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ABSTRAK

PENGARUH KUALITAS PELAYANAN JASA APLIKASI GOJEK TERHADAP
TINGKAT KEPUASAN KONSUMEN (STUDI KASUS PADA MAHASISWA
DIPLOMA 111 JURUSAN ADMINISTRASI BISNIS

POLITEKNIK NEGERI SRIWIJAYA)

Oleh:
Miftahul Jannah

Penelitian ini bertujuan menganalisis pengaruh kualitas pelayanan terhadap
kepuasan konsumen pada aplikasi pelayanan jasa transportasi Gojek Indonesia.
Penelitian ini menggunakan lima variabel independen yaitu tangible, reliability,
responsiveness, assurance dan emphaty dengan satu variabel dependen yaitu
kepuasan konsumen. Setelah dilakukan tinjauan pustaka maupun lapangan dan
penyusunan hipotesis, data dalam penelitian ini dikumpulkan melalui penyebaran
kuesioner kepada 90 orang mahaiswa Politeknik Negeri Sriwijaya Jurusan
Administrasi Bisnis Diploma Il yang pernah menggunakan transportasi Gojek
sebagai sampel penelitian. Teknik pengambilan sampel yang digunakan adalah
sampel jenuh. Metode analisis data yang digunakan adalah analisis kuantitatif yaitu
uji validitas dan reliabilitas, uji T dan uji F serta koefisien determinasi, serta analisis
regresi linear berganda. Berdasarkan analisis data, hasil penelitian menunjukkan
bahwa indikator-indikator pada pada penelitian ini bersifat valid dan reliabel. Pada
uji hipotesis tangible, reliability, responsiveness, emphaty tidak berpengaruh
signifikan terhadap kepuasan konsumen. Dan uji hipotesis assurance memiliki
pengaruh positif dan signifikan terhadap kepuasan konsumen.

Kata kunci: Tangible, responsiveness, reliability, assurance, emphaty dan
kepuasan konsumen



ABSTRACT

THE EFFECT OF GOJEK APPLICATION SERVICES ON LEVEL OF
CONSUMER SATISFACTION (CASE STUDY ON DIPLOMA 111
BUSINESS ADMINISTRATION STUDENTS OF
SRIWIJAYA STATE POLYTECHNIC)

By:
Miftahul Jannah

This study aims to analyze the influence of service quality on customer satisfaction
in the application of Transportation Services Gojek Indonesia. This study uses five
independent variables, namely tangible, reliability, responsiveness, assurance and
emphaty with one dependent variable that is customer satisfaction. After a review
of the library and field and the preparation of hypotheses, the data in this study was
collected through the dissemination of questionnaires to 90 students of Sriwijaya
State Polytechnic Department of Business Administration Diploma IlIl who had
used Gojek transportation as a research sample. The sampling technique used is
saturated sample. The data analysis methods used are quantitative analysis of
validity and reliability tests, T and F tests as well as determination coefficients, and
multiple linear regression analyses. Based on the data analysis, the results showed
that the indicators in this study are valid and reliable. In the test of tangible
hypothesis, reliability, responsiveness, emphaty has no significant effect on
consumer satisfaction. And the assurance hypothesis test has a positive and
significant influence on consumer satisfaction.

Keywords: Tangible, responsiveness, reliability, assurance, emphaty and
customer satisfaction
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