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ABSTRAK

Meningkatnya penggunaan layanan transportasi online menyebabkan perusahaan
perlu memperhatikan faktor harga dan kualitas layanan untuk menciptakan kepuasan
pelanggan. Penelitian ini bertujuan untuk menganalisis pengaruh harga dan kualitas
layanan terhadap kepuasan pelanggan GoRide di Kota Semarang. Penelitian menggunakan
metode kuantitatif dengan pendekatan asosiatif terhadap 96 responden yang dipilih melalui
teknik purposive sampling. Data dikumpulkan melalui kuesioner dan dianalisis
menggunakan regresi linier berganda dengan bantuan SPSS versi 26. Hasil penelitian
menunjukkan bahwa harga dan kualitas layanan berpengaruh positif dan signifikan
terhadap kepuasan pelanggan, baik secara parsial maupun simultan. Nilai koefisien
determinasi (R?) sebesar 0,808 menunjukkan bahwa 80,8% variasi kepuasan pelanggan
dapat dijelaskan oleh variabel harga dan kualitas layanan, sedangkan 19,2% sisanya
dipengaruhi oleh faktor lain di luar penelitian. Temuan ini mengindikasikan bahwa kualitas
layanan merupakan faktor yang lebih dominan dalam meningkatkan kepuasan pelanggan
dibandingkan harga. Oleh karena itu, perusahaan perlu mempertahankan kualitas layanan
yang baik serta menetapkan harga yang sesuai agar kepuasan pelanggan dapat terus
meningkat.

Kata Kunci: Harga, Kualitas Layanan, Kepuasan Pelanggan, GoRide, Transportasi Online.
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Customer Satisfaction in Semarang City

ABSTRACT

The increasing use of online transportation services has encouraged companies to pay
greater attention to pricing and service quality in order to enhance customer satisfaction.
This study aims to analyze the effect of price and service quality on GoRide customer
satisfaction in Semarang City. The research employed a quantitative method with an
associative approach involving 96 respondents selected through purposive sampling. Data
were collected using questionnaires and analyzed through multiple linear regression with
the assistance of SPSS version 26. The results indicate that both price and service quality
have a positive and significant effect on customer satisfaction, both partially and
simultaneously. The coefficient of determination (R?) value of 0.808 shows that 80.8% of
the variation in customer satisfaction can be explained by the variables of price and service
quality, while the remaining 19.2% is influenced by other factors outside the scope of this
study. The findings also reveal that service quality is the more dominant factor in
influencing customer satisfaction compared to price. Therefore, companies are expected to
maintain high service quality and implement appropriate pricing strategies to improve
customer satisfaction.

Keywords: Price, Service Quality, Customer Satisfaction, GoRide, Online Transportation.
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