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ABSTRAK

Meningkatnya popularitas layanan ojek online dan persaingan yang ketat di industri
ini menjadi latar belakang penelitian ini. Penelitian ini bertujuan untuk
menganalisis pengaruh kualitas pelayanan, persepsi harga, dan kualitas website
terhadap kepuasan pelanggan jasa transportasi ojek online (Go-Jek) di Kota Padang.
Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan, persepsi
harga, dan kualitas website terhadap kepuasan pelanggan jasa transportasi ojek
online (Go-Jek) di Kota Padang. Fenomena meningkatnya popularitas layanan ojek
online dan persaingan yang ketat di industri ini menjadi latar belakang penelitian
ini. Metode penelitian menggunakan pendekatan kuantitatif dengan data primer
yang diperoleh melalui kuesioner. Populasi penelitian adalah pengguna Go-Jek di
Kota Padang, dengan sampel sebanyak 210 responden yang dipilih menggunakan
teknik judgment sampling. Analisis data menggunakan Structural Equation
Modeling (SEM) dengan bantuan software Smart Partial Least Square (PLS). Hasil
penelitian menunjukkan bahwa Kualitas Pelayanan berpengaruh positif dan
signifikan terhadap Kepuasan Pelanggan yang berarti semakin baik kualitas
pelayanan yang diberikan, semakin tinggi tingkat kepuasan pelanggan. Persepsi
Harga juga berpengaruh positif dan signifikan terhadap Kepuasan Pelanggan ketika
pelanggan merasa harga yang ditawarkan sesuai dengan kualitas produk atau
layanan, tingkat kepuasan mereka akan meningkat. Selain itu, Kualitas Website
berpengaruh positif dan signifikan terhadap Kepuasan Pelanggan, menunjukkan
bahwa tampilan, navigasi, dan fungsionalitas website yang baik dapat meningkat
kepuasan pelanggan dalam menggunakan layanan atau produk.

Kata Kunci: Kualitas Layanan, Persepsi Harga, Kualitas Website, Go-Jek,
Kepuasan Pelanggan.
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ABSTRACT

The increasing popularity of online motorcycle taxi services and intense
competition in this industry are the background of this research. This study aims to
analyze the effect of service quality, perceived price, and website quality on
customer satisfaction of online motorcycle taxi transportation services (Go-Jek) in
Padang City. This study aims to analyze the effect of service quality, perceived
price, and website quality on customer satisfaction of online motorcycle taxi
transportation services (Go-Jek) in Padang City. The phenomenon of the increasing
popularity of online motorcycle taxi services and intense competition in this
industry is the background of this research. The research method uses a
quantitative approach with primary data obtained through a questionnaire. The
research population was Go-Jek users in Padang City, with a sample of 210
respondents selected using judgment sampling technique. Data analysis using
Structural Equation Modeling (SEM) with the help of Smart Partial Least Square
(PLS) software. The results showed that Service Quality has a positive and
significant effect on Customer Satisfaction, which means that the better the quality
of service provided, the higher the level of customer satisfaction. Price Perception
also has a positive and significant effect on Customer Satisfaction when customers
feel the price offered is in accordance with the quality of the product or service,
their level of satisfaction will increase. In addition, Website Quality has a positive
and significant effect on Customer Satisfaction, indicating that good website
appearance, navigation, and functionality can increase customer satisfaction in
using services or products.

Keywords: Service Quality, Price Perception, Website Quality, Go-Jek, Customer
Satisfaction.
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