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ABSTRAK

PENGARUH KUALITAS PELAYANAN, KEPERCAYAAN
PELANGGAN DAN CUSTOMER EXPERIENCE TERHADAP
LOYALITAS PELANGGAN TRANSPORTASI ONLINE GO-RIDE
DI JAKARTA SELATAN

Oleh :

Lina Herawaty

NPM : 213402516237

Tugas Akhir ini di bawah bimbingan Dr. Resti Hardini, S.E., M.Si.

Penelitian ini dilakukan dengan tujuan untuk menganalisis pengaruh Kualitas
Pelayanan, Kepercayaan Pelanggan, dan Customer Experience terhadap
Loyalitas Pelanggan Transportasi Online Go-Ride di Jakarta Selatan. Penelitian
ini menggunakan data primer yang diperoleh melalui hasil penyebaran
kuesioner kepada 96 responden pengguna transportasi online Go-Ride di
Jakarta Selatan. Metode yangdigunakan untuk menganalisis data adalah
Analisis Regresi Linier Berganda, dengan pengolahan data menggunakan
program software  SPSS versi 30. Hasil penelitian berdasarkan uji t
menunjukkan bahwa variabel Kualitas Pelayanan tidak mempunyai pengaruh
terhadap variabel Loyalitas Pelanggan. Variabel Kepercayaan Pelanggan
berdasarkan hasil uji t mempunyai pengaruh positif dan signifikan terhadap
variabel Loyalitas Pelanggan. Variabel Customer Experience mempunyai

pengaruh yang positif dan signifikan terhadap Loyalitas Pelanggan.

Kata Kunci : Kualitas Pelayanan, Kepercayaan Pelanggan, Customer

Experience, Loyalitas Pelanggan.



ABSTRACT

THE INFLUENCE OF SERVICE QUALITY, CUSTOMER TRUST, AND
CUSTOMER EXPERIENCE ON CUSTOMER LOYALTY OF GO-RIDE
ONLINE TRANSPORTATION IN SOUTH JAKARTA

By :

Lina Herawaty

NPM : 213402516237

This final assignment is under the guidance of Dr. Resti Hardini, S.E., M.Si.

The purpose of this research is to analyze the influence of Service Quality,
Customer Trust, and Customer Experience on Customer Loyalty of Go-Ride
Online Transportation in South Jakarta. This study uses primary data obtained
through the results of distributing questionnaires to 96 respondents of Go-Ride
online transportation users in South Jakarta. The method used to analyze the
data is Multiple Linear Regression Analysis, with data processing using the
SPSS software program version 30. The results of the study based on the t-test
indicate that the Service Quality variable has no effect on the Customer Loyalty
variable. The Customer Trust variable based on the results of the t-test has a
positive and significant effect on the Customer Loyalty variable. The Customer

Experience variable has a positive and significant effect on Customer Loyalty.

Keywords : Service Quality, Customer Trust, Customer Experience, Customer

Loyalty.
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