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ABSTRAK 
 

 
 

Nama : Herawati  Dosen : Ruland Willy Jack Sumampouw.,SE.,Msi  

NPM 21170000296 

Program Studi : S-1 Manajemen 

 

PENGARUH CUSTOMER EXPERIENCE, CUSTOMER VALUE, DAN 

SERVICE QUALITY TERHADAP CUSTOMER SATISFACTION PADA 

PENGGUNA GOJEK 

Penelitian ini bertujuan untuk mengetahui pengaruh customer experience, 

customer value, dan service quality Terhadap Customer Satisfatction Pada 

Pengguna Gojek. Strategi penelitian yang digunakan dalam penelitian ini adalah 

strategi penelitian yang bersifat asosiatif dengan metode penelitian yang 

digunakan adalah metode survey. Dalam penelitian ini, peneliti menggunakan 

data yang bersifat kuantitatif yaitu berupa hasil kuesioner yang diisi oleh 

responden yang merupakan pengguna aplikasi gojek. 

Hasil penelitian membuktikan bahwa : 1) Customer experience berpengaruh 

terhadap Customer satisfaction, 2) Customer value berpengaruh terhadap 

Customer satisfaction, 3) Service quality berpengaruh terhadap Customer 

satisfaction, dan 4) Customer experience, Customer value dan Service quality 

berpengaruh terhadap Customer satisfaction 

 

Kata Kunci :  Customer experience, Customer value, Service quality dan 

Customer satisfaction 
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ABSTRACT 

 

 
Name : Herawati Lecturer : Ruland Willy Jack Sumampouw.,SE.,Msi 

NPM  21170000296 

Program Studi : S-1 Manajemen 

 

THE EFFECT OF CUSTOMER EXPERIENCE, CUSTOMER VALUE, 

AND SERVICE QUALITY ON CUSTOMER SATISFACTION  

ON GOJEK USERS 

 
This study aims to determine the effect of customer experience, customer 

value, and service quality on customer satisfaction on Gojek users. The research 

strategy used in this study is an associative research strategy with the research 

method used is the survey method. In this study, researchers used quantitative 

data, namely the results of questionnaires filled out by respondents who were users 

of the Gojek application. 

The results of the study prove that: 1) Customer experience has an effect 

on Customer satisfaction, 2) Customer value has an effect on Customer satisfaction, 

3) Service quality has an effect on Customer satisfaction, and 4) Customer 

experience, Customer value and Service quality have an effect on Customer 

satisfaction. 

 
 
Keywords: Keywords: Customer experience, Customer value, Service quality 

and Customer satisfaction. 
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