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PENGARUH KUALITAS LAYANAN DAN KEPUASAN 

PELANGGAN TERHADAP WORD OF MOUTH (STUDI 

KASUS UBER MOBIL DI JAKARTA) 

Garlanda Bellamy Mazalio1 

 

ABSTRAK 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan dan kepuasan 

pelanggan terhadap word of mouth pada UBER Mobil di Jakarta. Variabel kualitas 

layanan menggunakan model khusus jasa transportasi P-TRANSQUAL yang memiliki 

4 indikator yaitu kenyamanan, keberwujudan, faktor personal, dan kehandalan. 

Variabel kepuasan pelanggan 3 dimensi yaitu puas, keputusan yang tepat, dan 

pengalaman menggunakan layanan. Word of mouth memiliki 3 indikator yaitu say 

positive , recommend, dan encourage. Kuisioner yang digunakan dalam penelitian ini 

disebarkan kepada 150 responden secara offline dan online yang merupakan pelanggan 

jasa transportasi online UBER Mobil di Jakarta. Data ini dikumpulkan dan diolah 

menggunakan program SPSS versi 16.0. Hasil penelitian ini menunjukkan bahwa 

kualitas layanan dan kepuasan pelanggan masing-masing memiliki pengaruh yang 

signifikan terhadap word of mouth. Dan kemudian variabel kepuasan pelanggan 

terbukti memediasi hubungan antara kualitas layanan terhadap word of mouth. Hal ini 

dapat diartikan bahwa pelanggan yang merasakan kepuasan terhadap layanan Uber 

cenderung membentuk word of mouth yang menguntungkan perusahaan. Penulis 

merekomendasikan kepada perusahaan UBER untuk melakukan pengawasan dan 

evaluasi terhadap pengemudi yang memiliki layanan yang buruk lalu diberikan 

pelatihan tentang kualitas layanan secara berkala kepada pengemudi agar layanan yang 

ditawarkan melebihi ekspetasi pelanggan. 

 

Kata kunci : Kualitas Layanan, P-TRANSQUAL, Kepuasan Pelanggan, Word of 

mouth,  
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THE EFFECT OF SERVICE QUALITY AND CUSTOMER 

SATISFACTION ON WORD OF MOUTH (CASE OF UBER 

CAR IN JAKARTA) 

Garlanda Bellamy Mazalio2 

 

ABSTRACT 

This research aims to determine the effect of service quality and customer satisfaction 

on word of mouth in a case study of UBER Car in Jakarta. Variable of service quality 

used a specific model P-TRANSQUAL public transportation service as adjusted for the 

Uber transportation service that are more private and have 4 indicators of comfort, 

tangible, personnel, and reliability. Variable of customer satisfaction have 3 indicators 

are satisfied, right decision, and post-consumption experience. Word of mouth have 3 

indicators are say positive, recommend and encourage. Questionnaires were used in 

this study distributed to 150 respondents offline and online which is customer of 

transport services online UBER Car in Jakarta. This data was collected and processed 

using SPSS version 16.0. These results of this research showed that the service quality 

and customer satisfaction each have positive and significant influence on word of 

mouth. And then the variable proven customer satisfaction mediates the relationship 

between the service quality to the word of mouth. This means that customers who feel 

satisfaction with the service Uber tend to form word of mouth that benefit the company. 

The author recommends to UBER company for monitoring and evaluation of the 

drivers who had poor service and given training about the service quality on a regular 

basis to drivers service offered exceeds customer expectations. 

Keywords : Service Quality , P-TRANSQUAL, Customer satisfaction , Word of mouth,  
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