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ABSTRAK 

PENGARUH KUALITAS LAYANAN, PERSEPSI HARGA DAN 

KEPERCAYAAN TERHADAP KEPUASAN PELANGGAN PADA 

LAYANAN TRANSPORTASI ONLINE GRAB-BIKE DI JAKARTA 

SELATAN 

Oleh : 

Adelia Reviana 

NPM : 223402516249 

Tugas Akhir, dibawah bimbingan Dr. Elwisam, S.E.,M.M. : 

 

Penelitian ini berguna untuk menganalisis Pengaruh Kualitas Layanan, Persepsi 

Harga, dan Kepercayaan terhadap kepuasan pelanggan pada layanan transportasi 

online Grab-Bike di Jakarta Selatan. 

 

Temuan pengkajian ini menjelaskan telaah data, dipakai perangkat 

perangkat lunak Warp Partial Least Square (PLS) versi 8.0, yang termasuk evolusi 

dari telaah Partial Least Square (PLS). tahap telaah ini meliputi cara outer model 

yang mengaitkan convergent validity, discriminant validity, dan composite 

reliability, serta inner model yang memakai Goodness of fit model, R-Square, 

Predictive relevance, dan effect Size. Pada pengkajian ini, 100 responden 

berpartisipasi. Pengkajian ini menemukan, memakai pendekatan sistematis, bahwa 

faktor-faktor ini dapat menaikkan kinerja perusahaan. Karenanya, hasil pengkajian 

ini menjabarkan jika Kualitas Layanan, Persepsi Harga, dan Kepercayaan 

berpengaruh positif dan signifikan terhadap Kepuasan Pelanggan. 

 

Kata Kunci : Kualitas Layanan, Persepsi Harga, Kepercayaan, Kepuasan 

Pelanggan 
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ABSTRACT 

THE EFFECT OF SERVICE QUALITY, PRICE PERCEPTION AND 

TRUST ON CUSTOMER SATISFACTION WITH THE ONLINE 

TRANSPORTATION SERVICE GRAB-BIKE IN SOUTH JAKARTA 

 

By :  

ADELIA REVIANA 

NPM 223402516249 

Final Project under the guidance of Dr. Elwisam, S.M.,M.M 

 

This study is useful for analyzing the influence of service quality, price perception, 

and trust on customer satisfaction in the Grab-Bike online transportation service in 

South Jakarta. 

 

The findings of this study explain the data analysis, using Warp Partial Least 

Square (PLS) software version 8.0, which is an evolution of the Partial Least Square 

(PLS) analysis. This review stage includes an outer model that links convergent 

validity, discriminant validity, and composite reliability, as well as an inner model 

that uses Goodness of fit model, R-Square, Predictive relevance, and effect size. In 

this study, 100 respondents participated. This study found, using a systematic 

approach, that these factors can improve company performance. Therefore, the 

results of this study describe that Service Quality, Price Perception, and Trust have 

a positive and significant effect on Customer Satisfaction. 

 

Keywords : service quality, price perception and trust customer satisfaction 
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