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ABSTRACT

The change in the marketplace and society, customer expectations, regulations, and the impact of
globalization and efficiency require banks to focus more on services supported by information technology.
Hence, the direction of future IT development will focus more on developing applications and
infrastructure to support bank business needs. This study investigates and identifies the effect of e-service
quality, online experience, and lifestyle on customer loyalty. The data was gathered from a survey of 155
Nagari Mobile Banking users in Padang. The model was estimated using Structural Equation Model
(SEM), and this research data is in the form of primary data sourced from the questionnaire using a
purposive technique. The result of this study indicates that e-service quality has a positive and non-
significant effect on customer loyalty. On the other hand, online experience and lifestyle positively and
significantly impact customer loyalty.
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