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ABSTRAK

Tujuan dari penelitian ini adalah untuk menentukan faktor-faktor apa saja, jika ada,
yang memengaruhi promosi, harga, dan kualitas pelayanan terhadap kepuasan
pelanggan GrabBike di Jakarta Barat. Warga Jakarta Barat yang sebelumnya telah
menggunakan aplikasi Grab, khususnya layanan transportasi online GrabBike,
merupakan demografi yang digunakan dalam penelitian ini. Dalam penelitian ini,
110 peserta disurvei. Kuesioner yang dibuat di Google Forms dan dikirimkan
kepada responden merupakan metode pengumpulan data. Penelitian ini
menggunakan alat analisis Smart-PLS bersama dengan Model Persamaan
Struktural (SEM). Promosi tidak berdampak signifikan terhadap kepuasan
pelanggan, menurut temuan studi ini. Ada hubungan positif dan signifikan secara
statistik antara kepuasan pelanggan dan harga serta kualitas pelayanan.

Kata Kunci: Promosi, Harga, Kualitas Pelayanan, Kepuasan Pelanggan dan Ride-
Hailing Apps.
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ABSTRACT

The purpose of this study is to determine the factors, if any, that influence
promotion, price, and service quality on customer satisfaction with GrabBike in
West Jakarta. Residents of West Jakarta who have previously used the Grab app,
particularly the GrabBike online transportation service, constitute the
demographic used in this study. In this study, 110 participants were surveyed. The
questionnaire, created using Google Forms and distributed to respondents, served
as the data collection method. This study employed the Smart-PLS analysis tool
alongside Structural Equation Modeling (SEM). According to the study's findings,
promotions do not have a significant impact on customer satisfaction. There is a
positive and statistically significant relationship between customer satisfaction and
both price and service quality.

Keywords: Promotion, Price, Service Quality, Customer Satisfaction and Ride-
Hailing Apps.
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