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ABSTRAK

Penelitian ini bertujuan untuk mengkaji pengaruh harga dan kemudahan
penggunaan terhadap kepuasan pelanggan serta dampaknya pada loyalitas
pelanggan pengguna layanan Go-Food di aplikasi Gojek di wilayah DKI Jakarta.
Data dikumpulkan melalui kuesioner yang disebarkan kepada 100 responden yang
telah menggunakan layanan Go-Food minimal empat kali dalam dua bulan terakhir
di DKI Jakarta. Pengambilan sampel dilakukan dengan metode non-probability
sampling, sementara analisis data menggunakan SEM (Structural Equation
Modeling) dengan software PLS versi 4.1.0.9. Hasil penelitian menunjukkan bahwa
harga berpengaruh positif dan signifikan terhadap kepuasan pelanggan layanan Go-
Food di DKI Jakarta, kemudahan penggunaan berpengaruh positif dan signifikan
terhadap kepuasan pelanggan layanan Go-Food di DKI Jakarta, harga berpengaruh
positif dan signifikan terhadap loyalitas pelanggan layanan Go-Food di DKI
Jakarta, kemudahan penggunaan berpengaruh positif namun tidak signifikan
terhadap loyalitas pelanggan layanan Go-Food di DKI Jakarta, kepuasan pelanggan
berpengaruh positif dan signifikan terhadap loyalitas pelanggan layanan Go-Food
di DKI Jakarta, kepuasan pelanggan memediasi pengaruh harga terhadap loyalitas
pelanggan layanan Go-Food di DKI Jakarta, dan kepuasan pelanggan tidak
memediasi pengaruh kemudahan penggunaan terhadap loyalitas pelanggan layanan
Go-Food di DKI Jakarta.

Kata Kunci: Harga, Kemudahan Penggunaan, Kepuasan Pelanggan, Loyalitas
Pelanggan.
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ABSTRACT

This study aims to determine the influence of price and ease of use on customer
satisfaction and its impact on customer loyalty of Go-Food service users on the
Gojek application in the DKI Jakarta area. Data were collected through
questionnaires distributed to 100 respondents who had used Go-Food services at
least four times in the last two months in DKI Jakarta. Sampling was carried out
using a non-probability sampling method, while data analysis used SEM (Structural
Equation Modelling) with PLS software version 4.1.0.9. The results of the study
show that price has a positive and significant effect on customer satisfaction of Go-
Food services in DKI Jakarta, ease of use has a positive and significant effect on
customer satisfaction of Go-Food services in DKI Jakarta, price has a positive and
significant effect on customer loyalty of Go-Food services in DKI Jakart, ease of
use has a positive but not significant effect on customer loyalty of Go-Food services
in DKI Jakarta, customer satisfaction has a positive and significant effect on
customer loyalty of Go-Food services in DKI Jakarta, customer satisfaction
mediates the influence of price on customer loyalty of Go-Food services in DKI
Jakarta, and customer satisfaction does not mediate the influence of ease of use on
customer loyalty of Go-Food services in DKI Jakarta.

Keywords: Price, Ease of Use, Customer Satisfaction, Customer Loyalty.
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