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ABSTRAK

Transportasi ialah sesuatu hal yang begiru penting fungsinya didalam tumbuhnya
perekonomian di Indonesia kini. Makin banyaknya penduduk tentunya makin
meningkat di perlukannya alat transportasi didalam membantu melangsungkan
seluruh kegiatan keseharian. Dengan kejadian tersebut tentunya bisnis di bidang
alat transportasi tentu begitu menggiurkan. Kini begitu banyak macam
transportasi yang basisnya online yang sudah mengembangkan usahanya, salah
satunya ialah Gojek. Tujuan dari penelitian ini adalah untuk mengetahui word of
mouth, persepsi konsumen, dan kepercayaan terhadap kepuasan konsumen
pengguna jasa Gojek di Batam. Penelitian ini dilakukan dengan menggunakan
teknik kuantitatif. Sampel penelitian digunakan sebanyak 100 responden yakni
pengguna aplikasi Gojek dengan menggunakan rumus Lemeshow. Kuesioner
digunakan sebagai teknik pengumpulan data. Dengan menggunakan software
SPSS 25, teknik analisis data meliputi uji statistik deskriptif, uji kualitas data, uji
asumsi klasik, uji pengaruh, dan uji hipotesis. Berdasarkan hasil regresi linier
berganda, word of mouth, persepsi konsumen, dan kepercayaan berpengaruh
terhadap kepuasan konsumen dengan sig. 0,00 < 0,05. Selain itu, word of mouth,
persepsi konsumen, dan kepercayaan berpengaruh terhadap umen pengguna jasa
Gojek di Batam sebesar 61,8% berdasar hasil uji koefisien determinasi.
Berdasarkan hasil uji hipotesis didapatkan bahwa word of mouth, persepsi
konsumen, dan kepercayaan secara pasrsial dan simultan berpengaruh positif dan
signifikan terhadap kepuasan konsumen pengguna jasa Gojek di Batam.

Kata Kunci : Kepercayaan, Kepuasan Konsumen, Persepsi, Word of Mouth



ABSTRACT

Transportation is a very important role in economic growth in Indonesia today.
The more population increases, the more transportation is needed to carry out all
daily activities. With this phenomenon, the business in the field of transportation
will be very promising. At this time many types of online transportation are
developing in the world, especially in Indonesia, there is an online transportation
that is already familiar to hear, namely Gojek. The purpose of this study was to
determine word of mouth, consumer perceptions, and trust in consumer
satisfaction using Gojek services in Batam. This research was conducted using
quantitative techniques. The research sample used was 100 respondents, namely
users of the Gojek application using the Lemeshow formula. Questionnaires are
used as data collection techniques. By using SPSS 25 software, data analysis
techniques include descriptive statistical tests, data quality tests, classical
assumption tests, influence tests, and hypothesis testing. Based on the results of
multiple linear regression, word of mouth, consumer perceptions, and trust have
an effect on consumer satisfaction with sig. 0.00 < 0.05. In addition, word of
mouth, consumer perceptions, and trust have an effect on the umen of Gojek
service users in Batam by 61.8% based on the results of the coefficient of
determination test. Based on the results of hypothesis testing, it was found that
word of mouth, consumer perceptions, and trust partially and simultaneously had
a positive and significant effect on consumer satisfaction of Gojek service users in
Batam.

Keywords : Trust, Consumer Satisfaction, Perception, Word of Mouth
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