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Judul Skripsi	:Pengaruh Kualitas Pelayanan dan Harga Terhadap Kepuasan Pelanggan Jasa Transportasi Online Gojek (Studi Kasus Masyarakat Depok)

ABSTRAK

		Perkembangan transportasi online telah meningkatkan persaingan antar penyedia jasa, sehingga kualitas pelayanan dan harga menjadi faktor penting dalam menciptakan kepuasan pelanggan. Oleh karena itu, penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan dan harga terhadap kepuasan pelanggan jasa transportasi online Gojek pada masyarakat Depok, baik secara parsial maupun simultan.

Penelitian ini menggunakan metode kuantitatif dengan pendekatan asosiatif. Populasi penelitian adalah masyarakat Depok yang pernah menggunakan jasa transportasi online Gojek, dengan sampel sebanyak 100 responden yang ditentukan menggunakan teknik purposive sampling. Pengumpulan data dilakukan melalui penyebaran kuesioner dengan skala Likert. Analisis data menggunakan bantuan program SPSS yang meliputi uji validitas, uji reliabilitas, uji asumsi klasik, analisis regresi linier berganda, uji t, uji F, dan koefisien determinasi (Adjusted R²).

Hasil penelitian menunjukkan bahwa kualitas pelayanan dan harga secara simultan berpengaruh dan signifikan terhadap kepuasan pelanggan, dibuktikan dengan nilai Fhitung sebesar 398,386 > Ftabel 3,09 dan nilai signifikansi 0,000. Secara parsial, kualitas pelayanan dan harga juga berpengaruh dan signifikan terhadap kepuasan pelanggan dengan nilai signifikansi masing-masing di bawah 0,05. Nilai Adjusted R² sebesar 0,889 menunjukkan bahwa 88,9% variasi kepuasan pelanggan dapat dijelaskan oleh variabel kualitas pelayanan dan harga, sedangkan sisanya sebesar 11,1% dijelaskan oleh faktor lain di luar penelitian. Variabel harga merupakan variabel yang dominan memengaruhi kepuasan pelanggan dengan nilai standardized coefficient beta sebesar 0,542 dan nilai thitung sebesar 7,170.

Kata Kunci: Kualitas Pelayanan, Harga, Kepuasan Pelanggan, Gojek
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Thesis Title	: The Influence of Service Quality and Price on Customer Satisfaction of GOJEK Online Transportation Services (A Case Study of Depok Residents)

ABSTRACT
 
	The rapid growth of online transportation services has intensified competition among service providers, making service quality and price important factors in creating customer satisfaction. Therefore, this study aims to analyze the effect of service quality and price on customer satisfaction with Gojek online transportation services among the people of Depok, both partially and simultaneously.

This study employed a quantitative method with an associative approach. The population consisted of Depok residents who had used Gojek online transportation services, with a sample of 100 respondents selected using a purposive sampling technique. Data were collected through questionnaires using a Likert scale. The data were analyzed using SPSS, including validity testing, reliability testing, classical assumption testing, multiple linear regression analysis, t-test, F-test, and the coefficient of determination (Adjusted R²).

The results showed that service quality and price simultaneously had a significant effect on customer satisfaction, as indicated by an F-value of 398.386, which was greater than the F-table value of 3.09, and a significance value of 0.000. Partially, both service quality and price also had a significant effect on customer satisfaction, with significance values below 0.05. The Adjusted R Square value of 0.889 indicates that 88.9% of the variation in customer satisfaction can be explained by the service quality and price variables, while the remaining 11.1% is explained by other factors not examined in this study. Furthermore, price was identified as the most dominant variable influencing customer satisfaction, with a standardized beta coefficient of 0.542 and a t-value of 7.170.

Keywords: Service Quality, Price, Customer Satisfaction, Gojek.
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