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ABSTRAK

Penelitian ini bertujuan untuk menganalisis dimensi kualitas pelayanan terhadap
kepuasan pelanggan gojek di masa new normal. Pemerintah berencana
menangguhkan ojek konvensional di masa new normal. Teknik yang digunakan
dalam pengambilan sampel pada penelitian ini adalah purposive sampling dengan
sampel sebanyak 100 responden. Metode penelitian yang digunakan adalah
analisis regresi linier berganda. Hasil penelitian menunjukkan dimensi tangible,
reability, responsiveness, dan emphaty berpengaruh signifikan terhadap kepuasan
pelanggan. Sementara dimensi assurance tidak berpengaruh pada kepuasan

pelanggan.

Kata kunci: tangible, reability, responsiveness, assurance, emphaty, kualitas

pelayanan, dan kepuasan pelanggan
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ABSTRACT

This study aims to analyze the dimensions of service quality on Gojek customer
satisfaction in the new normal period. The government plans to suspend
conventional motorcycle taxis during the new normal period. The technique used
in sampling in this study was purposive sampling with a sample of 100
respondents. The research method used is multiple linear regression analysis. The
results showed that the dimensions of tangible, reliability, responsiveness, and
empathy had a significant effect on customer satisfaction. Meanwhile, the

assurance dimension has no effect on customer satisfaction.

Keyword: tangible, reliability, responsiveness, assurance, empathy, service

quality, and customer satisfaction
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