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ABSTRAK 

 

ANALISIS PENGARUH PRICE  DAN SERVICE QUALITY TERHADAP  

KEPUASAN PELANGGAN DAN DAMPAKNYA TERHADAP 

LOYALITAS PELANGGAN JASA TRANSPORTASI ONLINE GRAB 

KUDUS 

 

MUHAMMAD TAUFIQURROHMAN 

NIM. 2019-01-030 

 

Dosen Pembimbing : 1. Dr. Mokhamad Arwani, SE., MM. 

       2. Dr. Drs. Sukirman, S.Pd., SH., MM. 

 

UNIVERSITAS MURIA KUDUS 

FAKULTAS EKONOMI DAN BISNIS PROGRAM MAGISTER 

MANAJEMEN 

 

Penelitian ini bertujuan untuk menganalisis pengaruh dari Price dan Service 

Quality terhadap Kepuasan Pelanggan dan dampaknya terhadap Loyalitas 

Pelanggan pada Jasa Transportasi Online Grab Kudus. Di dalam penelitian ini 

terdapat variabel exogen, Price dan Service Quality serta dua variabel endogen 

yaitu Kepuasan Pelanggan dan Loyalitas Pelanggan. Metode Pengumpulan data 

menggunakan kuesioner dengan teknik pengambilan sampel yaitu non probability 

sampling jenis purposive sampling dengan jumlah sampel 170 responden dan di 

analisis dengan teknik analisis SEM melalui program AMOS 22. 

Hasil penelitian menunjukkan bahwa variabel price tidak berpengaruh 

signifikan Loyalitas Pelanggan dan untuk variabel Service Quality berpengaruh 

positif dan signifikan terhadap Loyalitas Pelanggan. price tidak berpengaruh 

signifikan Kepuasan Pelanggan dan untuk variabel Service Quality berpengaruh 

positif dan signifikan terhadap Kepuasan Pelanggan. Serta Kepuasan Pelanggan 

tidak berpengaruh signifikan Loyalitas Pelanggan. Berdasarkan hasil penelitian 

tersebut, Jasa Transportasi online Grab alangkah baiknya membuat strategi 

pemasaran yang dapat berdampak jangka panjang bukan hanya memberikan harga 

diskon serta SOP driver lebih ditingkatkan agar pelanggan mendapatkan kepuasan 

sehingga pelanggan dapat menjadi pelanggan yang loyal.  

Kata Kunci: Price, Service Quality, Kepuasan Pelanggan dan Loyalitas 

Pelanggan 
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ABSTRACT 

 

ANALYSIS OF EFFECT PRICE AND SERVICE QUALITY ON CUSTOMER 

SATISFACTION AND IMPACT ON CUSTOMER LOYALTY IN THE 

ONLINE TRANSPORTATION SERVICES GRAB KUDUS 

 

MUHAMMAD TAUFIQURROHMAN 

NIM. 2019-01-030 

 

Guidance Lecturer :   1.  Dr. Mokhamad Arwani, SE., MM. 

       2.  Dr. Drs. Sukirman, S.Pd., SH., MM. 

 

MURIA KUDUS UNIVERSITY 

FACULTY OF ECONOMIC AND BUSINESS STUDY PROGRAM OF 

MASTER MANAGEMENT 

 

This study aims to analyze the distribution consisting of price and service 

quality on customer satisfaction and impact on customer loyalty at online 

transportation services Grab Kudus. In this study there are exogeneust variable, 

namely price and service quality and one endegenous variable is custumer 

satisfaction and customer loyalty. The method of collecting data uses a 

questionnaire with a sampling technique that is non probability sampling type of 

purposive sampling with a sample size of 170 respondents and analyzed using 

SEM analysis techniques through the AMOS 22 Program. 

The results showed that variable price has not significant effect on customer 

loyalty. And to service quality variable has influence positive and significant on 

customer loyalty. variable price has not significant effect on customer 

satisfaction. And to service quality variable has influence positive and significant 

on customer satisfaction. And customer satisfaction has not significant effect on 

customer loyalty. Based on the results of this study, Grab online transportation 

services would be better off in making a marketing strategy that can have a long 

term impact not only to provide discount prices and to improve sop drivers so that 

customers get satisfaction so that customer can become loyal customers. 

 

Keywords: Price, Service Quality, Customer Satisfaction and Customer Loyalty  
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