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CHAPTER V 

CONCLUSION 

5.1. Conclusion 

The following are the primary conclusions that can be derived from the data 

findings and discussion presented in the previous chapter: 

5.1.1. Based on the Analysis of the Respondent’s Characteristic 

1. There are 220 respondents who eligible with the criteria; the customer age minimum 

17 years old & owned and used Gopay at least once in the last year. 

2. Based on characteristic of gender, the majority of the respondents are female (123 

respondents) and male (97 respondents). 

3. Based on characteristic of age, most of the respondents are people aged >30 years 

old (171 respondents). 

4. Based on the characteristic of last education, most respondents have a bachelor’s 

degree (120 respondents). 

5. Based on the characteristic of job, most respondents work as a private employee (77 

respondents). 

 6. Based on the characteristic of salary, most respondents have income >Rp. 5.001.000 

(134 respondents). 

5.1.2. Based on the result of PLS-SEM  

1.  H1 technical quality will have a positive impact towards attitudinal customer loyalty 

(H1 rejected). Based on these results, this means that there is no significant effect of 

technical quality to attitudinal customer loyalty.  

2. H4 technical quality will have a positive impact towards behavioral customer loyalty 

(H4 rejected). Based on these results, this means that there is no significant effect of 

technical quality to behavioral customer loyalty. 
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3. H2 functional quality will have a positive impact towards attitudinal customer 

loyalty (H2 Rejected). Based on these results, this means that there is no significant 

effect of functional quality towards attitudinal customer loyalty 

4. H5 functional quality will have a positive impact towards behavioral customer 

loyalty (rejected). Based on these results, this means that there is no significant effect 

of functional quality towards behavioral customer loyalty. 

5. H3 reputational quality will have a positive impact towards attitudinal customer 

loyalty (accepted). Based on these results, this means that there is a significant effect 

of functional quality towards attitudinal customer loyalty. 

6. H6 reputational quality will have a positive impact towards behavioral customer 

loyalty (H6 accepted). Based on these results, this means that there is a significant 

effect of functional quality towards behavioral customer loyalty. 

5.2. Managerial Implications 

The findings of this study have scientific value as they provide valuable insights for 

managerial decision-making and the development of marketing strategies, which are 

crucial for GoPay and other e-wallet services. 

1. On this research two out of six hypothesis are accepted, which is reputational quality 

affect attitudinal customer loyalty and behavioral customer loyalty. This means that 

GoPay have a good reputation and become a successful service in the society. From the 

image that GoPay create in the society, people are interested to recommend GoPay to 

others and many people that interested to try after that it become a behavior to use 

GoPay as their transaction at the end become a loyal customer. GoPay should maintain 

its reputation in society so Gopay not lose to their other e-wallet competitors. 

2. The service provider (GoPay) must work on technical and functional part of the 

service because from this research, technical quality and functional quality have an 

insignificant affect to the attitudinal and behavioral customer loyalty.  GoPay should 
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consider their marketing strategies following customer recommendations about their 

services (technical quality and functional quality). For examples by reading reviews on 

the Google Play Store and the App Store, such as what matters regarding functional 

quality and technical quality issues that make their rating bad. From this, GoPay can 

slowly improve its technical quality and functional quality so that it can influence a 

person's attitude and behavior so that they become loyal customers. 

3. For the consumer they can see data regarding the GoPay e-wallet which by look at 

the data it can be a reference for e-wallet users to determine which service provider is 

more suitable for them or which one is better for them to use for daily transactions. 

5.3. Research Limitation 

1. In the respondent’s criteria, the second criteria are only used Gopay at least once in 

the last year, this is a weakness of this research because it should be more than 3 or 5 

in the last year 

2.  The research carried out was only limited to Indonesia because the object used was 

e-wallet which is mostly used by Indonesian citizens. 

3. The e-wallet used is only GoPay which might give different results if you use other 

e-wallets or various types of e-wallets in the research. 

4. The variables used in this research are limited, which makes it possible to produce 

different results if other variables are added. 

5. Even though this research is using Theory Planned Behavior, this research hasn’t 

investigated the effect from Attitudinal Customer Loyalty to Behavioral Customer 

Loyalty. 
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5.4. Suggestion For Future Research 

1. For further research, can implement this research in other countries that use e-wallets 

for daily transaction. 

2. For further research can add or replace this research object with other existing e-

wallets such as ShopeePay, Dana, or another international e-wallet. 

3. For further research, more variables can be used to moderate the study, such as 

duration of service usage, marketing channels, and regulatory framework. This will 

provide more comprehensive insights into customer behavior in the digital era. 

4. For further research can add the effect from Attitudinal Customer Loyalty to 

Behavioral Customer Loyalty. 
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APPENDIX 2 

SPREADING THE QUESTIONNAIRE 
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