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ABSTRAK

Tujuan penelitian ini untuk mengatahui pengaruh promosi, kualitas pelayanan,
faktor emosional, biaya dan kemudahan terhadap kepuasan konsumen pada
pengguna aplikasi jasa Gojek studi pada mahasiswa 3 Perguruan Tinggi di
Purwokerto. Pemilihan sampel dalam penelitian ini dilakukan dengan purposive
sampling. Berdasarkan kriteria didapatkan 115 responden yang menjadi sampel.
Teknik analisis data yang digunakan dalam penelitian ini yaitu uji instrumen,
statistik deskriptif, uji asumsi klasik, analisis regresi berganda dan uji hipotesis.
Hasil analisis menunjukkan bahwa secara parsial menunjukkan bahwa promosi
tidak berpengaruh terhadap kepuasan konsumen, sementara itu kualitas pelayanan
berpengaruh  terhadap kepuasan konsumen. Kemudian faktor emosional
berpengaruh terhadap kepuasan konsumen dan biaya dan kemudahan berpengaruh
terhadap kepuasan konsumen.

Kata Kunci : promosi, kualitas pelayanan, faktor emosional, biaya dan kemudahan,
kepuasan konsumen.
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THE EFFECT OF PROMOTION, QUALITY OF SERVICE,
EMOTIONAL FACTORS, COST AND CONVENIENCE ON
CUSTOMER SATISFACTION IN USERS OF THE GOJEK
SERVICE APPLICATION (Study on 3 College Students in
Purwokerto)
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ABSTRACT

The purpose of this study was to determine the effect of promotion, service quality,
emotional factors, costs, and convenience on consumer satisfaction in users of the
Gojek service application study on students of 3 universities in Purwokerto. The
selection of the sample in this study was carried out by purposive sampling. Based
on the criteria, 115 respondents were sampled. The data analysis techniques used
in this study were instrument tests, descriptive statistics, classical assumption tests,
multiple regression analysis, and hypothesis testing. The results of the analysis
show that partially it shows that promotion does not affect customer satisfaction,
while service quality affects customer satisfaction. Then emotional factors influence
consumer satisfaction and costs and convenience affect customer satisfaction.

Keywords: promotion, service quality, emotional factors, cost and convenience,
customer satisfaction.
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