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INTISARI 

 

Transportasi memegang peranan penting bagi kehidupan masyarakat untuk 

mengakomodasi kegiatan sosial dan ekonomi. Seiring dengan kemajuan zaman, 

kehidupan manusia berubah dari sederhana menjadi modern, seperti adanya 

layanan transportasi online yang merupakan layanan berbasis aplikasi dan 

internet. Di Indonesia, terdapat beberapa layanan transportasi online seperti 

Grab dan Gojek. Adanya beberapa layanan transportasi online ini mempengaruhi 

minat masyarakat dalam penentuan pilihan kepuasan terhadap layanan yang 

diberikan. Pemilihan moda transportasi bukan merupakan proses acak, melainkan 

dipengaruhi oleh beberapa faktor. Penelitian ini dimaksudkan untuk mengetahui 

tingkat dan kualitas kepuasan konsumen Grabbike dan Goride di Kota Tegal. 

Objek yang diteliti adalah masyarakat umum yang pernah menggunakan 

layanan transportasi ojek online Grabbike dan Goride di Kota Tegal. Jumlah 

sampel ditentukan dengan teknik purposive sampling, dengan cara perhitungan 

dari Nomogram Harry King, dan didapatkan sebanyak 271 responden dengan 

ruang lingkup penelitian adalah Kota Tegal. Analisis yang dilakukan adalah 

analisis karakteristik dari data kuesioner yang digambarkan dalam bentuk 

diagram dan analisis deskriptif kuantitatif. 

Hasil uji validitas dan reliabilitas kuesioner adalah valid dan reliabel. 

Sehingga kuesioner dapat digunakan dalam survei. Pelayanan moda transportasi 

ojek online Grab dan Gojek dalam berbagai indikator menunjukkan kategori puas 

pada setiap pertanyaan yang diajukan kepada responden. Nilai indeks indikator 

kelengkapan kendaraan, kesiapan driver, ketanggapan driver, sikap driver, dan 

biaya dan kemudahan masing-masing adalah 78,60%; 79,64%; 78,90; 80,47%; 

77,37% dimana menunjukkan kategori puas untuk indikator kelengkapan 

kendaraan, indikator kesiapan driver, indikator ketanggapan driver, indikator 

biaya dan kemudahan dan kategori sangat puas untuk indikator sikap driver. 

Kata Kunci : Deskriptif Kuantitatif, Gojek, Grab, Kepuasan, Layanan Transportasi  

Online.  

 



xv 
 

ABSTRACT 

 

Transportation plays an important role in people's lives to accommodate 

social and economic activities. Along with the times, human life has changed 

from simple to modern, such as online transportation services which are 

application and internet-based services. In Indonesia, there are several online 

transportation services such as Grab and Gojek. The existence of several online 

transportation services affects people's interest in determining the choice of 

satisfaction with the services provided. The choice of transportation mode is not 

a random process but is influenced by several factors. This study is intended to 

determine the level and quality of consumer satisfaction for Grabbike and Goride 

in Tegal City.  

The object under study is the general public who have used the Grabbike 

and Goride online motorcycle taxi transportation services in Tegal City. The 

number of samples was determined by purposive sampling technique, by 

calculation of the Nomogram Harry King, and obtained as many as 271 

respondents with the scope of research is the City of Tegal. The analysis carried 

out is an analysis of the characteristics of the questionnaire data described in the 

form of diagrams and quantitative descriptive analysis.  

The results of the validity and reliability test of the questionnaire were valid 

and reliable. So that the questionnaire can be used in the survey. Grab and Gojek 

online motorcycle taxi transportation services in various indicators show a 

satisfied category for every question asked to respondents. The index value of 

the vehicle completeness indicator, driver readiness, driver responsiveness, driver 

attitude, and cost and convenience were each 78.60%; 79.64%; 78.90; 80.47%; 

77.37% which shows the satisfied category for the vehicle completeness 

indicator, the driver readiness indicator, the driver responsiveness indicator, the 

cost and convenience indicator and the very satisfied category for the driver 

attitude indicator. 

Keywords: Quantitative Descriptive, Gojek, Grab, Satisfaction, Online 

Transportation Services.  


