elffelct 

on customelr satisfaction LinkAja application uselrs in thel city of Bandung. 

Baseld on thel relsults of thel analysis of hypothelsis 4, it can bel concludeld that customelr 

satisfaction has a significant positivel elffelct on attitudel LinkAja application uselrs in thel city of 

Bandung. Furthelrmorel, thel relsults of thel analysis of H5, H6, H7, H8, and H9 statel that el-selrvicel 

quality has a significant positivel elffelct on pelrceliveld trust, customelr satisfaction, continuancel 

intelntion, attitudel, and elffort elxpelctancy LinkAja application uselrs in thel city of Bandung. Theln 

thel relsults of thel analysis of hypothelsis 10 stateld that attitudel has a significant positivel elffelct 

on continuancel intelntion LinkAja application uselrs in thel city of Bandung. Baseld on thel relsults 

of thel analysis of hypothelsis 11, it can bel concludeld that pelrceliveld risk doels not havel a 

significant nelgativel elffelct on continuancel intelntion LinkAja application uselrs in thel city of 

Bandung. Whilel baseld on thel relsults of thel analysis of hypothelsis 12, it can bel concludeld that 

elffort elxpelctancy doels not havel a significant positivel elffelct on continuancel intelntion direlctly 

to LinkAja application uselrs in thel city of Bandung. 

Baseld on thel relsults of data analysis and hypothelsis telsting it was found that customelr 

satisfaction acts as an important deltelrminant that indirelctly affelcts continuancel intelntion. Wheln 

uselrs arel satisfield with thel LinkAja application, theln thely can form a positivel attitudel and in 

turn will continuel to usel thel application. On thel othelr hand, wheln customelr satisfaction 
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delcrelasels, it can causel thel uselr to stop using thel LinkAja application. Thelrelforel, thel LinkAja 

application selrvicel providelr must always carry out celrtain initiativels such as implelmelnting a 

simplelr paymelnt systelm with a uselr intelrfacel or elasy-to-usel app intelrfacel. This will not only 

elnrich thel uselr elxpelrielncel but also increlasel thel satisfaction lelvell of LinkAja application uselrs 

in thel city of Bandung. Though pelrceliveld risk doels not havel a significant nelgativel elffelct on 

continuancel intelntion for LinkAja application uselrs in thel city of Bandung, it is a good idela for 

LinkAja application selrvicel providelrs to always elnsurel thel selcurity of data or transactions madel 

by uselrs. Thelrel arel selvelral stratelgiels that companiels can implelmelnt. First, display a videlo 

illustrating thel usel of thel LinkAja application for paymelnts which is shown to uselrs for thel first 

timel so thely can undelrstand various felaturels rellateld to selcurity in using thel application. Selcond, 

thel LinkAja application may considelr including selcurity felaturels such as biomeltric 

idelntification or a multi-lelvell authelntication procelss for logging in, so that LinkAja application 

uselrs felell safel. Third, thel company must havel a propelr complaint handling melchanism in placel 

to relsolvel issuels quickly. Thel LinkAja application can add an elasily accelssiblel “Hellp” button 

felaturel, so that it will relducel thel uselr's anxielty lelvell wheln thelrel is a problelm. Thel most 

important factor in this study is thel quality of selrvicel or el-selrvicel quality. It is velry important 

for LinkAja application selrvicel providelrs to offelr quality selrvicels, so that uselrs havel confidelnce l 

in thel capabilitiels and relsponsivelnelss of selrvicel providelrs. Howelvelr, if selrvicel providelrs 

providel slow selrvicel, thel satisfaction lelvell of LinkAja application uselrs telnds to delcrelasel and 

elveln stop using thel application. 
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