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ABSTRAK 

 

Andrewan Lyonus / 27120218 / 2016 / Pengaruh Kualitas Layanan Terhadap Kepuasan 

Konsumen dan Dampaknya Terhadap Loyalitas konsumen Taksi Online Uber dan Grab di 

Jakarta / Pembimbing : Prof. Dr Husein Umar, S.E., M.B.A, M.M. 

 Penelitian ini bertujuan untuk meneliti pengaruh kualitas layanan terhadap 

kepuasan konsumen dimana masing-masing variabel tersebut mempunyai dampak pada 

loyalitas konsumen taksi online Uber dan Grab di  Jakarta.  

Kualitas layanan ditinjau dari lima dimensi yaitu tangibles, responsiveness, assurance, 

reliability, dan empathy. Kepuasan konsumen dilihat dari Sembilan faktor yang 

mendeterminasinya  yang dapat dijadikan sebagai dimensinya yaitu  serviceability, 

accessibility, communication, competence, courtesy, reliability, security, dan tangibles. 

Loyalitas konsumen ditinjau dari empat dimensi yaitu commitment, repurchase, cross 

buying, dan word of mouth. 

 Sampel penelitian ini adalah orang-orang yang pernah memakai layanan Uber atau 

Grab yang ada di Jakarta. Banyaknya sampel adalah 215 responden pada periode penelitian 

Juni 2016 – Juli 2016. Teknik pengambilan sampel yang digunakan adalah teknik Non-

Probability Sampling dengan menggunakan Judgement Sampling, dimana teknik ini tidak 

mempertimbangkan peluang bagi setiap orang untuk terpilih menjadi sampel, tetapi 

berdasarkan pada penilaian peneliti. Teknis analisis data untuk menguji masing-masing 

variabel dan pengujian hipotesis menggunakan Structural Equation Model (SEM) melalui 

progam SPSS dan Lisrel. 

 Hasil penelitian menindikasikan bahwa kualitas layanan berpengaruh langsung 

terhadap kepuasan konsumen dan juga berpengaruh langsung terhadap loyalitas secara 

signifikan. Pengaruh langsung kepuasan konsumen terhadap loyalitas konsumen tidak kuat 

dalam penelitian karena peneliti tidak menemukan adanya pengaruh signifikan antara 

kepuasan konsumen dan loyalitas konsumen serta kualitas layanan tidak memiliki 

pengaruh yang kuat terhadap loyalitas konsumen melalui kepuasan konsumen karena tidak 

adanya pengaruh yang signifikan.  
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ABSTRACT 

 

Andrewan Lyonus / 2712018 / 2016 / The Influence of Service Quality on Customer 

Satisfaction and its impact on customer loyalty of Uber and Grab’s Online Cab Consumer 

in Jakarta / Advisor : Prof. Dr Husein Umar, S.E., M.B.A, M.M. 

 This study aims to investigate the influence of service quality to customer 

satisfaction which each of these variables has an impact on customer loyalty of Uber and 

Grab’s online cab in Jakarta. 

 The service quality include terms of five dimensions: tangibles, responsiveness, 

assurance, reliability, and empathy. Customer satisfaction seen from its determine of the 

nine factors that could serve as it dimensions are serviceability, accessibility, 

communication, competence, courtesy, reliability, security, and tangibles. Customer 

loyalty in terms of four dimensions, namely commitment, repurchase, cross buying, and 

word of mouth. 

 Samples were people who have already used the service Uber or Grab Jakarta. The 

sample size was 215 respondents in the study period June 2016 - July 2016. The sampling 

technique used is the technique of Non-Probability Sampling by using Judgment Sampling, 

where this technique does not consider the opportunity for everyone to be elected to the 

sample, but based on investigator assessment. Technical analysis of the data to test each 

variable and hypothesis testing using Structural Equation Model (SEM) through SPSS 

program and lisrel. 

 The result of research indicating the quality of the services that directly influence 

customer satisfaction and also directly affects the loyalty significantly. The direct effect of 

customer satisfaction on consumer loyalty is not strong in the study because researchers 

did not find any significant effect between customer satisfaction and customer loyalty as 

well as the quality of service does not have a strong influence on customer loyalty through 

customer satisfaction due to the absence of significant influence. 
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