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EFFECT OF SERVICE QUALITY AND GOJEK USER APPLICATION 

SYSTEM QUALITY ON CONSUMER SATISFACTION 

 

 

ABSTRAK 
Penyedia jasa transportasi ojek di Indonesia berkembang semakin banyak. 

Namun tingkat keselamatan, kesopanan, perlengkapan keselamatan bagi 

penumpang kurang diperhatikan oleh penyedia jasa. Perkembangan teknologi 

semakin meningkat dan menjadi inovasi untuk memudahkan konsumen 

menggunakan jasa transportasi melalui aplikasi. Jumlah sampel pada penelitian 

ini sebanyak 100 orang yang pernah menggunakan aplikasi GOJEK minimal 1 

kali. Instrumen penelitian menggunakan kuesioner. Teknik analisis data yang 

digunakan regresi linear berganda yang diolah dengan program SPSS 17.0 for 

windows. Hasil pengujian hipotesis kualitas layanan dan kualitas sistem 

aplikasi berpengaruh signifikan dan positif terhadap kepuasan konsumen. 

Pengukuran kualitas layanan menggunakan variabel reliability, responsiveness, 

assurance, emphaty, tangible, pengukuran kualitas sistem aplikasi 

menggunakan variabel easy of use, response time, reliability, flexibility, 

security dan pengukuran kepuasan konsumen menggunakan variabel mystery 

shopping, sistem keluh dan saran, lost customer analysis. 

 

Kata kunci: kualitas layanan, kualitas sistem aplikasi dan kepuasan konsumen. 

 

ABSTRACT 

 

Service transportation providers in Indonesia more and more every year. But 

safety level, courtesy, equipment for safety riding for consumer not noticed 

from provider. Tecchnologial development to be increased and to be 

innovation make it easy for consumer use service transportation by application. 

Number of samples in this research as much 100 people have use GOJEK 

application at least 1 time. This research to use questionnaire. Analysis 

technique use multiple linear regression processed by program SPSS 17.00 for 

windows. The results from test hypothesis services quality and application 

system quality significant and positive effect to concumer satisfaction. That 

measurement service quality with variable reliability, responsiveness, 

assurance, emphaty, tangible, and then application system quality use variable 

eassy of use, respone time, reliability, flexibility, security, and consumer 

satisfaction to use variable mystery shopping, complain and suggestions, lost 

customer analysis. 

 

Keywords : services quality, application system quality, and consumer 

satisfaction. 

 


