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“PENGARUH KUALITAS JASA TERHADAP KEPUTUSAN
PEMBELIAN PRODUK GO-SEND.”

Gampang Wicaksono

ABSTRAK

Penelitian ini bertujuan untuk mengetahui bagaimana pengaruh kualitas jasa yang
dimiliki oleh layanan Go-Send dari Go-Jek dalam meningkatkan keputusan pembelian
konsumen. Penelitian ini menggunakan pendekatan kuantitatif dan melibatkan 100
penduduk jabodetabek di rentan usia produktif dengan teknik sampling convenience
sampling method, dan regresi linier sederhana dengan alat bantu software IBM SPSS
Statistics 23. Hasil penelitian ini menunjukkan bahwa kualitas jasa memiliki pengaruh
yang signifikan terhadap keputusan pembelian. Hubungan antarvariabel kualitas jasa dan
keputusan pembelian pun terhitung kuat menuju sangat kuat dan searah.

Kata kunci: kualitas jasa, keputusan pembelian, Go-Send, Go-Jek

Vii



“INFLUENCE OF QUALITY OF SERVICE TO PURCHASE DECISIONS
ON GO-SEND SERVICE”

Gampang Wicaksono

ABSTRACT

This study aims to determine how the influence of service quality conducted by Go-
Send by Go-Jek in influencing purchase decisions. This research uses quantitative
approach and involves 100 Residents jabodetabek in vulnerable productive age with
sampling convenience sampling method technique, and simple linear regression with
software tool of IBM SPSS Statistics 23. The result of this research indicates that
servicequality has significant influence on purchase decisions. The relationship between
service quality variables and purchase decisions is also strongly calculated towards very
strong and unidirectional.

Key words: kualitas jasa, keputusan pembelian, Go-Send, Go-Jek

viii



DAFTAR ISI

HALAMAN PERNYATAAN ORISINALITAS ... Error! Bookmark not defined.
HALAMAN PENGESAHAN ..ot Error! Bookmark not defined.
KATA PENGANTAR .ttt b b ssasssnsnnnens iv
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI.......... Error! Bookmark not defined.
........................................................................................................................................................ Vi
....................................................................................................................................................... viii
DAFTAR GAMBAR. .. s e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e aas Xii
I I o = N Xiii
BAB ..o Error! Bookmark not defined
PENDAHULUAN ..ot Error! Bookmark not defined.
L1 Latar Belakang........oooiiiiii i Error! Bookmark not defined.
1.2 ldentifikasi masalah ............cccocoiiiiiiin Error! Bookmark not defined.
1.3 Rumusan masalah ..........cccccooiiiiiiiii e Error! Bookmark not defined.
1.4 Tujuan Penelitian ..........ccoooei i, Error! Bookmark not defined.
1.5 Manfaat Penelitian ...........cccoooiiiiiiiiiiiiece e Error! Bookmark not defined.
BAB e Error! Bookmark not defined.
TINJAUAN PUSTAKA ..ot Error! Bookmark not defined.
2.1 ProduK JaSa.......ccoouiiiiiieiiiie ittt Error! Bookmark not defined.
2.1.1 Karakteristik Jasa........ccueeiiiiieeeiiiiiee i Error! Bookmark not defined.
2.2 KUAITAS JASA ...eveeeiniiieieiiiiiie ettt Error! Bookmark not defined.
2.2.1 Dimensi Kualitas Jasa ..........ccceveerrrieeeiiiiieee e Error! Bookmark not defined.
2.3 Keputusan Pembelian.............coocciiieiieeei e, Error! Bookmark not defined.
2.3.1 Perilaku Pembelian Konsumen .............cccceeviiieeeiiiinnnnn. Error! Bookmark not defined.
2.3.2 Keputusan pembelian.............oooiiiiiiiee e Error! Bookmark not defined.
2.3.3 Peranan Konsumen Dalam Keputusan Pembelian .......... Error! Bookmark not defined.
2.3.4. Tahap-tahap Dalam Proses Pembelian..............cccccueee.. Error! Bookmark not defined.
2.4 Hubungan Antara Kualitas Jasa Dengan Keputusan Pembelian ........... Error! Bookmark not
defined.
2.5 Tinjauan Penelitian Terdahulu.............cccoooeiviiieniee i, Error! Bookmark not defined.
2.6 Kerangka Konseptual...........c.ccovviiiiiiiiiiiiiieiece e Error! Bookmark not defined.



2 = T 1 T Error! Bookmark not defined.

METODE PENELITIAN ...uuis s Error! Bookmark not defined.
3.1 Objektif Penelitian..........ccoovveiiiiiiiiiiiee e Error! Bookmark not defined.
3.2 Desain Penelitian ..........occovviiiiiiiii e Error! Bookmark not defined.

322 UNIt ANALISIS.....oiiiiiiiiiie et Error! Bookmark not defined.
3.2.2 Metode SAMPEL ......oviiiiiiiieeeiiee et Error! Bookmark not defined.
3.23Jumlah Sampel ... Error! Bookmark not defined.
3.3 Pengambilan data..........cccccceeeviiiiiiiiiiiee e, Error! Bookmark not defined.
3.4 Jenis dan SUMDEr Data...........ccvveeeiiiriieiiiiiee e Error! Bookmark not defined.

3.4.1Data PriMEN ...ooeiiiiiiie et Error! Bookmark not defined.

3411 KUBSIONEY ..ttt Error! Bookmark not defined.

3.4.1.1.1 Metode Pengumpulan Skala Kuesioner ..................... Error! Bookmark not defined.

3.4.2 Data SEKUNAEN .......ovveeiiiiiie e Error! Bookmark not defined.
3.5 Operasionalisasi Variabel ............ccccccceeeiiiiiiiiieiece e, Error! Bookmark not defined.
3.6 Teknik Analisis DAt ..........ceevvuieieeiiiiiie i Error! Bookmark not defined.

3.6.1 Uji Instrumen Penelitian ...........ccccooiiiveiiiiiiee e Error! Bookmark not defined.

3.6.1.1 Uji Validitas ........ccooociiiiiieeec e Error! Bookmark not defined.
3.6.1.2 Uji Reliabilitas.........ccoocuveieiniiiiieiiiiiiee e Error! Bookmark not defined.

3.6.2 Uji Koefisien Determinasi .......cceeevvveeeeiiiieeeeiniieee e Error! Bookmark not defined.
3.6.3 Uji Asumsi KIaSiK.......ccooeieiiiiiiiiiiicieceiciessssssesese s Error! Bookmark not defined.

3.6.3.1 UjJiNormalitas.......cccoocvveeeeiiiiiiiiecee e, Error! Bookmark not defined.
3.6.3.2  Uji Multikolinearitas ..........cccccvvveiiiieeeeiiiiiee e, Error! Bookmark not defined.
3.6.3.3  Uji HeteroskedastiSitas ...........cccouveeeeeeerniiiiiiiiienenenn. Error! Bookmark not defined.

3.6.4 Uji Regresi Linear Sederhana...........ccccccccoovvviiiiiinnnenenn. Error! Bookmark not defined.

3.6.5 UjJi HIPOTESIS...ccciiiiiei it Error! Bookmark not defined.

BAB IV L. Error! Bookmark not defined.

ANALISIS DAN PEMBAHASAN .....ooiiiiiiiie e Error! Bookmark not defined.
4.1  Analisis Karakteristik Responden...........ccccccvveeiieeeeniinns Error! Bookmark not defined.
4.2  Pre Test KUBSIONET ......ccuuviiiiiiiiie et Error! Bookmark not defined.
4.3 ANAlisis STAtIStIK .......ccccvvviiiiiiiiicc e Error! Bookmark not defined.

4.3.1 Uji Reliabilitas.........cccoevveeeiiieiieee e, Error! Bookmark not defined.

4.3.2 UJi Validitas........coooiiiiiiiiiiieeieice e Error! Bookmark not defined.
4.4 UjJi AsumSi KIaSiK .......ceevieiiiiiiiiiiiiiiiiieiiieeiiseeeneeneennnnnnnn. Error! Bookmark not defined.



4.4.1 Uji NOrmalitas .......cccooveeiiiiieiiiiiscecseeesees s Error! Bookmark not defined.

4472 Uji MUltikolinearitas .........cccccovvvvveeiniiiee e Error! Bookmark not defined.
443 Uji HeteroskedastiSitas ............occoeveeiniineeeiiineneeninen. Error! Bookmark not defined.
444 Analisis Koefisien Determinasi ........cccccovvcvveeeiinnnnen. Error! Bookmark not defined.
4.3.4 Uji Regresi Linear Sederhana..........ccccccoovcvvvveeneennn. Error! Bookmark not defined.
4341 ANaAliSIS UJi T Error! Bookmark not defined.

4.5 Pengujian HIpPOteSIS......ccoeeieiviiiieiie i Error! Bookmark not defined.
46  Pembahasan..........ccccoiiiiiiiiiiii Error! Bookmark not defined.
BAB V e Error! Bookmark not defined.
KESIMPULAN DAN SARAN .....ooiiiiiiiieeiee e Error! Bookmark not defined.
51  Kesimpulan........cccoeieeiieo e Error! Bookmark not defined.
5.2 SArAN i, Error! Bookmark not defined.
DAFTAR PUSTAKA ...ttt Error! Bookmark not defined.
LAMPIRAN L.t Error! Bookmark not defined.

Xi



DAFTAR GAMBAR

Gambar 1.1 Pertumbuhan Sales B2c E-commerce Dinegara-negara Asia 1

Gambar 1.2 Fitur Baru: GO-SEND, Layanan Pengiriman Super Cepat dan Aman 2

Gambar 2.1 Kerangka Konseptual 20
Gambar 4.1 Hasil Uji Normalitas Model 3 40
Gambar 4.2 Hasil Uji Heteroskedastisitas Model 3 43

Xii



DAFTAR TABEL

Tabel 2.1 Tinjauan Penelitian Terdahulu

Tabel 3.1 Operasionalisasi Variabel

Tabel 3.2 Koefisien Korelasi

Tabel 4.1 Karakteristik Responden

Tabel 4.2 Hasil Uji Validitas dan Reliabilitas 30 Responden
Tabel 4.3 Hasil Uji Reliabilitas 100 Responden
Tabel 4.4 Hasil Uji Validitas 100 responden
Tabel 4.5 Hasil Uji Kolmogrov-Smirnov
Tabel 4.6 Hasil Uji Multikolienaritas

Tabel 4.7 Model Summary

Tabel 4.8 Koefisien

17
27
29
33
35
37
38
41
42
43
44

Xiii



14



