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ABSTRAK

ADE PRAMITA DAMANIK. 200110109, (2024) “PENGARUH HARGA,
KUALITAS PELAYANAN DAN KEPERCAYAAN TERHADAP
KEPUASAN PELANGGAN GRAB BIKE DI MEDAN (Studi Kasus
Mahasiswa Universitas Katolik Santo Thomas Medan)”

Pembimbing: Dr. Elizabeth Haloho, M.M.

Tujuan penelitian ini adalah untuk mengetahui Pengaruh Harga, Kualitas
Pelayanan dan Kepercayaan Terhadap Kepuasan Pelanggan Grab Bike di Medan
(Studi Kasus Mahasiswa Universitas Katolik Santo Thomas Medan). Metode
penelitian pada penelitian ini dengan menyebarkan kuesioner kepada 100 orang
mahasiswa/l Universitas Katolik Santo Thomas Medan. Teknik pengambilan
sampel yang digunakan adalah proporsional stratified random sampling. Teknik
analisis data diuji dengan uji validitas, uji reabilitas, uji asumsi klasik, analisis
regresi linear berganda, uji hipotesis (uji t dan F) dan uji koefisien determinasi
yang dilakukan dengan menggunakan software SPSS 25. Diketahui KP = 6,380-
0,339H+0,442KP+0,157K+e, nilai beta hasil uji regresi linear berganda diperoleh
urutan variabel paling berpengaruh yaitu; kualitas pelayanan, kepercayaan dan
harga. Hasil uji thiwng diperoleh ‘harga berpengarun negatif dan signifikan,
sedangkan kualitas pelayanan dan kepercayaan berpengaruh positif dan signifikan
terhadap kepuasan pelanggan. Hasil Fnitung diperoleh harga, kualias pelayanan dan
kepercayaan berpengaruh positif dan - signifikan secara simultan terhadap
kepuasan pelanggan. Koefisien determinasi  (R-square) adalah sebesar 0,702 atau
70,2% artinya kepuasan pelanggan dapat dijelaskan oleh harga, kualitas pelayanan
dan kepercayaan sebesar 70,2%, sedangkan sisanya 29,8% dipengaruhi oleh
variabel lainnya seperti promosi, fasilitas, biaya dan faktor emosional yang tidak
diteliti dalam penelitian ini.

Kata Kunci : Harga, Kualitas Pelayanan, Kepercayaan, Kepuasan Pelanggan



ABSTRAK

The purpose of this research is to determine the influence of price, service
quality and trust on Grab Bike customer satisfaction in Medan (case Study of
Students at Santo Thomas Catholic University in Medan). The research method in
this study was to distribute questionnaires to 100 students at Santo Thomas
Catholic University in Medan. The sampling used was proportional stratified
random sampling. The data analysis technique was tested using the validity test,
reliability test, classical assumption test, multiple linear regression analysis,
hypothesis test (t and F test) and coefficient of determination test which was
carried out using SPSS software 25. Known to KP= 6.380-
0.339H+0.442KP+0.157K+e, the beta value of the results of the multiple limear
regression test obtained the order of the most influential variables, namely,
service quality, trust and price. The results obtained were that price had a
negative and significant effect while service quality and trust had a positive effect
and significant to customer satisfaction. The calculated results show that price,
service quality and trust have a positive and significant effect simultaneously on
customer satisfaction. The coefficient of determination (R-square) is 0.702 or
70.2%, meaning that customer satisfaction can be explained by price, service
quality and trust by 70 .2%, while the remaining 29.8% is influenced by other
variables such as promotions, cost facilities and emotional factors which were not
examined in this study.

Keywords : Price, Service Quality, Trust. Customer satisfaction
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