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ABSTRACT 

The purpose of this study is to learn more about how Generation Z behaves when it comes to utilizing mobile banking 

in Indonesia. According to the findings, the participants in this research are university students who use Bank Nagari 

mobile banking services. Purposive sampling was used in this study with respondents criteria are Gen Z aged 18-24 

years old and mobile banking users who living in Padang city. In this study, there were 140 respondents, data was 

collected through online questionnaires, and data analysis was performed using the Smart PLS software. This study 

shows that (1) E-service quality has a favorable and statistically significant effect on e-loyalty. (2) Customer 

satisfaction is influenced by the e-service in a favorable and statistically significant way. (3) The quality of e-services 

is beneficial and significantly affected customer trust. (4) Customer satisfaction, both positive and substantial has a 

considerable effect on e-loyalty. (3) E-loyalty is influenced by many factors, the most crucial of which is customer 

trust. (6)  e-service quality positively and statistically significant effect on e-loyalty, with customer satisfaction as a 

mediator. (7) With consumer trust acting as a mediator, e-services quality has a negligible influence on e-loyalty. (8) 

Customer satisfaction has a positive and considerable impact on customers' level of trust in a company. 
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1. INTRODUCTION

By 2020, millennials will dominate the population in 

Indonesia with a portion of about 34 percent, followed 

by 20% of Generation X, and 13% of baby boomers 

(born 1946 to 1964). The millennials population will be 

potential market especially for digital industry. 

Furthermore, based on the results of a Research 

&Business Consulting survey in 2021 to 200 people 

who are gen Z aged 18-24 years showed the penetration 

rate of digital banking in the new generation Z reached 

30 percent [1]. As many as 70% still choose 

conventional accounts. Moreover, as many as 60 percent 

of generation Z is more fond of e-wallets that they 

consider a digital banking but actually is not same 

meaning because e-wallet access is using the availability 

of banking app. The terms of digital banking  is a form 

of digitization of all conventional banking activities and 

services, is still believed to be limited to mobile 

banking, which is a service that allows bank customers 

to make banking transactions via mobile phone or 

smartphone using menus that are already available 

through applications that can be downloaded by 

customers.  

It is likely that when this younger age was approached 

about opening a bank account, they would not identify 

the bank's name or brand recognition. They consider the 

reputation of the bank and loyal to transparent brand 

more than the sophistication of technology or 

applications in the internet banking system itself.  

The object of this study is Bank Nagari who developed 

the community's economy, especially in West Sumatra. 

Bank Nagari is one of bank in Padang that provides 

services for university students. Bank Nagari named 

their m-banking application “Nagari Mobile Banking”. 

They launched the m-banking application in November 

2018 [2]. Nagari Mobile Banking is designed to meet 

customers' needs for fast, easy, and secure transactions. 

Nagari Mobile Banking provides users with 

personalized services, including balance information, 

history of the last 10 transactions, transfers between 

accounts, bank transfers, payments for all financial 

needs, complete multi-billing purchases, and innovative 

management menus that exceed customer expectations 

should be done in front of the teller, now it can be done 

anytime, anywhere, without having to come to a bank 

branch office or Automated Teller Machine (ATM) ( 
[3]. With the m-banking feature at this bank, customers 

can use the bank more loyalty in the future or customer 

loyalty. Customer loyalty is a long-term competitive 

advantage for the organization, not only short-term 

since customer loyalty has strategic value, especially 

banking services. According to [4]. Definition of e-

loyalty to a brand is one of the brand assets. This is of 
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course very expensive in value because to build it, there 

are many challenges that must be faced and require 

large costs and a very long time. There are several 

aspects that can increase e-loyalty to companies that 

will be discussed in previous studies, namely e-service 

quality mediated by customer satisfaction and trust [5]. 
Other studies have examined the link between e-service 

quality and e-loyalty, specifically in the role of customer 

satisfaction and trust as mediators. [6]. This study will 

investigate the influence of factors including e-service 

quality, customer satisfaction, and trust using mobile 

banking of Bank Nagari in Padang city on gen Z's e-

loyalty.  

2. LITERATURE REVIEW

2.1 e-Loyalty 

E-loyalty can be referred to as “customer's willingness

to maintain a stable future relationship and to engage in

repeat visit behavior and/or purchase of online

products/services, using the company's website as the

first choice among alternatives, backed by favorable

beliefs and emotions. positive towards online

companies, despite situational influences and marketing

efforts that lead to transfer behavior” [7].

According to [5] and [8] the factors that influence e-

loyalty are as follows: 
1. Customer Satisfaction is a feeling that is

obtained before performing the performance
and after being felt.

2. Customer Trust, a person's belief in certain
services or products.

3. e-Service Quality which is perceived service for
certain services or products in the internet
network.

2.2. e-Service Quality 

E-service quality, as opposed to traditional service

quality, was described as the total evaluation and

assessment of services' quality over the internet [9]. [10]

Furthermore, e-service quality is an overall customer

evaluation and assessment of the electronic service

delivery quality in the online market, which is defined

as follows: Customer service quality is a fundamental

factor in a company's long-term performance and a

determinant of competitive advantage. [10]. Based on

research conducted by [5], e-service quality indicators

are:

 Products and services

 Comfort

 Interactive support

2.3. Customer Satisfaction 

According to [11], customer satisfaction is a crucial 

predictor of customer loyalty. Customer satisfaction is a 

metric that measures how effectively a company's 

services meet or exceed the expectations of its 

customers. This satisfaction is obtained through the 

expectations that consumers have for the services that 

provided, if reliability, security, ease of use, etc are 

fulfilled by the service, customer satisfaction will be 

high. Customer satisfaction, defined as meeting the 

wants and expectations of customers [12], is the 

fundamental principle of marketing. 

Customer satisfaction indicators in this study adopt from 

research that has previously been conducted by [5] 
namely:  

 Happy.

 Belief.

 Satisfaction.

2.4  Customer Trust 

According to [13], customer trust is vital for preserving 

relationships and rebuilding loyalty to service providers. 

Customer trust is a trust formed in view of experience 

related to a company determined based on past 

experience offering customers multiple opportunities to 

assess the company's capacity, kindness, and trust [14]. 
Customer trust is a positive expectation of the service 

provider's favourable behaviour by revising the services 

provided [15] . 
Based on research conducted by [5] ,there are three 

indicators that affect customer trust:  

 Secure transaction.

 Trust the security of personal information.

 Believe there is no misuse of personal

information.

2.5 The Relationship Between Variables 

2.5.1. e-service quality and e-loyalty 
based on a study by [9], various research supported the 

theoretical relationship between e-service quality and 

client e-loyalty, demonstrating that features of e-service 

quality had a positive and significant effect on e-loyalty.  

2.5.2. e-service quality and  customer satisfaction 

Based on a study conducted by [16], e-service quality 

has a significant positive effect directly on customer 

satisfaction.  

2.5.3. e-service quality and  customer trust 

According to [17],  e-service quality is expected to 

contain a direct effect on customer trust, because they 
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provide a signal of trust that is conveyed from the site 

and system to the customer. 

2.5.4. Customer satisfaction and e-loyalty 

Based on the study conducted by [18], customer 

satisfaction has a direct link and mediates e-loyalty. 

This is evident from the results of this study and 

demonstrates satisfaction from m-banking on previous 

interactions has a positive influence on the loyalty 

2.5.5. Customer trust  and e-loyalty 

In research conducted by [19] proved that customer 

trust influences e-loyalty this research examines the 

relationship of customer trust to e-loyalty in e-service 

quality in e-commerce. Another study that proves that 

the influence of customer trust on e-loyalty is research 

conducted by [20] which examined the relationship that 

e-loyalty is affected by customer trust in e-commerce.

2.5.5. Customer satisfaction  and trust 

Customer trust, rather than just customer satisfaction, 

according to a study by [21], is the company's ultimate 

aim if it wants to keep consumers over an extended 

period. When it comes to client retention, service 

providers must consider elements other than customer 

satisfaction, such as customer trust, to keep consumers. 

2.6 Conceptual Framework 
To see more clearly the relationship of each variable 

that has been described above, the form of the 

conceptual framework is as follows: 

 

Figure 1 Conceptual Framework 

Hypotheses : 
- H1: the e-loyalty of m-banking users is

positively affected by e-service quality.

- H2: customer satisfaction of m-banking users is
positively affected by e-service quality.

- H3: E-Service Quality has a beneficial
influence on Customer Trust of m-Banking
users

- H4: E-Loyalty of m-Banking users is positively
affected by customer satisfaction.

- H5: Customer trust has a beneficial influence
on the e-loyalty of m-banking users.

- H6: Customer trust of m-banking users is
positively affected by customer satisfaction.

- H7: e-service quality has a positive impact on
e-loyalty mediated by customer satisfaction of
m-banking users.

- H8: e-service quality has a positive impact on e-
loyalty mediated by customer trust of m-
banking users.

3. RESEARCH METHODS

The is a quantitative descriptive study that is sourced 

from primary data collected through online 

questionnaires with Likert scale. The population this 

study is the university students who living in Padang 

city. Probability sampling with purpose sampling with 

respondent criteria are Gen  Z aged 18-24 and mobile 

banking user of Bank Nagari.  

Sampling can be taken depending on the number of 

indicators multiplied by 5 to 20". So in this study the 

number of indicators used is 14, so the sample of this 

study 140 with using formulation [22] is as follows: 

Sample = Number of Indicators x 10 = 14 x 10 = 140  

Data were analyzed with PLS and classified based on 

the measurement model and tested using the structural 

model where validity testing was used which in this 

study involves two methods, namely convergent 

validity, and discriminant validity. Subsequently, a 

reliability test would be performed as indicated from 

Cronbach's alpha and composite reliability values, as 

well as the structural model by testing r square, q 

square, and goodness of fit. This is performed to decide 

the effect and link direction between variables and 

assess variables' significance.  

4. RESULTS AND DISCUSSION

The validity and reliability of the instrument are tested 

in the measurement model test (outer model). For the 

validity test, this was performed to determine the extent 

of the measuring ability of the instrument. This test aims 

to measure the quality of the instrument used and 

demonstrates the validity of an instrument and the 

extent of defining a concept by a measure [22]. The 

validity test is measured by convergent validity which 

requires that the loading factor value received be higher 

than 0.7 and the average variance extracted (AVE) value 

should be greater than 0.5. This study's validity test 

passed with a minimum score for the construct validity 

test. Table 1 shows the outcome for outer loading. 

Customer 

Satisfactio

n

e-

Service 

Quality 
e-

Loyalty 

Customer 

Trust 
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Table 1. Outer Loading

 

Cross loading value testing should be supported with the 

root results of Average Variance Extract (AVE) on 

latent variable correlations to strengthen the valid 

discriminant validity test. Here are the results of root 

AVE testing on latent variable correlations seen in table 

2 :

Table 2 

Output AVE 

Discriminant validity correlates to the principle that 

different construct gauges should not be high-correlated. 

Table 3 

Discriminant Validity 

The cross loading value that discriminant validity shows 

in table 3, the value of the variable score to the indicator 

is higher than the value of the variable score to other 

indicators. It can be concluded that all indicators tested 

in the study are declared valid. 

Reliability test measurement is carried out by examining 

the output value of composite reliability. Here are the 

results of rehabilitation tests on each latent variable with 

the help of SmartPLS software. 

Table 4 

Reliability Test 

Based on Table 4 This indicates that variables have 

good rehabilitation or are able to measure their 

constructs. A variable sufficiently reliability can be that 

variable has Cronbach alpha > 0.6 and composite 

reliability > 0.7.  

Table 5 Hypotheses Results 

4.1. E-service quality has a significant positive effect on 

e-loyalty

The result is backed by a previous study performed by

[23], which states that good e-service quality is defined

by the perceived quality of e-service quality that directs

to customer satisfaction. Moreover, this is appropriate

with the existing literature that customer satisfaction

with electronic media will be defined by the perceived

quality of e-service, and this affects the loyalty of online

retailers.

4.2.  E-service quality has a significant positive effect on 

customer satisfaction 

The result was also appropriate with those obtained by 

[24] and shows that e-service quality has a beneficial

impact on e-satisfaction, as a company’s service quality

can either improve or reduce the satisfaction of

customers after a transaction.

4.3. E-service quality  has a significant positive effect on 

customer trust  

The outcomes of this study match previous research 

[25], which found that "customer trust" from offline to 

online providers is not as strong as digital banking with 

other e-service qualities. Digital banking consumers 

have high-security expectations because of the financial 

services character and the hazards connected with the 

internet. 
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4.4 Customer satisfaction  has a significant positive 

effect on e-loyalty 

This may be observed from the findings of research 

conducted by [18], which says that based on previous 

interactions, satisfaction from m-banking has a 

positively affected customer loyalty, and that customer 

satisfaction has a direct link with e-loyalty mediating it. 

Customers' satisfaction and e-loyalty are also linked 

directly and indirectly. 

4.5. Customer trust  has insignificant effect on e-loyalty  

This is supported with previous study conducted by 

[26], the customer trust not significant effect on e-

loyalty. In this case, it is possible because Generation Z 

has little experience interacting using services provided 

by conventional bank. The trust of gen z customer have 

different habits with previous generation which gen Z 

have higher expectation and preferences in using mobile 

banking. If they feel the banking app not support their 

expectation they will easily  switch to other digital 

banking. On the other hand, a financial services firm 

that wants to build trust with the gen Z segmentation 

must be upfront and honest about their charges, be open 

to dialogue with them, be transparent about their actions 

involving the personal assets of their customers, and be 

authentic in their service delivery to build trust. 

4.6. E-service quality  has a significant positive effect on 

e-loyalty with customer satisfaction  as a mediation

This results was supported  by previous study

conducted by [27] which states that customer

satisfaction can mediate between two other concepts

because once the service quality is not satisfying, the

customer will be disloyal. Furthermore, service quality

can be measured by developing an e-service quality

scale.

4.7. E-service quality has a significant positive effect on 

e-loyalty with customer trust  as mediation

This results was supported with previous research

conducted by [19] , it proves that customer trust affects

e-loyalty however previous study examines the

relationship between customer trust and e-loyalty in e-

service quality in e-commerce.

4.8. Customer satisfaction has a significant positive 

effect on customer trust  

According to the prior study by [21], customer 

trust, rather than just customer satisfaction, is the 

company's ultimate aim to keep consumers for a lengthy 

period. When it comes to client retention, service 

providers must consider elements other than customer 

satisfaction, such as customer trust, to keep consumers. 

AUTHORS’ CONTRIBUTIONS 

This research examines aspects of e-service quality, as 

well as customer satisfaction and trust. Also, the quality 

against customer satisfaction, trust, and e-loyalty have a 

direct relationship and indirect relationship mediated by 

customer satisfaction and trust. Meanwhile customer 

trust does not directly or indirectly affect to e-loyalty. 

The loyalty of Gen Z not based on customer trust but 

focus on products or service experience. To some 

extent, we can say that gen Z conversion standards are 

higher than those of previous generations.  Thus, it can 

be concluded that the trust of gen z as mobile users in 

this study not impact to loyalty because the gen z is easy 

to  opening an account at another digital bank.  

REFERENCES 

[1]https://finansial.bisnis.com/read/20210414/90/13809

72/survei-rb-consulting-tingkat-penetrasi-digital-

banking-milenial-baru-30-persen 

[2] https://sumbar.antaranews.com/berita/457605/bank-

nagari-fasilitasi-mobile-banking-dan-nagari-cash-

management-psp-padang [3] C. Baier, J-P.

Katoen, Principles of Model Checking, MIT Press,

2008.

[3]https://play.google.com/store/apps/details?id=com.xli

nk.xmobilebankingadnagari&hl=en&gl=US

[4] Hossain, S., & Rahman, M. F. (2021). Impact of

customers ’ interpersonal interactions in social

commerce on customer relationship management

performance. 4(1), 161–181.

https://doi.org/10.1108/JCMARS-12-2020-0050

[5] Chu, P. Y., Lee, G. Y., & Chao, Y. (2012).

Service quality, customer satisfaction, customer

trust, and loyalty in an e-banking context. Social

Behavior and Personality, 40(8), 1271–1284.

https://doi.org/10.2224/sbp.2012.40.8.1271

[6] Al-dweeri, R. M., Ruiz Moreno, A., Montes, F. J.

L., Obeidat, Z. M., & Al-dwairi, K. M. (2019).

The effect of e-service quality on Jordanian

student’s e-loyalty: an empirical study in online

retailing. Industrial Management and Data

Systems, 119(4), 902–923.

https://doi.org/10.1108/IMDS-12-2017-0598

[7] Toufaily, E., Ricard, L., & Perrien, J. (2013).

Customer loyalty to a commercial website:

Descriptive meta-analysis of the empirical

literature and proposal of an integrative model.

Journal of Business Research, 66(9), 1436–1447.

https://doi.org/10.1016/j.jbusres.2012.05.011

[8] Ghane, S., Fathian, M., & Gholamian, M. R.

(2011). Full relationship among e-satisfaction, e-

trust, e-service quality, and e-loyalty: The case of

Iran e-banking. Journal of Theoretical and

Applied Information Technology, 33(1), 1–6.

[9] Sathiyavany, & Shivany. (2018). E-Banking

Service Qualities, E-Customer Satisfaction, and e-

Loyalty: A conceptual Model. The International

Advances in Economics, Business and Management Research, volume 222

251



Journal of Social Sciences and Humanities 

Invention, 5(6), 4808–4819. 

[10] Carlson, J., & O’Cass, A. (2011). Developing a

framework for understanding e-service quality, its

antecedents, consequences, and mediators.

Managing Service Quality, 21(3), 264–286.

https://doi.org/10.1108/09604521111127965

[11] Cruz, & Vitales, A. (2015). Relationship between

product quality and customer satisfaction. Walden

Dissertations and Doctoral Studies, 2(2), 38.

http://scholarworks.waldenu.edu/dissertations

[12] Kim, S. H., Kim, M. S., & Lee, D. H. (2016). The

effects of personality traits and congruity on

customer satisfaction and brand loyalty: Evidence

from coffee shop customers. In Advances in

Hospitality and Leisure (Vol. 12).

https://doi.org/10.1108/S17453542201600000120

01

[13] Choi, B., & La, S. (2013). The impact of

corporate social responsibility (CSR) and

customer trust on the restoration of loyalty after

service failure and recovery. Journal of Services

Marketing, 27(3), 223–233.

https://doi.org/10.1108/08876041311330717

[14] Mohd-Any, A. A., Mutum, D. S., Ghazali, E. M.,

& Mohamed-Zulkifli, L. (2019). To fly or not to

fly? An empirical study of trust, post-recovery

satisfaction and loyalty of Malaysia Airlines

passengers. Journal of Service Theory and

Practice, 29(5–6), 661–690.

https://doi.org/10.1108/JSTP-10-2018-0223

[15] Lee, I. T., Choi, J., & Kim, S. (2021). Effect of

benefits and risks on customer’s psychological

ownership in the service industry. Asia Pacific

Journal of Marketing and Logistics.

https://doi.org/10.1108/APJML-08-2020-0608

[16] Solimun, S., & Fernandes, A. A. R. (2018). The

mediation effect of customer satisfaction in the

relationship between service quality, service

orientation, and marketing mix strategy to

customer loyalty. Journal of Management

Development, 37(1), 76–87.

[17] Sukanya Kundu, S. K. D. (2017). rr vr Impact of

trust on the relationship of e-service quality

Impact of trust on the relationship of e-service

quality and customer satisfaction relationship of

e-service quality and customer satisfaction.

[18] Thakur, R. (2014). What keeps mobile banking

customers loyal? International Journal of Bank

Marketing, 32(7), 628–646.

https://doi.org/10.1108/IJBM-07-2013-0062

[19] Al-Adwan, A. S., & Al-Horani, M. A. (2019).

Boosting customer e-loyalty: An extended scale of

online service quality. Information (Switzerland),

10(12), 1–27.

https://doi.org/10.3390/info10120380

[20] Ribbink, D., Streukens, S., Van Riel, A. C. R., &

Liljander, V. (2004). Comfort your online

customer: Quality, trust and loyalty on the

internet. Managing Service Quality: An 

International Journal, 14(6), 446–456. 

https://doi.org/10.1108/09604520410569784 

[21] Nasrin Danesh, S., Ahmadi Nasab, S., & Choon

Ling, K. (2012). The Study of Customer

Satisfaction, Customer Trust and Switching

Barriers on Customer Retention in Malaysia

Hypermarkets. International Journal of Business

and Management, 7(7), 141–150.

https://doi.org/10.5539/ijbm.v7n7p141

[22] Hair, J. F., Black, W. C., Babin, B. J., Anderson,

R. E., Black, W. C., & Anderson, R. E. (2018).

Multivariate Data Analysis.

https://doi.org/10.1002/9781119409137.ch4

[23] Arcand, M., PromTep, S., Brun, I., & Rajaobelina,

L. (2017). Mobile banking service quality and

customer relationships. International Journal of

Bank Marketing, 35(7), 1066–1087.

https://doi.org/10.1108/IJBM-10-2015-0150

[24] Sativa, A., & Astuti, S. R. T. (2016). Analisis

Pengaruh E-Trust dan E-Service Quality terhadap

E-Loyalty dengan E-Satisfaction sebagai Variabel

Intervening ( Studi pada Pengguna E-Commerce

C2C Tokopedia ). Management, 5(3), 1–10.

[25] Loonam, M., & O’Loughlin, D. (2008). Exploring

e-service quality: A study of Irish online banking.

Marketing Intelligence and Planning, 26(7), 759–

780. https://doi.org/10.1108/02634500810916708

[26] Yuli Widowati,  Hapsari. (2016). Analisis Faktor

Pembentuk E-Loyalty. Ajie, 1(2), 115–130.

https://doi.org/10.20885/ajie.vol1.iss2.art3

[27] Aladwani, A. M. (2006). An empirical test of the

link between web site quality and forward

enterprise integration with web consumers.

Business Process Management Journal, 12(2),

178–190.

https://doi.org/10.1108/14637150610657521

Advances in Economics, Business and Management Research, volume 222

252

http://scholarworks.waldenu.edu/dissertations
https://doi.org/10.1108/APJML-08-2020-0608

