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ABSTRAK 

 

Endru / 29190032 / 2023 / Pengaruh Adequate Service dan Desired Service Terhadap 

Kepuasan Pelanggan Gojek di DKI Jakarta / Pembimbing: Rita Eka Setianingsih, S.E., M.M. 

 

Pada jaman modern ini mobilitas masyarakat semakin tinggi. Kebutuhan akan alat 

transportasi menjadi kebutuhan utama bagi masyarakat untuk menjalankan aktivitas yang 

beragam. Dengan adanya perkembangan teknologi maka muncul inovasi dalam bidang 

transportasi. Fenomena yang terjadi saat ini banyak masyarakat di kota DKI Jakarta yang 

menggunakan jasa transportasi Gojek dibandingkan jasa transportasi online lainnya. Salah 

satu hal yang menjadi dasar pemilihan aplikasi Gojek adalah pelayanannya dengan 

memperhatikan adequate service dan desired service  

 

Teori yang digunakan dalam penelitian ini adalah adequate service, desired service, 

dan kepuasan pelanggan. yang dimana menurut para ahli adequate service adalah tingkat 

kinerja jasa minimal yang masih dapat diterima berdasarkan perkiraan jasa yang mungkin 

akan diterima dan tergantung pada alternatif yang tersedia. Layanan yang memadai harapan 

mewakili "harapan minimum yang dapat ditoleransi Sedangkan desired service yang 

memiliki arti kinerja jasa yang diharapkan pelanggan akan diterimanya, yang merupakan 

gabungan dari kepercayaan pelanggan mengenai apa yang dapat dan harus diterimanya. 

perpaduan dari apa yang pelanggan yakini “dapat” dan “seharusnya”.   

 

Teknik pengumpulan data dilakukan dengan cara menyebarkan kuesioner dalam 

bentuk google form. Jumlah sampel yang digunakan sebanyak 125 responden dan teknik 

pengambilan sampel berupa non-probability sampling dengan jenis judgment sampling. 

Metode analisis yang digunakan meliputi uji validitas, uji reliabilitas, uji normalitas, uji 

heteroskedastisitas, uji multikolinearitas, uji statistik F, uji statistik T, dan koefisien 

determinasi. Pengujian dilakukan dengan menggunakan bantuan SPSS 26. 

 

Penelitian ini menunjukkan bahwa adequate service dan desired service berpengaruh 

positif dan signifikan terhadap kepuasan pelanggan Gojek. 

 

Layanan Transportasi Gojek akan mempertahankan dan meningkatkan loyalitas 

pelanggan dan kualitas layanan di setiap layanan yang tersedia di Aplikasi Go-Jek dan 

memberikan layanan yang memenuhi kebutuhan/harapan pelanggan. Dengan harapan 

tersebut, perusahaan dapat terus meningkatkan kualitas pelayanannya, sehingga 

memungkinkan perusahaan untuk mempertahankan pelanggannya agar tetap setia kepada 

perusahaan. 

 

 

 

 

Kata Kunci: Adequate Service, Desired Service, Kepuasan Pelanggan 
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ABSTRACT 

 

Endru / 29190032 / 2023 / The Effect of Adequate Service and Desired Service On Gojek 

Customer Satisfaction in DKI Jakarta / Advisor: Rita Eka Setianingsih, S.E., M.M. 

 

In modern times, people's mobility is getting higher. The need for transportation is 

the main need for the community to carry out diverse activities. With the development of 

technology, innovations in the field of transportation have emerged. The phenomenon that 

occurs today is that many people in DKI Jakarta city use Gojek transportation services 

compared to other online transportation services.one of the things that is the basis for 

choosing the Gojek application is its service by paying attention to adequate service and 

desired service which according to experts adequate service is the minimum service 

performance level that is still acceptable based on estimates of services that may be accepted 

and depends on alternatives that  available. Adequate service expectations represent 

"minimum tolerable expectations”. Meanwhile, desired service means the performance of 

the service that customers expect to receive, which is a combination of customer trust in 

what it can and should receive. a mix of what customers believe "can" and "should".   

 

The theories used in this study are adequate service, desired service, and customer 

satisfaction. The theories used in this study are adequate service, desired service, and 

customer satisfaction. According to experts adequate service is the minimum level of service 

performance that is still acceptable based on estimates of services that may be received and 

depends on the available alternatives. Adequate service expectations represent "minimum 

tolerable expectations," while desired service means the expected service performance the 

customer will receive, which is a combination of customer beliefs about what he can and 

should receive. A blend of what customers believe "can" and "should".   

 

Data collection techniques are carried out by distributing questionnaires in the form 

of google forms. The number of samples used was 133 respondents and the sampling 

technique was in the form of non-probability sampling with purposive sampling type. The 

analytical methods used include validity tests, reliability tests, normality tests, 

heteroskedasticity tests, multicholinearity tests, F statistical tests, T statistical tests, and 

coefficients of determination. The test was carried out using the help of SPSS 26. 

 

This research shows that adequate service and desired service have a positive and 

significant effect on Gojek customer satisfaction. 

 

Gojek Transportation Services will maintain and improve customer loyalty and 

service quality in every service available in the Go-Jek App and provide services that meet 

customer needs/expectations. With this hope, the company can continue to improve the 

quality of its services, thus allowing the company to keep its customers loyal to the company. 

 

 

 

 

Keywords: Adequate Service, Desired Service, Customer Satisfaction 
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