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ABSTRAK 

 

Aulia Indah Sari/ A210160205. PENGARUH KUALITAS PELAYANAN DAN 

HARGA TERHADAP KEPUASAN PELANGGAN GOJEK (MAHASISWA 

PENGGUNA LAYANAN GO-RIDE DAN GO-FOOD). SKRIPSI. Fakultas 

Keguruan dan Ilmu Pendidikan Universitas Muhammadiyah Surakarta. Agustus, 

2020. 

 

Tujuan dari penelitian ini adalah: (1) Untuk mendeskripsikan  pengaruh kualitas 

pelayanan dan harga terhadap kepuasan pelanggan Gojek. (2) Untuk 

mendeskripsikan pengaruh kualitas pelayanan terhadap kepuasan pelanggan 

Gojek (3) Untuk mendeskripsikan pengaruh harga terhadap kepuasan pelanggan 

Gojek. Penelitian ini jenis penelitian kuantitatif. Populasi dalam penelitian ini 

yaitu sebanyak 312 mahasiswa. Sampel yang diambil sebanyak 114 mahasiswa. 

Teknik pengumpulan data menggunakan angket. Hasil analisis regresi diperoleh 

Y= 3,357+ 0,344 X1+0,496 X2. Kesimpulan yang diambil adalah (1) ada pengaruh 

kualitas pelayanan terhadap kepuasan pelanggan Gojek. Diperoleh  thitung>ttabel  

(4,672 >1,981) dan nilai signifikan thitungX1sebesar 0,000< 0,05 dengan 

sumbangan relatif 37,6% dan sumbangan efektif 19,2%. (2) ada pengaruh harga 

terhadap kepuasan pelanggan. Diperoleh thitung>ttabel  (6,746 >1,981) dan taraf 

signifikan thitung X2 sebar 0,000 < 0,05 dengan sumbangan relatif 62,5%  dengan 

sumbangan efektif 32,0%.(3) ada kualitas pelayanan dan harga terhadap kepuasan 

pelanggan Gojek Berdasarkan uji simultan (F) diketahui bahwa Fhitung > Ftabel 

(58,320>3,04)dan signifikan value Fhitung sebesar 0,000<0,05 dengan koefisien 

determinasi (R2) sebesar 0,512 menunjukan bahwa besarnya pengaruh kualitas 

pelayanan dan harga terhadap kepuasan pelanggan 51,2%.  

 

Kata kunci: kualitas pelayanan, harga, kepuasan pelanggan 
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ABSTRACT 

 

Aulia Indah Sari/ A210160205. THE EFFECT OF SERVICE QUALITY AND 

PRICE ON GOJEK CUSTOMER SATISFACTION (GO-RIDE AND GO-FOOD 

SERVICE STUDENTS. THESIS ESSAY. Faculty of Teacher Training and 

Education, University of Muhammadiyah Surakarta. August, 2020. 

 

The objectives of this study were: (1) To describe the effect of service quality and 

price on Gojek customer satisfaction. (2) To describe the effect of service quality 

on Gojek customer satisfaction (3) To describe the effect of price on Gojek 

customer satisfaction. This research is a type of quantitative research. The 

population in this study were 312 students. The samples taken were 114 students. 

The data collection technique used a questionnaire. The results of the regression 

analysis obtained Y = 3.357 + 0.344 X1 + 0.496 X2. The conclusion drawn is (1) 

there is an effect of service quality on customer satisfaction Gojek. Obtained 

Tcount> Ttable (4.672> 1.981) and a significant value of Tcount X1 of 0.000 <0.05 

with a relative contribution of 37.6% and an effective contribution of 19.2%. (2) 

there is an effect of price on customer satisfaction. Obtained Tcount> Ttable (6,746> 

1,981) and a significant level of Tcount X2 spread 0,000 <0.05 with a relative 

contribution of 62.5% with an effective contribution of 32.0%. (3) there is service 

quality and price on customer satisfaction Gojek. Based on the simultaneous test 

(F) it is known that Fcount> Ftable (58.320> 3.04) and a significant value Fcount of 

0.000 <0.05 with a coefficient of determination (R2) of 0.512 indicating that the 

magnitude of the influence of service quality and price on customer satisfaction is 

51.2%. 

 

Keywords: service quality, price, customer satisfaction 
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