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Mediating Role Of User Satisfaction In E-Service Quality And User Experience On
Loyalty Of Buy Now Pay Later (BNPL) Application Users
(Survey on Gen Z in Padang City)
Thesis by: Muhammad Retsu Razaq
Thesis Supervisor: Prof. Dr. Vera Pujani, SE, MM.Tech

ABSTRACT

This study analyzes and discusses the mediating role of user satisfaction in e-service quality and
uscr experience on the loyalty of Buy Now Pay Later (BNPL) application users: a survey of Gen
Z in Padang City. The research sample consisted of users or former users of BNPL applications,
particularly Gen Z in Padang City, with a total sample size of 170. Data analysis was conducted
using Smart PLS 4.0 software. The findings of this study indicate that E-Service Quality and
User Experience positively and significantly influence User Satisfaction. E-Service Quality and
User Satisfaction also positively influence Loyalty. A key finding shows that while User
Experience does not directly influence Loyalty, its influence becomes significant when mediated
by User Satisfaction.
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