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PENGARUH KEMUDAHAN PENGGUNAAN, KEPERCAYAAN, DAN
PERSEPSI HARGA TERHADAP LOYALITAS PELANGGAN LAYANAN
OJEK ONLINE
(Studi pada pengguna Gojek di Jakarta Barat)

SHINDY NURIYARISQIKA

ABSTRAK

Studi ini bertujuan untuk mengkaji serta menginterpretasi pengaruh kemudahan
penggunaan, kepercayaan, dan persepsi harga terhadap loyalitas pelanggan layanan
ojek online, khususnya pada pengguna Gojek di Jakarta Barat. Subjek penelitian
mencakup pengguna ojek online Gojek berdomisili di wilayah Jakarta Barat dan
telah memanfaatkan layanan Gojek lebih dari dua kali selama satu minggu. Teknik
penentuan sampel dalam penelitian ini menggunakan nonprobability sampling
melalui dengan metode purposive sampling, sehingga mendapatkan jumlah sampel
sebanyak 155 responden. Penelitian ini disusun berdasarkan pendekatan kuantitatif,
dimana data yang diperoleh melalui penyebaran survei. Instrumen yang digunakan
berupa angket dengan skala pengukuran ordinal. Selanjutnya, data yang terkumpul
dianalisis menggunakan metode Partial Least Square (PLS). Hasil penelitian
menunjukkan bahwa kemudahan penggunaan, kepercayaan, persepsi harga
memberikan pengaruh positif dan signifikan terhadap loyalitas pelanggan layanan
ojek online Gojek.

Kata Kunci : Kemudahaan Penggunaan, Kepercayaan, Persepsi Harga, Loyalitas
Pelanggan
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THE EFFECT OF EASE OF USE, TRUST, AND PRICE PERCEPTION ON
CUSTOMER LOYALTY OF ONLINE MOTORCYCLE TAXIS
(Study of Gojek users in West Jakarta)

SHINDY NURIYARISQIKA

ABSTRACT

This study aims to examine and interpret the influence of ease of use, trust, and
price perception on customer loyalty of online motorcycle taxi services, specifically
among Gojek users in West Jakarta. The research subjects included Gojek online
motorcycle taxi users domiciled in the West Jakarta arvea and had used Gojek
services more than twice a week. The sampling technique in this study used
nonprobability sampling through a purposive sampling method, resulting in a
sample size of 155 respondents. This study was structured based on a quantitative
approach, where data was obtained through a survey distribution. The instrument
used was a questionnaire with an ordinal measurement scale. Furthermore, the data
collected were analyzed using the Partial Least Square (PLS) method. The results
showed that ease of use, trust, and price perception had a positive and significant
influence on customer loyalty of Gojek online motorcycle taxi services.

Keywords: Ease of Use, Trust, Price Perception on Customer Loyalty
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