ABSTRACT

In 2019 PT Fintek Karya Nusantara launched the LinkAja Application
which migrated from the T-Cash, Mandiri e-cash, UnikQu, and T-Bank. As a
product of BUMN that has network support throughout Indonesia, LinkAja should
be able to become the number one e-wallet player because it has a great
opportunity to reach a bigger market share compared to other e-wallet
applicators. However, based on LinkAja Application, user data has not reached
the target and there is a gap between the realization of the user and the active
user of the Application. From these problems, LinkAja needs to increase the
number of active users by building consumer trust and intention to continue using
LinkAja. This study aims to analyze the factors that influence the continuance
intention to use the LinkAja Application in terms of gender using the Theory of
Diffusion of Innovation and Trust Building Framework. Researchers used the
SEM and PLS methods in analyzing data. The results of the study stated that
reputation is the most influence on trust, followed by variable mobility, security,
and customization. The trust variable positively influences the continuance
intention, while a higher perceived risk variable will reduce the intention to
continue using the LinkAja application. Also, the effect of Mobility and Reputation
on Trust is higher for male than female customers, while the effect of
Customization and Security on Trust is higher for women than for men.
Theoretical and practical implications are building LinkAja's reputation to be
widely known by the public and the management needs to promote the product
effectively and massive.
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