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MOTTO
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untuk menjadi hebat.”

(Zig Ziglar)
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PENGARUH KUALITAS PELAYANAN, FASILITAS DAN
PROMOSI TERHADAP KEPUASAN PELANGGAN GRAB
BIKE

(Studi Pada Masyarakat Purwokerto)

Gamas Hoggy Wijaya'
Fakultas Ekonomi dan Bisnis
Universitas Muhammadiyah Purwokerto

gamas.hoggy@amail.com

ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan, fasilitas
dan promosi terhadap kepuasan pelanggan Grab Bike pada masyarakat
Purwokerto (Purwokerto Selatan, Purwokerto Utara, Purwokerto Barat, dan
Purwokerto Timur). Pemilihan sampel penelitian ini menggunakan purposive
sampling. Sampel pada penelitian ini sebesar 110 responden. Metode penelitian
dalam penelitian ini yaitu regresi linear berganda. Hasil analisis menunjukan
bahwa secara simultan variabel kualitas pelayanan, fasilitas, dan promosi
berpengaruh terhadap kepuasan pelanggan. Untuk uji parsial, variabel kualitas
pelayanan, fasilitas, dan promosi berpengaruh positif dan signifikan terhadap
kepuasan pelanggan.

Kata Kunci : Kualitas pelayanan, fasilitas, promosi dan kepuasan pelanggan
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THE EFFECT OF QUALITY SERVICE, FACILITIES AND
PROMOTIONS ON GRAB BIKE CUSTOMER SATISFACTION

(Study on Purwokerto Society)

Gamas Hoggy Wijaya'
Faculty of Economics and Business
University of Muhammadiyah Purwokerto

gamas.hoggy@agmail.com

ABSTRACT

This study aims to analyze the effect of service quality, facilities and promotion on
Grab Bike customer satisfaction in the Purwokerto community (South
Purwokerto, North Purwokerto, West Purwokerto, and East Purwokerto).
Selection of this research sample using purposive sampling. The sample of this
research is 110 respondents. The research method in this study is multiple linear
regression. The results of the analysis show that simultaneously the variables of
service quality, facilities, and promotions affect customer satisfaction. For partial
tests, the variables of service quality, facilities, and promotions have a positive
and significant effect on customer satisfaction.

Keywords : Quality of service, facilities, promotion and customer satisfaction
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