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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh persepsi manfaat, persepsi kemudahan, fitur
layanan, dan kepercayaan terhadap kepuasan pelanggan. Penelitian ini menggunakan metode
kuantitatif, teknik pengambilan_sampel yaitu Non-Praobability Sampling, pendekatan purposive
sampling, jumlah sampel sebanyak 120 responden. Setelah diuji menggunakan uji normalitas, data
tersebut tidak normal. Sehingga peneliti menguji kembali menggunakan uji Z score. Sehingga
jumlah sampel yang dipakai oleh peneliti sebanyak 72 responden. Teknik analisis data yang
digunakan dalam penelitian-ini yaitu uji analisis deskriptif, uji instrumen data, uji asumsi klasik,
uji regresi linier berganda, uji kecocokan model, dan uji hipotesis. Hasil penelitian menunjukkan
bahwa persepsi manfaat, persepsi kemudahan, fitur layanan, dan kepercayaan berpengaruh secara
simultan terhadap kepuasan pelanggan. Dan fitur layanan berpengaruh signifikan terhadap
kepuasan pelanggan. Sedangkan persepsi manfaat, persepsi kemudahan, dan kepercayaan tidak
berpengaruh signifikan terhadap kepuasan pelanggan.

Kata kunci : kepuasan pelanggan, persepsi manfaat, persepsi kemudahan, fitur layanan, dan
kepercayaan
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THE INFLUENCE OF PERCEIVED USEFULLNESS, PERCEIVED EASE OF USE,
SERVICE FEATURES, AND TRUST ON CUSTOMER SATISFACTION

(Study on Grab Application Users Grab Food Features in Purokerto)

Luthfiana Rahma Nandhiral> Herni Justiana Astuti?
Management Study Program S1 Faculty of Economics and Business
Muhammadiyah University Purwokerto

lraraaaal107@gmail.com 2herni99@gmail.com

ABSTRACT

This study aims to analyze the effect of perceived usefullness, perceived ease of use, service
features, and trust on customer satisfaction. This research uses quantitative methods, the sampling
technique is Non-Probability Sampling, purposive sampling approach, the sample size is 120
respondents. After being tested using the normality test, the data is not normal. So the researcher
tested again using the Z score test. So that the number of samples used by researchers was 72
respondents. The data analysis techniques used in this study are descriptive analysis test, data
instrument test, classical assumption test, multiple linear regression test, model fit test, and
hypothesis testing. The results showed that perceived usefullness, perceived ease of use, service
features, and trust simultaneously affect customer satisfaction. And service features have a
significant effect on customer ‘satisfaction. Meanwhile, perceived usefullness, perceived ease of
use, and trust have no significant effect on customer satisfaction.

Keywords : customer satisfaction, perceived usefullness, perceived ease of use, service features,
and trust.
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