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ABSTRAK 

HUBUNGAN ANTARA KUALITAS PELAYANAN DENGAN KEPUASAN 

PELANGGAN OJEK ONLINE (GOJEK) 
 

HASAN 

FAKULTAS PSIKOLOGI 

 

Penelitian ini bertujuan untuk mengetahui adanya hubungan antara kualitas 

pelayanan dengan kepuasan pelanggan ojek online (gojek). Subyek penelitian ini adalah para 

pengguna ojek online khususnya Gojek dari segala kalangan. Teknik sampling yang 

digunakan adalah teknik incidental sampling, Sampel yang digunakan subyek penelitan 

adalah 150 pengguna ojek daring. Pengumpulan data penelitian ini menggunakan skala 

model linkert kualitas pelayanan dan kepuasan pelanggan yang sudah teruji validitas dan 

reliabilitasnya. Data yang diperoleh selanjutnya dianalisis menggunakan alpha cronbach 

dengan program Statistic Package for Social Science for Windows (SPSS) versi 16.0 untuk 

uji validitas dan reliabilitanya. Setelah uji alat ukur terpenuhi maka dilakukan uji analisis 

korelasi Product moment pearson untuk membuktikan hipotesis. Uji validitas skala kualitas 

pelayanan dengan index corrected item total correlation dari aitem sahih bergerak dari 0,30 

hingga 0,850. Uji validitas skala kepuasan pelanggan index corrected item total correlation 

dari aitem sahih bergerak dari 0,30 hingga 0,865. Uji reliabilitas analisis skala kualitas 

pelayanan  nilai Alpha Cronbach= 0,850, sedangkan uji reliabilitas analisis skala kepuasan 

pelanggan nilai Alpha Cronbach= 0,865. Berdasarkan Hasil perhitungan analisa korelasi 

menggunakan Product moment pearson diperoleh koefisien rxy = 0,895 pada p = 0,000 (p < 

0,01). Hal ini menunjukkan bahwa ada hubungan yang signifikan antara kualitas pelayanan 

dengan kepuasan pelanggan dan koefisien korelasi menunjukkan ada hubungan positif 

kualitas pelayanan dengan kepuasan pelanggan, artinya semakin tinggi kualitas pelayanan 

maka akan semakin tinggi tingkat kepuasan pelanggan. 

Kata Kunci: Kualitas Pelayanan, Kepuasan Pelanggan 

 

 

 

 

 

 

 

 

 

 



ABSTRACT  

 

 

RELATIONSHIP BETWEEN SERVICE QUALITY WITH OJEK CUSTOMER 

SATISFACTION ONLINE (GOJEK) 

 

HASAN 

FACULTY OF PSYCHOLOGY  

 

This study aims to determine the relationship between service quality with customer 

satisfaction online motorcycle taxi (gojek). The subjects of this study were online motorcycle 

taxi users, especially motorcycle taxi drivers from all walks of life. The sampling technique 

used was incidental sampling technique, the sample used by research subjects was 150 online 

motorcycle taxi users. The data collection of this study uses a linkert scale model of service 

quality and customer satisfaction that has been tested for validity and reliability. The data 

obtained were then analyzed using alpha cronbach with the Statistical Package for Social 

Science for Windows (SPSS) version 16.0 for validity and reliability testing. After the 

measuring instrument test is fulfilled, Pearson Product moment correlation analysis test is 

performed to prove the hypothesis. Test the validity of the service quality scale with the 

index corrected item total correlation of valid items moving from 0.30 to 0.850. Test the 

validity of the customer satisfaction index corrected item total correlation scale of valid items 

moving from 0.30 to 0.865. The reliability test of the analysis of service quality scale Alpha 

Cronbach value = 0.850, while the reliability test of the analysis of customer satisfaction 

scale Alpha Cronbach value = 0.865. Based on the calculation results of correlation analysis 

using Pearson Product moment obtained coefficient rxy = 0.895 at p = 0,000 (p <0.01). This 

shows that there is a significant relationship between service quality and customer 

satisfaction and the correlation coefficient shows there is a positive relationship between 

service quality and customer satisfaction, meaning that the higher the quality of service, the 

higher the level of customer satisfaction. 

Keywords: Service Quality, Customer Satisfaction 
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