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ABSTRAK

_Farazita” Dama Andini / 21130513 / 2017 / Pengaruh Kualitas Layanan, Kepuasan
Pelanggan dan Citra Merek Terhadap Loyalitas Konsumen Ojek Online GO-JEK, Grab
gdan Uber di Jakarta Utara/ Prof. Dr. Husein Umar, MBA., M.M.

3
o

3DiIIndbnesia, ojek online menjadi pilihan yang banyak diminati masyarakat khususnya di
ékcga besar seperti Jakarta. Transportasi online menjadi jawaban keluhan masyarakat yang
T%rng’nginginkan transportasi yang praktis.Sudah ada beberapa perusahaan transportasi online
édiglndonesia, yaitu GO-JEK, Grab dan Uber. Bagi produsen, hal ini akan menimbulkan
Zsuatu ancaman, karena apabila semakin banyak jasa baru yang di tawarkan maka itu berarti

%p@aing semakin banyak. Untuk itu perusahaan harus mampu menciptakan loyalitas bagi
gk@surpen dengan menerapkan kualitas layanan, kepuasan, dan citra merek.

§D§Iam penelitian ini memiliki beberapa variabel independen yaitu Kualitas Layanan terdiri
%daii 5 dimensi yaitu kehandalan, daya tanggap, jaminan, empati dan bukti fisik. Kepuasan
§P§anggan yang terdiri dari 4 dimensi yaitu overall customer satisfaction, perceived value,
?aﬁ?ective respond, dan fulfilling changing and new needs. Citra Merek yang terdiri dari 4
%dimensi yaitu brand identity, brand personality, brand association, brand competence and
“benefit, Serta Loyalitas Konsumen terdiri dari 4 dimensi yaitu deeply commitment,

gdecrease loyalty to competitors, repurchase, dan positive word of mouth.

“Metode penelitian yang digunakan adalah metode deskriptif dengan mengumpulkan data
§dengan menyebarkan kuesioner kepada 150 responden yang merupakan pengguna ojek
gonline GO-JEK, Grab, dan Uber. Alat ukur yang dipakai dalam penelitian ini adalah uji
>validitas, reliabilitas, skala likert, uji regresi berganda, dan uji asumsi klasik dengan alat

Q

;.Jbantu yang digunakan untuk menganalisis data adalah SPSS 20.0.

-]

“Hasil dari penelitian ini adalah kualitas layanan dan citra merek memiliki pengaruh positif
=dan signifikan terhadap loyalitas konsumen. Sedangkan kepuasan pelannggan tidak
=berpengaruh terhadap loyalitas konsumen.

éKesimpuIan dari penelitian ini adalah secara keseluruhan kualitas layanan, kepuasan
“pelanggjan, dan citra merek berpengaruh terhadap loyalitas, yang berarti konsumen loyal
~kareng-kualitas layanan dan citra merek yang diberikan oleh ojek online GO-JEK, Grab,
dan Uber.

Kata Runci : Kualitas Layanan, Kepuasan Pelanggan Citra Merek, Loyalitas Konsumen.
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ABSTRACT

CFarazﬂ;a Dama Andini / 21130513 / 2017 / The Impact of Service Quality, Consumer
DJSatlsfactlon and Brand Image on Consumer Loyalty of GO-JEK, Grab and Uber user in
gNorth Jdakarta / Prof. Dr. Husein Umar, MBA., M.M.

3 =

élnﬁndonesia, online transportation become the preferred choice for the people who live in
=big citylike Jakarta. Online transportation is the answer the people complaints who needs
practical transportation. There are several online transportation in Indonesia there are
%GE JEK, Grab and Uber. For producers, this will pose a threat, because if more new
ﬁseiwces are on offer, then it means more competitors. For that the company must be able
Stqureate loyalty for consumers by applying service quality, satisfaction, and brand image.

Q -
c C par

glngthis study has several independent variables, Service Quality consists of 5 dimensions,
Sthére are reliability, responsiveness, assurance, empathy and physical evidence. Customer

c

gs@sfa'ction consisting of 4 dimensions, there are customer satisfaction overall, perceived
gva%ue affective respond, and fulfilling changing and new needs. Brand image consisting of
4 dlmen3|ons there are brand identity, brand personality, brand association, and brand
‘gcompetence and benefit. And Consumer Loyalty consists of 4 dimensions, there are deeply
~commitiment, decrease loyalty to competitors, repurchase, and positive word of mouth.

]
o

gThe research method used is descriptive method by collecting data by distributing
%questionnaires to 150 respondents who are use of online transportation, GO-JEK, Grab,
~and Uber. The measuring instrument used in this research is the validity, reliability, likert
éscale, multiple regression test, and classical assumption test, and the tools to analyze the
Sdata iSSPSS 20.0.

[oN
Q

gThe results of this study is service quality, and brand image has a positive and significant

D

=impac¢gon consumer loyalty. And consumer satisfaction has no impact on customer loyalty.

D

gThe cénclusion of this study is that overall service quality and brand image has a impact
%on customer loyalty, which means loyal customers because of the service quality and brand
Simagesprovided by GO-JEK, Grab and Uber.

o
0]
i

Keyw@rds: Service Quality, Customer Satisfaction, Brand Image, Consumer Loyalty.
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