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ABSTRAK 

 

PENGARUH KUALITAS LAYANAN, KETEPATAN WAKTU DAN 

HARGA TERHADAP KEPUASAN PELANGGAN 

TRANSPORTASI GOJEK ONLINE 

 

Oleh : Rilis Billy Khoiri 

NPM : 193402416233 

 

Skripsi dibawah bimbingan Prof. Dr. Ir. Edi Sugiono, S.E., M.M 

 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas 

layanan, ketepatan waktu, dan harga terhadap kepuasan pelanggan Gojek 

Online. Metode penelitian yang digunakan adalah metode kuantitatif 

dengan instrumen kuesioner yang disebarkan kepada 100 responden 

pengguna layanan Gojek Online. Analisis data dilakukan melalui uji 

validitas, reliabilitas, uji asumsi klasik, regresi linier berganda, uji parsial 

(t), uji simultan (F), serta koefisien determinasi (R²). Hasil penelitian 

menunjukkan bahwa variabel kualitas layanan, ketepatan waktu, dan harga 

berpengaruh positif dan signifikan terhadap kepuasan pelanggan, baik 

secara parsial maupun simultan. Hal ini menegaskan bahwa semakin baik 

layanan yang diberikan, semakin tepat waktu pelayanan, serta semakin 

sesuai harga yang ditawarkan, maka semakin tinggi tingkat kepuasan 

pelanggan terhadap Gojek Online. 

 

Kata kunci : Kualitas Layanan, Ketepatan waktu, harga, kepuasan 

pelanggan. 

 

 

 

 

 

 

 



 
 

 

 

 

 

ABSTRACK 

 

THE INFLUENCE OF SERVICE QUALITY, TIMELINESS, 

AND PRICE ON CUSTOMER SATISFACTION OF GOJEK ONLINE 

 

Oleh : Rilis Billy Khoiri 

NPM : 193402416233 

 

Thesis under the supervision of Prof. Dr. Ir. Edi Sugiono, S.E., M.M 

 

This research aims to analyze the effect of service quality, 

punctuality, and price on customer satisfaction of Gojek Online. The 

research method used is a quantitative method with a questionnaire 

instrument distributed to 100 respondents who are users of Gojek Online 

services. Data analysis is conducted through validity tests, reliability tests, 

classical assumption tests, multiple linear regression, partial tests (t-tests), 

simultaneous tests (F-tests), and the coefficient of determination (R²). The 

results of the study show that the variables of service quality, punctuality, 

and price have a positive and significant effect on customer satisfaction, 

both partially and simultaneously. This emphasizes that the better the 

service provided, the more punctual the service, and the more appropriate 

the price offered, the higher the level of customer satisfaction with Gojek 

Online. 

 

Keywords : Service Quality, Timeliness, Price, Customer Satisfaction. 
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