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ABSTRACT

The purpose of this research is to study the factors of E-Service quality for
enhancing the user satisfaction. This research is a Quantitative research, data was
collected by online questionnaire from 201 samples who have used mobile wallet
application. Data was analyzed by statistical methods; data validation, Validity test by
factor analysis, Reliability test with Cronbach’s alpha and Regression analysis with SPSS
program.

Results were that reliability, responsiveness, system availability, security,
relevance, understandability and adequacy were related to sample perception of
E-Service quality, in decreasing order of importance. Perception of the E-Service quality
was also related to satisfaction.

This research have suggestions for the entrepreneurs and application
developers improve application to continually improve user satisfaction. Aligning with
rapidly changing in user behavior and deepening by understanding of the primary
factors; relevance, understandability, system availability, security, reliability, adequacy

and responsiveness.
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