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ABSTRACT 

E-wallet is another form of money that is stored electronically in a system 

that is connected to the internet. E-wallet have replaced many ways of payment 

with debit and credit cards. The use of e-wallet is based on trust which is expected 

to provide a sense of satisfaction and also the emergence of a sense of love, so 

that users can do word of mouth about e-wallet to others. This study aims to 

determine the effect of trust in brand love, trust in satisfaction supported by 

experience, and how satisfaction and brand love supported by experience can 

bring up word of mouth. This study uses a quantitative approach using 

questionnaires and PLS methods using SmartPLS2. Respondents from this study 

were 226 people who owned and used e-wallet applications, collected using 

purposive sampling. The results of this study indicate that there is an influence of 

trust in brand love, trust in satisfaction, brand love in word of mouth, satisfaction 

in word of mouth, trust in word of mouth. However, there is a hypothesis that has 

no effect, namely when experience moderates the relationship of trust towards 

satisfaction, and experience that moderates the relationship of brand love with 

word of mouth. 
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