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ABSTRAK 

 

Rosiana. 2026. Analisis Kepercayaan, Persepsi Risiko, dan Kepuasan 

Generasi Z dalam Penggunaan Shopee PayLater di Banjarmasin. Skripsi, Program 

Studi Administrasi Bisnis, Fakultas Ilmu Sosial dan Ilmu Politik, Universitas 

Lambung Mangkurat. Pembimbing: Nurul Wahyuni, S.SOS, M.AB. 
 

Penelitian ini bertujuan mendeskripsikan kepercayaan, persepsi risiko, dan 

kepuasan pengguna Generasi Z terhadap layanan Shopee PayLater di Kota 

Banjarmasin. Metode yang digunakan adalah kualitatif deskriptif dengan 

wawancara semi-terstruktur terhadap lima informan yang dipilih secara purposive. 

Keabsahan data diuji melalui triangulasi sumber dan member check. 

 

Hasil penelitian menunjukkan kepercayaan Generasi Z berada pada kategori 

sangat kuat, dengan pengawasan Otoritas Jasa Keuangan (OJK) sebagai pilar utama 

kepercayaan berbasis institusi, didukung kompetensi teknis sistem dan transparansi 

biaya. Persepsi risiko bersifat multidimensional sesuai lima dimensi Featherman 

dan Pavlou (2003): risiko keuangan berupa kecemasan menjelang jatuh tempo 

tagihan, risiko privasi akibat kekhawatiran penyalahgunaan data, risiko kinerja 

yang minim karena stabilitas sistem, risiko psikologis sebagai dimensi paling 

kompleks yang memuat pergolakan batin terkait riba, serta risiko sosial berupa 

kecenderungan menyembunyikan penggunaan layanan. Kepuasan dinilai tinggi 

secara kognitif dan afektif, meski kepuasan konatif dibatasi pertimbangan religius. 

Analisis lanjutan menunjukkan kebijakan resmi Shopee PayLater turut membentuk 

pola kepercayaan dan risiko tersebut. 

 

Penelitian ini berkontribusi pada kajian perilaku konsumen digital dengan 

menegaskan relevansi risiko psikologis bernuansa religius dan kesesuaiannya 

dengan kebijakan resmi platform. 

 

Kata Kunci: Kepercayaan, Persepsi Risiko, Kepuasan, Generasi Z, Shopee 

PayLater, BNPL 
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ABSTRACT 

Rosiana. 2026. An Analysis of Trust, Perceived Risk, and Satisfaction of 

Generation Z in Using Shopee PayLater in Banjarmasin. Undergraduate Thesis, 

Business Administration Study Program, Faculty of Social and Political Sciences, 

Universitas Lambung Mangkurat. Supervisor: Nurul Wahyuni, S.SOS, M.AB. 

This study aims to describe the trust, risk perception, and satisfaction of 

Generation Z users regarding the Shopee PayLater service in Banjarmasin City. The 

method used is descriptive qualitative with semi-structured interviews of five 

informants who were purposively selected. Data validity was tested through source 

triangulation and member checking. 

The results indicate that Generation Z's trust falls into the very strong 

category, with the supervision of the Financial Services Authority (OJK) serving as 

the main pillar of institution-based trust, supported by the system's technical 

competence and cost transparency. Risk perception is multidimensional, aligning 

with the five dimensions of Featherman and Pavlou (2003): financial risk in the 

form of anxiety approaching billing due dates, privacy risk due to concerns over 

data misuse, minimal performance risk due to system stability, psychological risk 

as the most complex dimension involving inner conflict regarding riba 

(usury/interest), and social risk in the form of a tendency to conceal the use of the 

service. Satisfaction is rated highly both cognitively and affectively, although 

conative satisfaction is limited by religious considerations. Further analysis shows 

that Shopee PayLater's official policies also shape these patterns of trust and risk. 

This research contributes to the study of digital consumer behavior by 

affirming the relevance of religious-nuanced psychological risks and their 

alignment with the platform's official policies. 

 

Keywords: Trust, Risk Perception, Satisfaction, Generation Z, Shopee PayLater, 

BNPL 
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