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ABSTRAK

Penelitian ini bertujuan untuk bertujuan untuk mengetahui pengaruh harga,
kualitas pelayanan, dan citra merk terhadap kepuasan konsumen jasa Grab Express
(studi kasus pada Mahasiswa Fakultas Bisnis Universitas Mikroskil). Jenis penelitian
yang digunakan merupakan jenis penelitian deskriptif kuantitatif. Populasi dalam
penelitian ini adalah mahasiswa Fakultas Bisnis Universitas Mikroskil stambuk 2019
sebanyak 219 mahasiswa. Teknik sampel yang digunakan adalah probability
sampling. Dalam penentuan jumlah sampel menggunakan rumus Slovin dengan
persentase kesalahan 5% dan diperoleh sebanyak 141 mahasiswa. Hasil penelitian ini
menunjukkan bahwa secara parsial harga berpengaruh terhadap kepuasan konsumen,
kualitas pelayanan berpengaruh terhadap kepuasan konsumen, dan citra merk
berpengaruh terhadap kepuasan konsumen. Secara simultan harga, kualitas
pelayanan, dan citra merk berpengaruh terhadap kepuasan konsumen. Kepuasan
konsumen dipengaruhi oleh harga, kualitas pelayanan, dan citra merk sebesar 70,7%,
sedangkan sisanya sebesar 29,3% dijelaskan oleh pengaruh faktor lain atau variabel
lain diluar model yang tidak diteliti dalam penelitian ini.

Kata Kunci : Harga, Kualitas Pelayanan, Citra Merk, Kepuasan Konsumen
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ABSTRACT

This research aims to determine the influence of price, service quality, and
brand image on customer satisfaction of Grab Express service (case study in Faculty
of Business Mikroskil University students). The type of research used is type of
quantitative descriptive research. The population in this study was 219 students of
the Faculty of Business, Mikroskil University of 2019. The sample technique used is
probability sampling. In determining the number of samples using the slovin formula
with an error percentage of 5% and obtained as many as 141 students. The results
showed that partially price had an effect on customer satisfaction, service quality had
an effect on customer satisfaction, and brand image had an effect on customer
satisfaction. Simultaneously, price, service quality, and brand image had an effect on
customer satisfaction. Customer satisfaction were influenced by price, service
quality, and brand image by 70,7%, while the remaining 29,3% was explained by the
influence of other factors or other variables outside the model that were not studied
in this study.

Keywords : Price, Service Quality, Brand Image, Customer Satisfaction
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