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Abstract. The rapid increase in the number of fintech companies in Indonesia in the past three years 
has attracted the attention of many stakeholders, including the government, investors, conventional 
bank management, and even the general public. The phenomenon of the development of peer-to-
peer  lending fintech companies in Indonesia is supported by the increasing demand of consumers. 
The research objective is to provide insight into the determinants of consumer interest in using 
fintech applications, using the technology acceptance model  by added e-trust variables . The data 
analysis method used structural equation modeling with WarpPLS 6.0 software. Questionnaires 
were distributed to fintech consumers in Indonesia, with a total sample of 379 respondents. The 
results of this study indicate that the dimensions of e-trust contribute to determining the perceived 
usefulness, perceived ease of use, attitude to adopt peer-to-peer lending fintech services, and 
intention to use peer-to-peer lending applications. 
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1. Introduction 

The term fintech is an abbreviation of the words "financial" and "technology " that 
means an innovation in the field of financial services that combines technology and financial 
service activities (Schueffel, 2016; Ketterer, 2017). Fintech is a new sector in the financial 
industry that combines various technologies to support trade, corporate business, and 
services to retail consumers (Gibson, 2015; Micu and Micu, 2016; Temelkov, 2018). It has 
been very popular in various countries in the last ten years (Arner et al., 2015; 
Prawirasasra, 2018; KPMG, 2018; Jünger and Mietzner, 2019). Indonesia has great potential 
for the development of fintech. With a population of around 250 million and gross domestic 
product in the first quarter of 2018 reached IDR 3,505.3 trillion (Badan Pusat Statistik, 
2018). Fintech is one of product that born in the digital era and this is innovation for 
financial industry (Berawi, 2014; Accenture, 2019). This can be seen from the popularity of 
fintech in Indonesia, which is in line with the increasing use of internet services and number 
of smartphone users. However, the results of Sjamsudin's study (2019) show that the 
market share of fintech in the financial services sector is still relatively small compared to 
the market share of banks. But, the rapid increase in the number of fintech companies in 
Indonesia  over  the  past  three  years  has  attracted  the  attention  of  many stakeholders, 
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including the government, investors, conventional bank management, and even the general 
public (Davis et al., 2017; Otoritas Jasa Keuangan, 2017; Dipa, 2018).  

Fintech can be divided into four sectors, namely e-payment/e-wallet, crowdfunding and 
peer-to-peer lending, risk and investment management, and market aggregators (Bank 
Indonesia, 2017). According to Hadad (2017), fintech in Indonesia increased every year until 
2016; there are 165 fintech listed in the Indonesian Fintech Association and Indonesian 
Government Financial Services Authority (Otoritas Jasa Keuangan, 2017). The most widely 
developed is fintech for payment systems (e-payment/e-wallet) is 42% , while peer-to-peer 
lending is18% (Hadad, 2017; Otoritas Jasa Keuangan, 2017; Dipa, 2018; Duwitmu, 2019; 
Franedya, 2019; Setyowati, 2019; Sjamsudin, 2019). The role of fintech is expected to 
provide equal distribution of the welfare of the population in Indonesia, especially by 
encouraging micro, small, and medium enterprises (KPMG, 2018).  

Peer-to-peer lending is a fintech that is suitable for providing limited capital solutions 
for small and medium enterprises. The total increase in lender account entities in Java, 
outside Java, and abroad from 2017 to July 2019 was 149.94% (Otoritas Jasa Keuangan, 
2017; AlphaJWCVentures, 2019; Kurniawan et al., 2019). The fintech peer-to-peer lending 
operating system offers convenience for its users through web-based platforms  and 
smartphone applications  (Kurniawan et al., 2019; Suyanto and Kurniawan, 2019). In 
addition, there were 52 companies using applications on their website or web-based 
platforms. Peer-to-peer lending offers easy terms, flexible guarantees, and speed of service 
to borrowers to obtain loans through fintech services with competitive interest rates (Aaron 
et al., 2017; Hadad, 2017; Nursyirwan, 2018; Sjamsudin, 2019). The average time to process 
a loan disbursement is between 2– 3 days. Behind the convenience of fintech there are some 
risks that can be dangerous for users (Xie et al., 2016; Suyanto and Kurniawan, 2019). 
According to Giudici (2018), investing in peer-to-peer lending has a high risk because peer-
to-peer platforms have less information about their borrowers, compared to banks, and are 
less able to handle asymmetric information. 

Although peer-to-peer lending services have a variety of risks in their use, several 
studies have shown an increase in the interest of companies, markets, and the public in using 
these services (Magee, 2011; Frame and White, 2014; Xie et al., 2016; Prayogo, 2017; 
Otoritas Jasa Keuangan, 2019; Gozali et al., 2020). The number of fintech service providers 
continues to increase, and some of the results of previous studies conclude that consumer 
acceptance is a major determinant of the development of fintech in a country (Agarwal et al., 
2009; Ben Mansour, 2016). Referring to Alalwan et al. (2015), Candra (2013), and Suyanto 
and Kurniawan (2019) has confirmed the results of previous studies that the resistance 
factor is a major barrier for consumers in adopting technology-based financial services. This 
study aims to provide information about the factors that influence a prospective customer's 
acceptance of these services and these findings will help service providers or start-ups in 
designing appropriate fintech lending promotion strategies so that, in the long run, they can 
contribute to spurring digital economic growth in Indonesia. 
 
2. Literature Review  

In this study the technology acceptance model (TAM) was used to measure the level of 
acceptance and utilization of a consumer technology. The TAM understands that behavioral 
intention is a significant determinant in the actual use of a system. The TAM also shows that 
behavioral intention is determined by two important things, namely perceived usefulness 
and perceived ease of use (Davis, 1989; Taylor and Todd, 1995; Venkatesh and Davis, 1996). 
Research conducted by Ben Mansour (2016) states that perceived usefulness is the main 
factor that has a direct impact on intention to use, determines a large proportion of attitude, 
and mediates the perceived ease of use of behavioral intentions. Therefore, by having a high 
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perceived ease of use, the user will also have a high perceived usefulness (Ezzi, 2014). Thus, 
in this study it is hypothesized that there is an effect of perceived ease of use on perceived 
usefulness. Based on research conducted by Ezzi (2014), perceived ease of use is related to 
the extent to which a person believes that using technology will be relatively free from 
difficulties. Users who see the technology as having high ease of use will most likely try to 
enjoy the technology. So, the second hypothesis in this study is that there is an effect of 
perceived ease of use on attitude. 

As stated in research (Nui Polatoglu and Ekin, 2001; Zhou, 2011; Ben Mansour, 2016; 
Santoso et al., 2019), perceived usefulness is defined as the extent to which a person 
believes that using technology will improve job performance, so users who see the 
technology as having high use will most likely try to enjoy the technology. Therefore, the 
third hypothesis in this study is that there is an effect of perceived usefulness on attitude. 
This finding confirms that perceived usefulness will affect attitude and then influence 
intention to use, but perceived ease of use is proven to have little effect on attitude and 
intention to use (Candra, 2013; Hampshire, 2017; Suyanto and Kurniawan, 2019). Thus, it 
is hypothesized that there is an effect of perceived usefulness on intention to use. Other 
studies done by Fishbein and Ajzen (1975), Triandis (1980), Zhou (2011), and Alalwan et 
al. (2018) have concluded that the attitude factor has a positive influence on fintech 
acceptance. Thus, it is hypothesized that there is an effect of attitude on intention to use. 

Lee (2009), Alsajjan and Dennis (2010), Ben Mansour (2016), and Sun and Chi (2019) 
have concluded that e-trust is the center of online relationships, therefore building e-trust 
between partners is an effective strategic function to increase high levels of trust. E-trust 
plays an important role in facilitating knowledge sharing, building long-term relationships, 
and increasing perceived value, which influences technology adoption (Wang and Emurian, 
2005). Thus, creating e-trust makes users more willing to accommodate new technology. In 
this study it is hypothesized that there is an influence of e-trust on perceived usefulness. 
Various research (Candra, 2013; Ben Mansour, 2016; Hampshire, 2017), in addition to 
stating that there is a relationship between e-trust and perceived usefulness, states that 
when users trust service providers, they are likely to pursue benefits and spend less time 
monitoring and directly implementing online transactions. Thus, in this study it is 
hypothesized that there is an e-trust effect on perceived ease of use. Ben Mansour (2016) 
states that four dimensions of e-trust used in his research are credibility, benevolence, 
integrity, and orientation to resolving problems. E-trust has an impact on personal trust 
regarding the ease of use and usefulness of fintech peer-to-peer lending and an influence 
on attitude toward the use of fintech peer-to-peer lending. Thus, it is hypothesized that 
there is an influence of e-trust on attitude. In addition to affecting attitude, e-trust will also 
affect intention to use. Thus, it is hypothesized that there is a significant relationship 
between e-trust and intention to use. 

 
3. Methods 

 This research model analyzed the factors that influenced users in utilizing technology-
based fintech as an alternative funding source. Variable construction measures were made 
by adapting references from previous studies to ensure the validity of the measurement 
scale (Davis, 1989; Venkatesh and Davis, 1996; Lee, 2009; Candra, 2013; Ben Mansour, 
2016; Alalwan et al., 2018). The framework for this research can be seen in Figure 1.  

The data obtained was analyzed using the structural equation modeling (SEM) analysis 
method, which is one type of multivariate analysis in social science (Smith and Langfield-
Smith, 2004; Hair et al., 2010; Kock, 2010). Primary data collection was done through the 
distribution of structured questionnaires directly to respondents or by filling out 
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questionnaires distributed via online survey (Cohen, 2013; Sekaran and Bougie, 2016). 
Samples were selected using non-probability random sampling with the following criteria: 
(1) users that already using fintech applications; and (2) living in Indonesia. 
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Figure 1 Research model 
  
4. Results and Discussion 

 Based on the collection of obtained questionnaires processed for further analysis there 
were 379 respondents; Table 1 shows their demographic characteristics. All questionnaire 
data in this study were analyzed with SEM, in which Warppls was used (Kock, 2010). There 
are two stages of evaluation in this method, namely the evaluation of measurement models 
and evaluation of structural models. Based on Warppls software, Measurement model and 
Structural Model are meet all the all requirements. Evaluation of the measurement model 
determines the specification of the relationship between latent variables and the indicators 
therein. Measurement models are tested by conducting validity tests that can be measured 
by convergent and discriminant validity of the indicators and reliability tests that can be 
measured by composite reliability and Cronbach’s alpha.  
 
Table 1 Demographic characteristics (n = 379) 

Profile Respondents Frequency Percentage  Profile Respondents Frequency Percentage 

Age    Gender   
 18–25 233 61.48%   Male 141 37.20% 

 26–35 99 26.12%   Female 238 62.80% 

 36–45 35 9.23%  Expenditures (monthly)   
 Over 45 12 3.17%   Under IDR 1 million 36 9.50% 
Marital Status     IDR 1–1.9 million 129 34.04% 

 Single 275 72.56%   IDR 2–2.9 million  36 9.50% 

 Married 104 27.44%   IDR 3–3.9 million 54 14.25% 
Employment Status     IDR 4–5 million 51 13.46% 

 Working 188 49.60%   Over 5 million 73 19.26% 

 Jobless 191 50.40%  Occupation   
Education     Private Employee 124 32.72% 

 

High 
School/Diploma 156 41.16%   Clerical 7 1.85% 

 Undergraduate 204 53.83%   Housewife 21 5.54% 

 Master's Degree 19 5.01%   Civil Servant 17 4.49% 

      Self-Employed 37 9.76% 
            Other 173 45.65% 

 

Based on Table 2, which displays the results of discriminant validity and reliability, it can 
be concluded that all indicators met the requirements. Likewise, it is seen based on the 
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convergent validity test results that all indicators also met the requirements; the complete 
results can be seen in Table 3. This research model also met the criteria of the model fit, as 
shown in Table 4. 
 
Table 2 Discriminant validity test and reliability test 

Variables Square Roots of Average Variances Extracted 
Composite 
Reliability 

Cronbach's 
Alpha 

Perceived Ease of Use (0.866)     0.923 0.889 
Perceived Usefulness 0.732 (0.806)    0.880 0.817 
E-Trust 0.794 0.798 (0.820)   0.968 0.965 
Attitude 0.606 0.742 0.746 (0.880)  0.912 0.855 
Intention to Use 0.605 0.709 0.816 0.756 (0.868) 0.901 0.832 

 

Table 3 Convergent Validity Test 

Variables Loading Factor 

Perceived Ease of Use  
 There is ease in learning the use of a fintech lending application. 0.865 
 It would be very easy for me to be skilled in using a fintech lending application 0.884 
 Fintech lending applications are very easy to use. 0.894 
 Interaction using a fintech lending application is very clear and easy to understand. 0.821 

Perceived usefulness  

 I am very eager to use a fintech lending application. 0.849 
 Using a fintech lending application will increase my productivity. 0.867 
 Using a fintech lending application will enhance my experience. 0.791 
 A fintech lending application is very useful. 0.704 

E-Trust  
 In my opinion fintech lending applications are the best solution in the industry. 0.845 
 Fintech lending applications, in my opinion, are very efficient. 0.811 
 I trust fintech lending applications in that I know they will keep their promises. 0.856 
 I trust the information provided by fintech lending applications that I know. 0.847 
 I trust fintech lending applications in that I know they will do a good job. 0.809 

 I trust fintech lending applications in that I know they have security features to protect 
user data. 

0.789 

 I feel safe putting personal data in a fintech lending application. 0.840 
 I am sure I can use a fintech lending application safely. 0.828 
 The fintech lending application that I know is very reliable. 0.841 

 Fintech lending applications are continuously improved according to technological 
developments. 

0.767 

 In my opinion fintech lending applications always responds to consumer needs. 0.808 
 Fintech lending applications have an easy-to-use design. 0.792 
 I believe that my fintech lending app always catches my attention. 0.839 
 In my opinion fintech lending applications pay attention to consumer issues. 0.890 
 If a problem occurs, I'm sure it will be easy to make a complaint. 0.814 

Attitude  
 I am very eager to use a fintech lending application. 0.894 
 Using a fintech lending application, in my opinion, is a pleasant experience. 0.872 
 Using a fintech lending application is a wise idea. 0.876 

Intention to Use  
 I wish to use a fintech lending application for loaning funds. 0.786 
 If possible, I will use a fintech lending application in business activities. 0.909 

  I would advise others to use a fintech lending application. 0.903 

 
Hypothesis testing can be done by looking at the p-value results, while the path 

coefficients are used to see the level of significance of the relationship. The accuracy of the 
hypothesis is obtained by comparing the p-value with an alpha (error rate) of 5% (≤ 0.05). 
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Table 4 Model fit indicator results 

Model Fit Indicator Results Parameter 

Average Path Coefficient 0.399. p < .001 p < .05, Good 
Average R-Squared 0.697, p < .001 p < .05, Good 
Average Block VIF 3.062 AVIF < 5, Good 
Average Adjusted R-Square 0.696, p < .001 p < .05, Good 
Average Full Collinearity VIF (AFVIF) 3.761 AFVIF < 5, Good 

Tenenhaus GoF (GoF) 0.709 
0.1–0.24 = Small 
0.25–0.35 = Medium 
GoF > 0.36 = Large 

Simpson’s Paradox Ratio (SPR) 1.000 SPR > 0.7, Good 
R-Squared Contribution Ratio (RSCR) 1.000 RSCR > 0.9, Good 
Statistical Suppression Ratio (SSR) 1.000 SSR > 0.7, Good 
Nonlinear Bivariate Causality Direction Ratio (NLBCDR) 1.000 NLBCDR > 0.7, Good 

  

If the p-value is smaller or equal to alpha, then the hypothesis is accepted, which means 
that the results of the study are statistically significant (Hair et al., 2010; Kock, 2010). The 
results of the data processing with WarpPLS can be seen in Table 5, and there was only one 
hypothesis that did not support this research. Most respondents in this study considered 
the use of fintech lending applications to be a wise idea because they could improve the 
effectiveness and productivity of activities. In addition, the use of a fintech lending 
application was considered to increase, so using fintech lending application was   pleasant 
experience. Moreover, users of fintech lending applications who were accustomed to using 
e-commerce a lot felt accustomed to virtual transactions, so perceived ease of use was less 
influential than perceived usefulness. 

 
Table 5 Path coefficients and P-value results 

Hypotheses P-Value Path Coefficients Decisions 

Perceived Ease of Use on Perceived Usefulness < .001 0.253 Accepted 
Perceived Ease of Use on Attitude .020 0.105 Accepted 
Perceived usefulness on Attitude < .001 0.456 Accepted 
Perceived usefulness on Intention to Use .184 0.046 Not Supported 
Attitude on Intention to Use < .001 0.322 Accepted 
E-Trust on Perceived Usefulness < .001 0.596 Accepted 
E-Trust on Perceived Ease of Use < .001 0.808 Accepted 
E-Trust on Attitude < .001 0.466 Accepted 
E-Trust on Intention to Use < .001 0.541 Accepted 

 
 Factors such as perceived usefulness and perceived ease of use were integrated with 
e-trust factors as a framework that influences the attitude and intention to use fintech 
lending applications that focus on the acceptance, expectations, and readiness of 
Indonesian consumers toward fintech lending application products and services. E-trust 
plays an important role in facilitating knowledge sharing, building long-term relationships, 
and increasing perceived value, which influences technology adoption. Thus, creating e-
trust makes users more willing to accommodate new technology. Because they are 
interested, the new technology accommodation has a pleasant impact on them.  
 Most respondents thought that their productivity would be improved because there 
was ease in learning and using fintech lending applications. This was also supported by easy 
and clear interactions, making fintech lending applications considered very useful. In 
addition, users that already have skilled in using a fintech lending application will be 
improved their experience. Most respondents in this study considered using fintech lending 
applications a wise idea because there was ease in learning and using them. This was also 
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supported by easy and clear interactions that made respondents want to use them. In 
addition, Users will easily be skilled in using a fintech lending application made it a pleasant 
experience.  
 In this study perceived usefulness did not affect the intention to use. Most respondents 
despite knowing that the application fintech lending offers effectiveness and productivity 
better.  There were still doubts about using it for lending funds or suggesting it to others. In 
addition, most respondents thought that fintech lending applications were not very useful 
and were inadequate in their experience.  
 Most respondents said they would use fintech lending applications in business 
activities because the use of fintech lending applications was a wise idea. This was also 
supported by the desire of respondents to use the fintech lending application because it 
increased their experience in using fintech lending application.  Respondents would also 
suggest to others to use the fintech lending application and even wished to borrow funds 
through it.  
 Furthermore, we found that the four dimensions of e-trust—integrity, credibility, 
benevolence, and orientation—resolved problems having a stronger influence on intention 
to use compared to perceived usefulness in the context of the adoption of fintech lending 
applications. Thus, creating e-trust made users more willing to accommodate new 
technology. In line with previous studies, most respondents in this study assumed that their 
effectiveness and productivity would be good because fintech lending applications were 
considered very efficient, known to be very safe and reliable, had a concern for consumers, 
and were continuously improved according to technological developments.  
 To overcome the failure of e-trust in this industry, fintech lending professionals can 
hold educational activities, such as training courses and promotions, that initiate the use of 
various fintech lending applications to increase user familiarity, transparency, and 
integrity. In addition, fintech lending companies must also consider user concerns by 
implementing measures to protect client assets and information, such as process and 
password authentication, and by providing information about the security of fintech 
lending applications, unconditional compensation guarantees, and customer service that is 
easily accessible and educates users. This education is expected to form trust and can 
facilitate users’ operation of a fintech lending application. As concluded in this study, e-trust 
has an influence on perceived ease of use. As can be seen from the conclusions obtained 
from the majority of respondents in this study, there was ease in learning and using fintech 
lending applications because fintech lending applications were the best in the industry, very 
efficient, safe and reliable, continuously improved according to technological 
developments, and paid attention to consumer problems. This was also supported by the 
belief that fintech lending applications carried out and kept their promises and duties 
properly and always responded to the needs of consumers, and if problems occurred, it was 
easy to make complaints. In addition, the easy design that easy to use and security features 
that explain security in storing personal data that make the respondent's belief.  A better 
fintech lending application company is one that can instill trust in users and educate them 
about the use of the application and services provided so that users can easily operate an 
application for the achievement of their expected goals. A fintech lending company must 
also pay extra attention to prevent users from experiencing difficulties in access, system 
bottlenecks, connection breaks, service delays, and system damage that will directly reduce 
user confidence. Fintech lending industry players must strive to create informative 
interfaces for novice users and provide websites that are easily accessible, with fast 
downloads, short transaction times, easy interfaces, various financial services tailored to 
the needs of users, and the benefits users often have for users. 
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 The fintech lending companies must have a commitment to ensure the security and 
privacy of user data. In addition, the number of fraudulent events related to fintech lending 
applications has instilled more fear in the minds of users, thereby increasing user demand 
for security and e-trust in transactions on their fintech lending applications. So, it can be 
concluded that e-trust has an influence on attitude. The more trust someone has in the 
security system offered by an online application, the less afraid he or she will be to use it in 
their daily activities, including entering their personal data. This is supported by the finding 
that the majority of respondents considered the use of fintech lending applications a wise 
idea because the applications were very efficient, reliable, safe to use, and continuously 
improved according to technological developments and had a concern for consumer 
problems. This is also supported by the beliefs that fintech lending applications are the best 
solutions in the industry, good response to consumer needs and ease in making complaints 
make respondents wish to use the fintech lending application. In addition, design of fintech 
lending application should easy to understand and can get attention for each user, security 
features that make a sense of security in storing personal data is considered a pleasant 
experience. 
 The results of this study provide valuable insights for fintech lending industry players 
to be aware of the diversity of attitudes among the target users of fintech lending 
technology and to adjust their marketing strategies. Professional fintech lending must 
consider influencing intention to use by not only developing perceived ease of use and 
perceived usefulness but also promoting professional credibility and integrity of the 
company.   
 Because e-trust is the highest concern for fintech lending users, fintech lending 
companies must also create a communication strategy that seeks to attract users by 
focusing on company integrity and showing how the safety and security of data has been 
ensured by fintech lending companies. Companies must work to build a safe and secure 
reputation and get positive support from the user community through word-of-mouth 
strategies so that it can optimally increase the perception of e-trust in fintech lending 
companies, which will improve the perception of potential users about the use of fintech 
lending applications. This research also suggests that in addition to conventional 
communication activities, promoting fintech lending products requires the effort of 
contemporary marketing communication strategies, such as online marketing, e-mail, 
blogs, and social networking. 
 
5. Conclusions 

The ability to understand information and the benefits of using online loan 
applications among target users in Indonesia are still major factors in adopting a new 
technology at the level of use, so we suggest additional research that is oriented toward 
users of banking services on the internet, especially peer-to-peer lending fintech 
application services. By knowing the specific desires of the segments of society studied, 
the banking industry, particularly digital banking that develops fintech peer-to-peer 
lending, can focus on understanding and increasing people's desires about what features 
must be provided to provide banking services and improve operational efficiency. 

This study intentionally examined the role of e-trust in the use of peer-to-peer 
lending fintech applications by banking consumers in Indonesia. It is evident that the e-
trust dimension contributed to determining the perceived usefulness, perceived ease of 
use, and attitude to adopt peer-to-peer lending fintech services and the intention to use 
the peer-to-peer fintech lending applications. In addition, this study also shows the 
importance of the role of e-trust variables in determining the perceived benefits, 
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attitudes toward internet banking, and behavioral intentions. The users' perception that 
electronic transactions are easy and can be controlled is very important for internet 
banking business adoption because ease of use and trust creates control and perception 
of usability. 

An implication of this research is the importance of the digital banking industry, 
especially the fintech peer-to-peer lending application service, owning and developing 
an internet banking system that is easy to use and has features that suit user needs. Given 
the large number of resources that have been invested in realizing the internet banking 
system globally, it is very important to ensure that user will use fintech lending 
applications. To achieve this goal, special attention is needed to design fintech peer-to-
peer lending application displays that are easy to use, useful, and reliable. Internet 
banking industry players need to develop confidence in perceived usefulness, perceived 
ease of use, user credibility, and integrity regarding fintech peer-to-peer lending 
applications. 

This research still has some limitations and allows for further research. This 
research is an empirical study conducted with an observational research approach 
carried out at one time. This results in a lack of ability of the study results to reflect 
temporal changes in research construction, especially when internet banking technology 
is changing very rapidly. Future research efforts in the future should also be done to 
validate intention to use through the actual use of the system. 
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