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ABSTRAK 
 

Penelitian ini bertujuan untuk mengetahui pengaruh e-service quality 
dan e-trust terhadap e-satisfaction (Studi Kasus Pada Pelanggan Aplikasi 
Grab). 

Jenis penelitian yang digunakan adalah penelitian deskriptif kuantitatif 
dengan teknik pengumpulan data menggunakan kuesioner yang terdiri dari 14 
pernyataan meliputi e-service quality, e-trust dan e-satisfaction yang diukur 
dengan menggunakan diagram skala likert. Metode pengambilan sampel 
menggunakan teknik purposive sampling dengan kriteria para pelanggan 
aplikasi Grabyang diambil dengan metode margin of error sehingga di 
dapatkan subjek penelitian sebanyak 97 sampel.  

Hasil analisis data yang diperoleh dalam penelitian ini menyatakan 
bahwa e-service quality berpengaruh terhadap e-satisdaction  yaitu sebesar P-
Value 0,006 dimana nilai probabilitas ini dibawah 0,05. E-trust berpengaruh 
terhadap e-satisfaction yaitu sebesar P-Value 0,000 dimana nilai probabilitas 
ini dibawah 0,05. Variabel E-Service Quality dan E-Trust secara simultan 
berpengaruh terhadap E-Satisfaction. 

Kata Kunci: E-Service Quality, E-Trust, E-Satisfaction 
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THE EFFECT OF THE E-SERVICE QUALITY AND E-TRUST ON E-

SATISFACTION  

(CASE STUDY ON GRAB APP CUSTOMERS) 

 
ABSTRACT 

This research aims to find out the influence of e-service quality and e-
trust on e-satisfaction (Case Study on Grab App Customers). 

The type of research used is quantitative descriptive research with data 
collection techniques using questionnaires consisting of 14 statements 
including e-service quality, e-trust and e-satisfaction as measured using likert 
scale diagrams. Sampling method using purposive sampling technique with the 
criteria of Grab application customers taken with margin of error method so 
that the research subjects got as many as 97 samples. 

The results of the data analysis obtained in this study stated that e-
service quality affects e-satisdaction which is the amount of P-Value 0.006 
where the value of this probability is below 0.05. E-trust affects e-satisfaction 
which is P-Value 0.000 where the probability value is below 0.05. E-Service 
Quality and E-Trust variables simultaneously affect E-Satisfaction. 

Keywords: E-Service Quality, E-Trust, E-Satisfaction 

  



 

x

DAFTAR ISI 

PERNYATAAN KEASLIAN SKRIPSI ................................................................. ii

PERSETUJUAN PEMBIMBING .......................................................................... iii

HALAMAN PENGESAHAN ................................................................................ iv

KATA PENGANTAR ............................................................................................ v

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI KARYA ILMIAH 
UNTUK KEPENTINGAN AKADEMIS ............................................................. vii

DAFTAR ISI ........................................................................................................... x

DAFTAR TABEL ................................................................................................. xii

DAFTAR LAMPIRAN ........................................................................................ xiii

BAB 1  PENDAHULUAN ..................................................................................... 1

1.1 Latar Belakang .............................................................................................. 1

1.2 Perumusan Masalah ...................................................................................... 9

1.3 Tujuan Penelitian .......................................................................................... 9

1.4 Manfaat Penelitian ...................................................................................... 10

BAB II TINJAUAN PUSTAKA ........................................................................... 11

2.1 Landasan Teori ............................................................................................ 11

2.2.1 E-Service Quality ................................................................................. 11

2.2.2 E-Trust ................................................................................................. 12

2.2.3 E-Satisfaction ....................................................................................... 14

2.2 Penelitian Terdahulu ................................................................................... 15

2.3 Hubungan Antar Variabel ........................................................................... 21

2.3.1 Pengaruh E-Service Quality Terhadap E-Satisfaction ......................... 21

2.3.2 Pengaruh E-Trust Terhadap E-Satisfaction .......................................... 21

2.3.3 Pengaruh E-Service Quality dan E-Trust Terhadap E-Satisfaction ..... 21

2.4 Hipotesis ...................................................................................................... 22

2.5 Kerangka Konseptual .................................................................................. 22

BAB III  METODE PENELITIAN....................................................................... 23

3.1 Strategi Penelitian ....................................................................................... 23

3.2 Populasi dan Sampel ................................................................................... 23

3.2.1 Sampel Penelitian ................................................................................. 23

3.2.2 Sampel Penelitian ................................................................................. 24

3.3 Data dan Metode Pengumpulan Data .......................................................... 25



 

xi

3.4 Operasional Variabel ................................................................................... 25

3.5. Metode Analisis Data ................................................................................. 28

3.5.1 Analisis Statistik Deskriptif ................................................................. 28

3.5.2 Analisis Jawaban Responden ............................................................... 28

3.5.3 Analisis Statistik Data .......................................................................... 29

3.5.4 Uji Korelasi dan Determinasi ................................................................... 30

3.5.5. Uji Hipotesis ........................................................................................... 32

BAB IV HASIL DAN PEMBAHASAN .............................................................. 34

4.1. Deskripsi Objek Penelitian ......................................................................... 34

4.2 Analisis Statistik Deskriptif ........................................................................ 35

4.2.1 Deskripsi Responden ................................................................................ 35

4.2.2 Deskripsi Jawaban Responden ............................................................. 37

4.2.2.1 Deskripsi Variabel ............................................................................. 37

4.2.2.2 Indeks Persepsi E-Service Quality .................................................... 37

4.2.2.3 Indeks Persepsi E-Trust..................................................................... 38

4.2.2.4 Indeks Persepsi E-Satisfaction .......................................................... 39

4.3 Uji Instrumen .............................................................................................. 40

4.3.1 Uji Validitas ......................................................................................... 40

4.3.2 Uji Realibilitas ..................................................................................... 41

4.4 Analisis Korelasi dan Determinasi .............................................................. 42

4.4.1 Koefisien Korelasi ................................................................................ 42

4.4.2 Koefisien Determinasi .......................................................................... 44

4.5 Uji Hipotesis ............................................................................................... 46

4.5.1 Uji Parsial ................................................................................................. 46

4.5.2 Uji Simultan (Uji F) ............................................................................. 46

BAB V  KESIMPULAN DAN SARAN ............................................................... 48

5.1 Kesimpulan ................................................................................................. 48

5.2 Saran ............................................................................................................ 48

5.3 Keterbatasan Penelitian ............................................................................... 49

DAFTAR LAMPIRAN ......................................................................................... 53

 

 

 

 



 

xii

DAFTAR TABEL 

Tabel 1.1. Proyeksi Pengguna Internet di Indonesia 2017-2023 ............................ 1 
Tabel 1.2 Pesanan dan Pengguna aktif Transportasi Online Asia Tenggara .......... 4 
Tabel 1.3 Tampilan layanan aplikasi Grab ……………………………………. 17 
Tabel 1.4 Jasa Transportasi Online Paling Sering Digunakan di Indonesia……..4 

Tabel 3. 1 Penilaian Skala Likert ......................................................................... 25
Tabel 3. 2 Variabel, Indikator, Sub Indikator E-Service Quality ......................... 26
Tabel 3. 3 Variabel, Indikator, Sub Indikator E- Satisfaction .............................. 27
Tabel 3. 4 Variabel, Indikator, Sub Indikator E- Satisfaction .............................. 27
Tabel 3. 5 Interpretasi Terhadap Koefisien Korelasi............................................ 30
Tabel 4. 1 Deskripsi Responden Berdasarkan Usia, Jenis Kelamin, Status ......... 35
Tabel 4. 2 Penggunaan Aplikasi Grab dalam Sebulan ......................................... 36
Tabel 4. 3 Indeks Persepsi E-Service Quality ...................................................... 37
Tabel 4. 4 Indeks Persepsi E-Trust ....................................................................... 38
Tabel 4. 5 Indeks Persepsi E-Satisfaction ............................................................ 39
Tabel 4. 6 Hasil Uji Validitas Variabel Kualitas Layanan ................................... 40
Tabel 4. 7 Hasil Uji Validitas Variabel E-Trust ................................................... 40
Tabel 4. 8 Hasil Uji Validitas Variabel E-Satisfaction ........................................ 41
Tabel 4. 9 Hasil Uji Realibilitas ........................................................................... 41
Tabel 4. 10 Hasil Koefisien Korelasi ................................................................... 42
Tabel 4. 11 Hasil Koefisien Determinasi ............................................................. 44
Tabel 4. 12 Hasil Uji Parsial ................................................................................ 46
Tabel 4. 13 Hasil Uji Simultan ............................................................................. 47
 

 

 

 

 

 

 

 

 

 



 

xiii

 

 

DAFTAR LAMPIRAN 

Lampiran 1 Pengantar Kuesioner ........................................................................ 53
Lampiran 2 Tabulasi Item Kuesioner .................................................................. 57
Lampiran 3 Hasil Olah Data ................................................................................ 61
Lampiran 4 Surat Keterangan Riset .................................................................... 67
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


