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Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pelanggan GrabFood di
Jakarta (Studi Kasus pada Mahasiswa di Jakarta Selatan)

Kenang Vito Laksono

ABSTRAK

Dibuatnya penelitian ini adalah untuk menguji pengaruh kualitas pelayanan
terhadap kepuasan pelanggan GrabFood di Jakarta. Pengambilan data dilakukan
dengan menggunakan teknik purposive sampling. Sampel yang di ambil oleh
peneliti adalah 100 responden, dimana pengumpulan data dilakukan dengan
menyebarkan kuesioner kepada konsumen yang memesan makanan via aplikasi
GrabFood minimal sedikitnya tiga kali dalam kurun waktu 6 bulan terakhir. Hasil
penelitian menunjukkan jika variabel kualitas pelayanan secara parsial berpengaruh
signifikan terhadap kepuasan pelanggan dengan di dapatkan persamaan regresi Y =
15,482 + 0,276 X dan t hitung sebesar 2,842 serta nilai signifikan sebesar 0,05.
Penelitian ini bertujuan untuk memberikan wawasan bagaimana caranya dalam
meningkatkan kepuasan konsumen berdasarkan kualitas pelayanan yang
ditawarkan oleh jasa pengantaran makanan melihat persaingan yang semakin ketat
dalam merebut kepercayaan konsumen dalam menggunakan jasa yang dipilih.

Kata kunci: Kualitas Pelayanan, Kepuasan Pelanggan, GrabFood Indonesia
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The Effect Of Service Quality Towards Customer Satisfaction Of GRABFOOD
In Jakarta City (By study cases of Students in South Jakarta area)

Kenang Vito Laksono

ABSTRACT

This research aims to examine about the effect of service quality towards customer
satisfaction of GrabFood in Jakarta city. With the study cases of population which
is stayed or lived in Jakarta, especially South Jakarta area for students using a
purposive sampling technique as a data collection methods. A sample to be
submitted by the researcher it’s about 100 respondent, where the data collection
made by distributing a questionnaires to consumers which has had a GrabFood
applications and frequently three times for applications usage during the last 6
months ago. The results showed that the service quality variable partially had a
significant effect on customer satisfaction by getting a regression equation Y =
15.482 + 0.276 X and an amount of t is 2.842 and a significant value of 0.05. This
study aims to provide an insight about how to improve customer satisfaction based
on the service quality that has been offered by services seeing the race competition
of food delivery services in order to get a consumer confidence in which the way
they had using their selected food delivery services.

Keywords : Service Quality, Customer Satisfaction, GrabFood Indonesia
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