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ABSTRAK 

 

 Joshua Filman. 201510325213. Pengaruh Kualitas Pelayanan dan Fitur 

Aplikasi Terhadap Kepuasan Konsumen Go-Jek (Studi Pada Mahasiswa Fakultas 

Ekonomi Universitas Bhayangkara Jakarta Raya). 

 Penelitian ini bertujuan untuk mengetahui seberapa besar pengaruh kualitas 

pelayanan (X1) dan fitur aplikasi (X2) terhadap kepuasan konsumen Go-Jek (Y) 

pada mahasiswa fakultas ekonomi Universitas Bhayangkara Jakarta Raya. 

Penelitian ini merupakan penelitian kuantitatif dengan metode survey. Populasi 

dalam penelitian ini adalah mahasiswa fakultas ekonomi Universitas Bhayangkara 

Jakarta Raya. Dengan sampel penelitian yaitu sebanyak 95 orang, dengan 

menggunakan rumus slovin dan dengan teknik Purposive Sampling. Penelitian ini 

dilakukan dengan menggunakan program IBM SPSS versi 23. Hasil uji t, 

menunjukkan variabel kualitas pelayanan (X1) berpengaruh secara parsial dengan 

t-hitung sebesar 4,538 dan t-tabel sebesar 1,661. Variabel fitur aplikasi (X2) 

berpengaruh secara parsial dengan t-hitung sebesar 2,058 dan t-tabel sebesar 

1,661. Hasil uji F, menunjukkan kualitas pelayanan (X1) dan fitur aplikasi (X2) 

berpengaruh secara simultan terhadap kepuasan konsumen (Y) dengan F-hitung 

sebesar sebesar 22,636, dan F-tabel sebesar 2,36. Hasil uji koefisien determinasi  

R Square, diperoleh sebesar 0,330. Yang artinya pengaruh kualitas pelayanan (X1) 

dan fitur aplikasi (X2) terhadap kepuasan konsumen (Y), sebesar 33%, dan 

sisanya sebesar 67% dipengaruhi oleh faktor lain. 

 

Kata kunci: kualitas pelayanan, fitur aplikasi, kepuasan konsumen. 
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ABSTRACT 

 

 Joshua Filman. 201510325213. The Influence of Service Quality and 

Feature Application Toward Consumer Satisfaction of Go-Jek (A Study on 

Students of Faculty of Economics Bhayangkara Jakarta Raya University). 

 This study aims to find out how big the influence of service quality (X1) and 

feature application (X2) toward consumer satisfaction of Go-Jek (Y) on students of 

faculty of economics Bhayangkara Jakarta Raya University. This study was a 

quantitative research with using survey method. The population in this study was 

the student of Faculty of Economics University of  Bhayangkara Jakarta Raya. 

With a sample of research as many as 95 people, using the slovin formula and 

purposive sampling as a technical sampling. This research was conducted with 

using the IBM SPSS program version 23. The results of the t-test, showed the 

variable of service quality (X1) partially influence as the t-count was 4,538 and 

the t-table was 1,661. Also the feature application (X2) partially influence as the t-

count was 2,058 and t-table was 1,661. The results of the F-test, showed the 

variable of service quality (X1) and feature application (X2) simultaneously 

influence toward consumer satisfaction (Y) as the F-count was 22,636, and the F-

table was 2,36. The results of the test of coefficient determination R Square, was 

obtained as 0,330. Which means the influence of service quality (X1) and feature 

application (X2) toward consumer satisfaction (Y), as big as 33%, and the rest of 

67% is affected by other factors. 

 

Keywords: service quality, feature application, consumer satisfaction. 
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