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ABSTRAK

Grab Car merupakan perusahaan asing di bidang transportasi jasa
online yang saat ini berkembang pesat di indonesia. Peran Grab Car
sangat membantu masyarakat yang akan bepergian. Grab Car sendiri
memiliki komitmen yaitu melayani penumpang dengan sebaik-baiknya
supaya penumpang merasakan kepuasan terhadap layanan pengemudi
Grab Car.Penelitian dilakukan pada penumpang Grab Car di Surabaya.
Penelitian ini bertujuan mengetahui pengaruhE-S-Qual terhadap pengguna
ojek online Grab Car dalam memilih jasa transportasi Grab Car. Besar
sampel dalam penelitian ini adalah sebanyak 120 orang responden yang
diperoleh dengan menggunakan analisis regresi berganda. analisis dalam
penelitian ini menggunakan bantuan aplikasi perangkat lunak (software)
SPSS 16 for Windows dimana proses dan hasil analisis data sebagai
kesatuan langkah dalam pengujian hipotesis validitas dan realibilitas.
dengan karakteristik responden yang dipilih sudah pernah menggunakan
layanan Grab Car. Selanjutnya di lihat seberapa besar pengaruh E-S-
Qualang meliputi:efisiensi  (efficiency), pemenuhan  (fulfillment),
ketersediaan sistem (system availability)danprivasi (privacy) dan
pengguna pada pengujian hipotesis. Hasil penelitian menyimpulkan bahwa
variabelefisiensi berpengaruh dominan terhadap kepuasan pengguna.

Kata kunci : efisiensi (efficiency), pemenuhan (fulfillment), ketersediaan
sistem (system availability) dan privasi (privacy) dan kepuasan pengguna



ABSTRACT

Grab Car is a foreign company in the field of online transportation
services that are currently growing rapidly in Indonesia. The role of Grab
Car is very helpful to the people who will travel. Grab Car itself is
committed to serving passengers with the best possible so that
passengers feel satisfaction with Grab Car driver service. The study was
conducted on Grab Car passengers in Surabaya. This study aims to
determine the effect of E-S Qual on users of motorcycle ojek online Grab
Car in choosing transportation services Grab Car. Sample size in this study
is as much as 120 respondents obtained by using multiple regression
analysis. analysis in this study using the help of software applications
(software) SPSS 16 for Windows where the process and results of data
analysis as a unity step in testing the hypothesis of validity and reliability.
with the selected respondent characteristics already using the Grab Car
service. Next look at how much influence E-S-Qual which include:
efficiency (efficiency), fulfillment (fulfillment), system availability (privacy)
and the user on hypothesis testing. The results of the study concluded that
the efficiency variables have a dominant effect on user satisfaction.

Keywords: efficiency, fulfillment, system availability and privacy and user
satisfaction
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