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ABSTRAK 

Juve Mikhael / 22180455 / 2022 /Pengaruh Kualitas Jasa terhadap Word of Mouth dan Brand 

Image layanan jasa transportasi melalui aplikasi Gojek di Jakarta Barat/ Pembimbing: 

Bernadine, Dra., M.Com. 

Layanan transportasi online Gojek sekarang ini sudah mendominasi dan sangat berperan 

dalam memenuhi kebutuhan mobilitas masyarakat untuk melakukan berbagai aktivitas 

sehari-hari secara cepat, mudah, dan praktis.  

Penelitian ini bertujuan menganalisis pengaruh kualitas jasa terhadap word of mouth dan 

brand image layanan jasa transportasi melalui aplikasi Gojek di Jakarta Barat. Metode 

pengumpulan data dilakukan dengan menyebarkan kuesioner dengan format skala Likert 

melalui google form kepada 103 responden.  

Teknik analisis data dilakukan melalui uji validitas, uji reliabilitas, uji asumsi klasik, uji 

normalitas, uji autokorelasi, uji multikolinieritas, uji heteroskedastisitas, uji F, dan uji t. 

Pengujian hipotesis penelitian dilakukan dengan bantuan SPSS 25.  

Hasil penelitian menyimpulkan bahwa Kualitas Jasa memiliki pengaruh positif terhadap 

Word of Mouth dan Brand Image layanan jasa transportasi melalui aplikasi Gojek di Jakarta 

Barat. 

Kata Kunci : Kualitas Jasa, Word of Mouth, Brand Image  
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ABSTRACT 

Juve Mikhael / 22180455 / 2022 / The Influence of Service Quality on Word of Mouth and 

Brand Image of Transportation Services through the Gojek Application in West Jakarta / 

Advisor: Bernadine, Dra., M.Com. 

Gojek's online transportation service now dominates and plays a very important role in 

meeting the mobility needs of the community to carry out various daily activities quickly, 

easily and practically. 

This study aims to analyze the effect of The Influence of Service Quality on Word of Mouth 

and Brand Image of Transportation Services through the Gojek Application in West Jakarta. 

The data collection method was carried out by distributing questionnaires with a Likert scale 

format via google form to 103 respondents. 

Data analysis techniques were carried out through validity test, reliability test, classical 

assumption test, normality test, autocorrelation test, multicollinearity test, 

heteroscedasticity test, F test, and t test. Research hypothesis testing was carried out with 

the help of SPSS 25. 

The results of the study conclude that The Influence of Service Quality have a positive 

influence on Word of Mouth and Brand Image of Transportation Services through the Gojek 

Application in West Jakarta. 

Keywords: Service Quality, Word of Mouth, Brand Image.  
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berupa data dan infromasi yang dibutuhkan penulis dalam menyelesaikan laporan 
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