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ABSTRAK 

 

Virginia Aulleria D. Palar: 
             Skripsi 
             Pengaruh Perceived Usefulness dan Perceived Trust Terhadap Continuance Intention  
             Melalui Customer Satisfaction Pengguna Shopeepay Di Kalangan Generasi Z 
      
             Dalam penelitian ini bertujuan untuk menganalisis pengaruh perceived usefulness dan 
perceived trust terhadap continuance intention melalui customer satisfaction pada pengguna 
Shopeepay di kalangan generasi Z. Kemudahan dan kegunaan yang dirasakan, serta kepercayaan 
terhadap layanan mobile wallet, menjadi faktor penting yang dapat memengaruhi kepuasan dan 
niat berkelanjutan untuk menggunakan layanan tersebut. Metode penelitian kuantitatif 
digunakan dengan menyebarkan kuesioner kepada sampel pengguna Shopeepay dari kalangan 
generasi Z. Data yang terkumpul dianalisis menggunakan analisis jalur (path analysis) untuk 
menguji hipotesis penelitian. Hasil penelitian menunjukkan bahwa perceived usefulness dan 
perceived trust berpengaruh terhadap customer satisfaction, dan customer satisfaction 
berpengaruh terhadap continuance intention. Temuan ini memberikan wawasan berharga bagi 
penyedia layanan Shopeepay dalam meningkatkan kepuasan dan mempertahankan pengguna 
dari kalangan generasi Z. 
 
Kata Kunci: perceived usefulness, perceived trust, continuance intention, customer satisfaction, 
shopeepay, generasi z. 

ABSTRACT 
 
 

Virginia Aulleria D. Palar: 
             Undergraduate Thesis 
             Pengaruh Perceived Usefulness dan Perceived Trust Terhadap Continuance Intention  
             Melalui Customer Satisfaction Pengguna Shopeepay Di Kalangan Generasi Z 
 
             This research aims to analyze the influence of perceived usefulness and perceived trust 
on continuance intention through customer satisfaction among Shopeepay users among 
generation Z. Perceived ease and usefulness, as well as trust in mobile wallet services, are 
important factors that can influence satisfaction and continuance intention to use the service.  
Quantitative research methods were used by distributing questionnaires to a sample of 
Shopeepay users from generation Z. The data collected was analyzed using path analysis to test 
the research hypothesis. The research results show that perceived usefulness and perceived 
trust influence customer satisfaction, and customer satisfaction influences continuance 
intention. These findings provide valuable insight for Shopeepay service providers in increasing 
satisfaction and retaining users from generation Z. 
 
Keywords: perceived usefulness, perceived trust, continuance intention, customer satisfaction, 
shopeepay, generation z. 
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