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ABSTRAK

Balgis Rahmadhina, 2019; Pengaruh Perceived Ease of Use dan Service
Quality terhadap Customer Satisfaction dengan Trust sebagai Intervening (
Studi kasus pengguna Grab di wilayah Jakarta). Skripsi, Jakarta:
Konsentrasi Manajemen, Fakultas Ekonomi, Universitas Negeri Jakarta.
Tim Pembimbing: Dr. Mohammad Rizan SE, MM & Andrian Haro, S.Si,
MM .

Tujuan penelitian ini adalah untuk mengetahui pengaruh perceived ease of
use terhadap trust, pengaruh service quality terhadap trust, pengaruh trust
terhadap customer satisfaction, pengaruh perceived ease of use terhadap customer
satisfaction, pengaruh service quality terhadap customer satisfaction, pengaruh
perceived ease of use terhadap customer satisfaction dengan trust sebagai
intervening, pengaruh service quality terhadap customer satisfaction dengan trust
sebagai intervening (Studi kasus pengguna Grab di wilayah Jakarta).

Metode pengumpulan data menggunakan metode survei dengan instrumen
berupa kuesioner. Objek penelitian ini adalah 200 responden yang menggunakan
aplikasi Grab di wilayah Jakarta. Analisis data menggunakan SPSS versi 22 dan
SEM (Structural Equation Model) dari software LISREL versi 8.80 untuk
mengolah dan menganalisa data hasil penelitian. Hasil pengujian hipotesis
menunjukkan: 1) perceived ease of use berpengaruh signifikan terhadap trust, 2)
service quality berpengaruh signifikan terhadap trust, 3) trust berpengaruh
signifikan terhadap customer satisfaction, 4) perceived ease of use berpengaruh
signifikan terhadap customer satisfaction, 5) service quality berpengaruh
signifikan terhadap customer satisfaction 6) perceived ease of use berpengaruh
signifikan terhadap customer satisfaction melalui trust sebagai intervening, 7)
service quality berpengaruh signifikan terhadap customer satisfaction melalui
trust sebagai intervening untuk pengguna Grab di Jakarta

Kata Kunci: Perceived ease of use, service quality, trust , customer satisfaction
, Grab Jakarta, SEM



ABSTRACT

Balgis Rahmadhina, 2019; The Effect of Perceived Ease of Use and Service
Quality on Customer Satisfaction with Trust as Intervening (Case study of Grab
users in the Jakarta area). Thesis, Jakarta: Management Concentration, Faculty
of Economics, Jakarta State University. Advisory Team: Dr. Mohammad Rizan
SE, MM & Andrian Haro, S.Si, MM.

The purpose of this study was to determine the effect of perceived ease of
use on trust, the effect of service quality on trust, the influence of trust on
customer satisfaction, the effect of perceived ease of use on customer satisfaction,
the effect of service quality on customer satisfaction, the effect of perceived ease
of use on customer satisfaction with trust as intervening, the effect of service
quality on customer satisfaction with trust as intervening (Case study of Grab
users in the Jakarta area).

Methods of collecting data using survey methods with instruments in the
form of questionnaires. The object of this research is 200 respondents who use the
Grab application in the Jakarta area. Data analysis used SPSS version 22 and
SEM (Structural Equation Model) from LISREL software version 8.80 to process
and analyze research data. Hypothesis testing results show: 1) perceived ease of
use significant effect on trust, 2) service quality has a significant effect on trust, 3)
trust has a significant effect on customer satisfaction, 4) perceived ease of use has
a significant effect on customer satisfaction, 5) service quality has a significant
effect on customer satisfaction 6) perceived ease of use has a significant effect on
customer satisfaction through trust as intervening, 7) service quality has a
significant effect on customer satisfaction through trust as intervening grab user
in Jakarta

Keywords: Perceived ease of use, service quality, trust, customer satisfaction,
Grab Jakarta, SEM
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W

. Skripsi ini merupakan karya asli dan belum pernah diajukan untuk

mendapatkan gelar akademik sarjana, baik di Universitas Negeri Jakarta
maupun di Perguruan Tinggi lain.
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terdapar penyimpangan dan ketidakbenaran maka saya bersedia menerima
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MOTTO

Berdoa itu ibadah.
Dikabulkan itu Hadiah.
Belum dikabulkan berarti pahala berlimpah.

Jadi jangan pernah menyerah untuk berdoa kepada Allah SWT.
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selalu memberi semangat dan do’a di saat aku sedang berada di titik terlemah dan
tersulitku, mereka yang sudah memotivasiku untuk terus berusaha menyelesaikan
skripsi ini. Karena-Mu mereka ada, dan karena-Mu skripsi ini terselesaikan.
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Sholawat serta salam selalu terlimpahkan kepada Nabi Muhammad SAW.
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