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THE EFFECT OF SERVICE QUALITY, PRICE AND BRAND IMAGE ON
MAXIM ONLINE TRANSPORTATION CUSTOMER SATISFACTION
(Study on Generation Z in Malang City)

Amanda Novita Sari*!, Muhammad Jihadi?, Lugman Dzul Hilmi?
I.3Management Department, Universitas Muhammadiyah Malang, Indonesia
E-mail: amandanovita83@gmail.com

ABSTRACT

This research aims to determine the influence of service quality, price and brand
image on Maxim online transportation customer satisfaction among generation Z
in Malang City. The research sample was 100 respondents, generation Z in Malang
City who used Maxim online transportation with a minimum of 3 transactions in
the last month. The sampling technique used was non-probability, namely
purposive sampling. The analysis tool used is SPSSv.27 software. The data analysis
technique uses multiple linear regression analysis. From the test results it can be
concluded that: a). Service quality has a significant effect on customer satisfaction.
b). Price has a significant effect on customer satisfaction. c). Brand image has a
significant effect on customer satisfaction. d). Brand image has a dominant effect
on customer satisfaction. In the future, Maxim's management hopes to increase the
number of drivers to make it easier to find drivers when customers make orders,
provide discounts to attract consumers so that Maxim remains competitive. in the
midst of tight market competition, provide a satisfying experience through the ease
of use of the application so that customers have a positive view of brand. Maxim
management must also focus on improving the brand image through positive
experiences so that good emotions are formed between customers and the brand
which can later provide customer satisfaction.

Keywords: Service quality, price, brand image, customer satisfaction
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ABSTRAK

Penelitian ini bertujuan dalam mengetahui pengaruh kualitas pelayanan, harga, dan
citra merek terhadap kepuasan pelanggan transportasi online Maxim pada generasi
Z di Kota Malang. Sampel penelitian sejumlah 100 responden, pada generasi Z di
Kota Malang pengguna transportasi online Maxim dengan minimal transaksi 3 kali
dalam satu bulan terakhir. Teknik sampling yang digunakan adalah secara non
probablitas yaitu purposive sampling. Alat analisis yang digunakan yaitu sofiware
SPSS v.27. Teknik analisis data menggunakan analisis regresi linear berganda. Dari
hasil pengujian dapat disumpulkan bahwa : a). Kualitas pelayanan berpengaruh
signifikan terhadap kepuasan pelanggan. b). Harga berpengaruh signifikan terhadap
kepuasan pelanggan. c). Cira merek berpengaruh signifikan terhadap kepuasan
pelanggan. d). Citra merek berpengaruh dominan terhadap kepuasan pelanggan.
Harapan kedepannya pihak manajemen Maxim menambah jumlah pengemudi
untuk memudahkan dalam mendapatkan pengemudi saat pelanggan melakukan
pemesanan, memberikan potongan harga untuk menarik konsumen agar Maxim
tetap kompetitif di tengah persaingan pasar yang ketat, memberikan pengalaman
yang memuaskan melalui kemudahan penggunaan aplikasi agar pelanggan
memiliki pandangan yang positif terhadap merek. Pihak manajemen Maxim juga
harus fokus pada peningkatan citra merek melalui pengalaman yang positif agar
terbentuk emosional yang baik antara pelanggan dan merek yang nantinya dapat
memberikan kepuasan bagi pelanggan.

Kata kunci :Kualitas pelayanan, Harga, Citra merek, Kepuasan pelanggan
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