RJOAS, 9(105), September 2020 @

DOI https://doi.org/10.18551/rjoas.2020-09.07

MEASURING CUSTOMER SATISFACTION AT THE GO-RIDE SERVICE OF BALI,
INDONESIA

Trisnayanti Gusti Ayu Putu*, Abiyasa Agus Putu
Master’s Study Program of Management, Undiknas Graduate School, Indonesia
*E-mail: gek.trisna85@gmail.com

ABSTRACT

The transportation industry is growing very rapidly. Transportation has become a basic
necessity for the community. With advances in information and communication technology,
currently motorbikes as public transportation have been manifested in the form of online
motorcycle taxis, one of which is GO-JEK. GO-JEK has not been able to divert the use of
private vehicles from residents. GO-JEK users for GO-RIDE service are dominated by local
tourists and migrants. This can be caused by the services provided by GO-JEK have not fully
attracted customers to use the services provided. Customers are not very satisfied with the
services provided thus leading to distrust. Therefore, this study will examine customer
satisfaction of GO-JEK, especially GO-RIDE in Bali to find out how the service quality and its
usefulness for the local community. This research is uses qualitative and quantitative
approaches. The method in this study used field analysis with the Miles and Huberman
model. The technique of checking the validity of the data used in this study was the
triangulation technique. The statistical analysis used to support this research is multiple linear
regression analysis. Based on the results of the interviews conducted, it was found that three
factors affect customer satisfaction, namely price perception, service quality and brand
image. Perception of price, service quality, and brand image have a positive and significant
effect on Go-Ride customer satisfaction either partially or simultaneously. Suggestions that
can be given in connection with the results obtained for consideration, namely marketers
must understand the market and the needs and desires of customers. Next, marketers
design customer driven marketing strategies with the aim of acquiring, retaining and growing
targeted customers. Furthermore, marketers build marketing programs that deliver truly
superior value. Finally, management must build profitable customer relationships, and create
customer satisfaction.

KEY WORDS
Online transportation, satisfaction, service quality, price perception, brand image.

The transportation industry is currently growing very rapidly. Every year there is an
increase in the number of vehicles, both passenger cars, buses, cargo cars, and motorbikes.
Of the four modes of transportation, the increase in the number of motorbikes year to year is
the highest. Aziah (2018) states that transportation is a means commonly used to transport
goods or people from one place to another. Online transportation is an example of
application-based technology development that was welcomed quite well at the beginning of
its appearance because it was considered one of the best innovations, with a good
transportation system, which would facilitate the mobility of the population and other
resources, so that it could support the economic growth of people in urban and rural areas.
Therefore, the government needs to provide a transportation system that allows
transportation by land, water and air to reach all parts of Indonesia (Jura et al., 2016; Kurnia,
2017). Advances in information and communication technology, currently motorbikes as
public transportation have been manifested in the form of online motorcycle taxis, one of
which is GO-JEK. GO-JEK is an application that serves transportation via ojek services and
is a medium of contact for passengers and drivers (Junior, 2017). According to Tumewe
(2018) Go-Jek is the pioneer of online motorcycle taxis in Indonesia and is the largest for
now, and is under the company PT. Go-Jek Indonesia. As stated by Syahbandi (2012), in
business competition, marketers must be able to satisfy all customer needs and desires with
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demands that change from time to time. Satisfying the needs and gaining customer trust can
be done by providing the best service for consumers. Panjaitan and Yuliati (2016) in their
research state that service quality that gets a positive value and has a good impression will
increase customer satisfaction. Where the factors that most influence customer satisfaction
are the responsiveness of service providers, followed by reliability, assurance, and empathy
(Wijaya, 2017). In running the Go-Ride business, Go-Jek really depends on the satisfaction
of its customers. Consumer satisfaction itself is influenced by many things, but based on the
initial survey there are three main variables that affect customer satisfaction, namely price
perception, service quality and brand image. From the results of the pre-survey of 30
respondents, information was obtained that some customers showed dissatisfaction with the
service, price, and brand image problems with GO-RIDE from Gojek.

The pre-survey results show 3 variables that affect GO-RIDE customer satisfaction,
namely price perception, service quality, and brand image. If you look at the price perception
variable, customers give answers that 66.7% are not satisfied and 33.3% are satisfied. This
is because prices often change at certain hours. Although prices change with changes in fuel
prices and during working hours, customers feel the price of delivery services is quite
burdensome for those who wish to travel short distances. From the service quality variable,
there were 60% unsatisfied and 40% satisfied answers. This result is caused by customers
who often complain about the late arrival time of drivers who are not in accordance with the
schedule and drivers' unpreparedness in finding location access. Brand image is the variable
that gets the most dissatisfied results, namely 70% and the satisfaction level is only 30%.
There are various reasons for this to happen. The main reason is that the image given by
GO-RIDE from Gojek is the same as other public transportation in Denpasar, such as the
example of vehicle fumes that cause air pollution, and sometimes passengers find drivers
who drive not according to the rules, like smoking when driving a vehicle.

Providing the best service to passengers is something that must be considered by
public transport service providers. The services in question include starting from offering
products / services, services when providing services, services for risks that occur when
providing services, and other services (Agustinus, 2017; Assauri, 2015). This satisfaction can
be seen from the behavior of consumers who use return services continuously which will lead
to loyalty. However, in reality what is happening in Bali at this time, GO-JEK is still unable to
shift the use of private vehicles from local residents. GO-JEK service users for GO-RIDE are
dominated by local and foreign tourists. This can be caused by the services provided by GO-
JEK not yet fully attracting customers to use the services provided and customers are not too
satisfied with the services provided. So that customers do not fully believe in using GO-JEK
services continuously. Therefore, this study will examine more deeply the customer
satisfaction of GO-JEK, especially GO-RIDE in Bali to find out how its service quality and
benefits for the local community.

Hypotheses:
H1: Perceived price has a positive influence on customer satisfaction;
H2: Service quality has a positive influence on customer satisfaction;
H3: Brand image has a positive influence on customer satisfaction;
H4: Perceived price, service quality, and brand image together have a positive
influence on customer satisfaction.

METHODS OF RESEARCH

This study uses two approaches, namely a quantitative approach with survey methods
and a qualitative approach with interview methods. According to Prof. Dr. Sugiyono (2008)
states that these two methods can be used together or combined with several notes, namely
that they are used on the same research object, and are used interchangeably. Sampling in
this study was carried out by purposive sampling technique, data collection techniques in this
study used triangulation methods and qualitative data analysis. In this study, the results that
the researcher wants to get are to find out how customer satisfaction is at GO-RIDE services
in Bali. Tringulation is a method in qualitative research to combine methods (method
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triangulation), data sources (data triangulation), researchers (investigator triangulation), as
well as perspectives and theories (theoretical triangulation) (Yin, 1994). The research object
is GO-RIDE and the research subject is the resource person or respondent. The primary data
collection method was carried out by direct interviews with GO-RIDE riders and service
customers and by providing research instruments in the form of offline questionnaires to
users of GO-RIDE services in Denpasar and Badung areas. Statistical analysis completed
using SPSS 23.

RESULTS OF STUDY

Discussion on Go-Jek Go-Ride Service User Satisfaction in the Bali Region. Based on
the results of interviews with Go-Ride users in Bali, three factors can be formulated that
affect the satisfaction of Go-Ride service users in the Bali region. The first factor that affects
customer satisfaction is service quality. Lupiyoadi and Hamdani (2009: 65) suggest that
service quality has an effect on customer satisfaction, where good service has a greater
impact on customer satisfaction. Even though service / service is an intangible item, service
can be assessed based on someone's experience and reasoning. Service quality can affect
consumer satisfaction because of the interaction between consumers and the company. In
accordance with the concept of customer satisfaction, that customer satisfaction can be
achieved if the performance or results felt are in accordance with consumer expectations. So,
whether or not the services provided by the company greatly affect customer satisfaction.

The second factor that affects customer satisfaction is price perception. According to
Kotler and Keller (2007: 156) price is the amount of money (possibly several items weighed)
needed to obtain several combinations of a product and service that accompanies it. Price is
something that can be controlled and determines whether or not a product is accepted by
consumers. The price depends solely on company policy but of course taking various things
into account.

The third factor that affects customer satisfaction is brand image. Image according to
Peter and Olson (2000: 248-249) is what consumers think about a product. This includes
perceptions and attitudes based on reactions and stimuli relating to the company received
through the five senses. Image is the way a person or group views an object. The company
must re-survey the public periodically to see if the activities carried out by the company have
improved its image.

Customer satisfaction is a very important factor for the existence, continuity and
development of the company. Today many companies are increasingly understanding the
importance of customer satisfaction and implementing strategies to provide satisfaction to
their customers. According to Engel, et al.,, (1990) in Tjiptono (2002: 146), customer
satisfaction is a post-purchase evaluation where at least it gives the same or exceeds
customer expectations. Meanwhile, dissatisfaction arises when the results obtained do not
meet customer expectations. According to Buttle (2007: 28) consumer satisfaction has a big
impact on the company. By keeping and satisfying current customers is much easier than
constantly trying to attract or prospect new customers, the cost of retaining customers is less
than the cost of finding new customers.

Service quality, price perception, and brand image are important things that can affect
customer satisfaction. Parasuraman, et al. (1988: 118) states that high service quality results
in high customer satisfaction as well. If the service received or perceived by the customer
matches or even exceeds the customer's expectation, the service is considered to be of high
quality and satisfactory. The second factor that affects customer satisfaction is price
perception. If the price set by a company is not in accordance with the benefits of the
product, it can reduce the level of customer satisfaction, and vice versa, if the price set by a
company is in accordance with the benefits received, it will increase customer satisfaction.
Brand image can also affect customer satisfaction because a good image of an organization
will have a beneficial impact, while a bad image will be detrimental to the organization. A
good image gives a positive impression to an organization, so it can create satisfaction.
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Respondent Characteristics. Respondents of this research are residents of Bali
Province who have used the services of Gojek in the last 1 year with a minimum age of 17
years because they are considered adults and are able to wisely answer the questions asked
in interviews and questionnaires. The number of female respondents was greater, namely by
59 percent. This means that women are more likely to use Go-Ride services than men. The
number of respondents who have the latest education of bachelor's degree and master’s
degree is more, which is 26 percent, this means that respondents who have the latest good
education tend to choose to use Go-Ride compared to other transportation. The largest
number of respondents who have civil servant jobs is 33 percent, this means that
respondents who have jobs as civil servants tend to choose Go-Ride as a means of
transportation. The number of respondents who have an income of around Rp. 6,000,001 -
Rp. 9,000,000 has the largest number, namely 37 percent, this means that respondents who
have an income of Rp. 6,000,001 - Rp. 9,000,000 tend to choose Go-Ride as one of their
means of transportation.

Table 1 — Results of Multiple Regression Analysis

Unstandardized Standardized 95.'0% . Collinearity
o . Confidence Correlations L
Coefficients Coefficients . Statistics
Model t Sig. Interval for B
Std. Lower Upper Zero- .
B Error Beta Bound Bound order Partial Part Tolerance VIF
(Constant) | -0,153 1,769 -0,087 | 0,931 | -3,665 3,359
1 X1 0,267 0,113 0,285 2,369 | 0,020 0,043 0,490 0,852 | 0,235 | 0,111 0,153 6,550
X2 0,323 0,067 0,567 4,806 | 0,000 0,190 0,457 0,868 | 0,440 | 0,226 0,159 6,298
X3 0,191 0,074 0,130 2,568 | 0,012 0,043 0,339 0411 | 0,253 | 0,121 0,864 1,157
a. Dependent Variable: Y
Source: Data processed, 2020.
Table 2 — Results of the Analysis of the Coefficient of Determination
Model Summary”
Model R R Adjusted R Std. Error of the R Square Change Statistics SO F Durbin-
Square Square Estimate q F Change | dfl | df2 9- Watson
Change Change
1 .888% 0,788 0,781 2,05720 0,788 119,014 3 96 0,000 2,142

a. Predictors: (Constant), X3, X2, X1

b. Dependent Variable: Y

Source: Data processed, 2020.

Table 2 states that the R square (R?) number is 0.788 which explains that the
independent variables are able to explain the dependent variable by 78.8%. The remaining
21.2% explain other variables not examined in this study.

DISCUSSION OF RESULTS

The Effect of Price Perception on Customer Satisfaction. The price perception variable
has a positive and significant effect on customer satisfaction, this means that the better a
customer perceives the price offered by Go-Ride services from Gojek, the more customer
satisfaction increases.

Customer satisfaction is influenced by price perception. When consumers assume the
price of a product or service is in accordance with the benefits obtained, it will provide
satisfaction. Price is an important part of the marketing process because it is included in the
marketing mix. This is in line with the research of Shandy Ibnu Zakaria (2013) entitled
Analysis of Factors Affecting Customer Satisfaction of Trans Jogja Bus Transportation
Service Users, which concludes that the variables of service quality and price perception
simultaneously have a significant effect on consumer satisfaction for Trans Jogja Bus users.

The results of this study are in accordance with previous research, namely according to
Hermann et al. (2007) states that prices can affect customer satisfaction, where prices vary
according to type and function. Consuegra et al. (2007), Bei and Yu-Ching (2001), Martin et
al. (2007) found that there is a positive relationship between price fairness and customer
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satisfaction. The same thing was done by oteh Kurniawan et al. (2007) that the price has an
effect on repurchase interest. The price offered to customers can also affect customer
interest in repurchasing the product.

The Effect of Service Quality on Customer Satisfaction. Service quality variables have
a positive and significant effect on customer satisfaction; this means that the better the
quality of service provided by Go-Ride service providers, the greater the satisfaction of these
customers.

Customer satisfaction is influenced by service quality. This is based on the fact that
consumers consider or assess the quality of the product or service. When the quality of
service provided by the Trans Jogja bus service provider is good, consumers or customers
will be satisfied. This also means that if the quality of service is higher, it will result in higher
customer satisfaction. This study supports the results of research conducted by Ade Duana
Pratiwi (2012) with the title The Effect of Service Quality and Ticket Prices on Customer
Satisfaction of Executive Class Kaligung Mas Train Service Users at PT. KAl DAOP 4
Semarang, shows that service quality and price have a positive and significant effect on user
satisfaction of the Executive Class Kaligung Mas train service. The results of this study are in
accordance with previous research, namely according to Mulyono (2007) and Puspitasari
(2011) which states that service quality has a significant positive effect on customer
satisfaction, so it can be concluded that the higher the service quality, the higher the
customer satisfaction.

Another study conducted by Wibowo, et al (2013) also states that service quality has a
positive effect on customer satisfaction. This positive effect indicates that the higher the
service quality received by the respondent will result in high customer satisfaction. Likewise,
research conducted by Ramadhan and Santosa (2017) and Putro et al. (2014) stated that
service quality is proven to have a significant and positive effect on customer satisfaction.
This means that the research states that if service quality is improved, customer satisfaction
will also increase.

The Effect of Brand Image on Customer Satisfaction. The brand image variable has a
positive and significant effect on customer satisfaction, the better the Go-Ride image, the
higher Go-Ride customer satisfaction. Customer satisfaction is influenced by brand image. A
good brand image attached to a product or service is able to provide satisfaction to
customers through customer psychology. Customers will feel satisfied when the brand image
of the product used is good, famous, and easy to remember. The more often someone
receives positive things about a product, the higher the sense of belonging to a product. This
is in accordance with the research conducted by Dian Balgis (2009) which states that brand
image has a significant effect on customer satisfaction. Brand image is a strong sub variable
within the company and is very important in purchasing decisions for customers (Nigam et
al., 2011). Brand image recommendations that consumers have will help consumers in
making purchase decisions (Arslan, 2014). Research by Nila (2012) found that brand image
has a significant effect on consumer satisfaction for Canon DSLR cameras, and states that
consumers are satisfied with brand image, which means that companies must be able and
strive to improve how the product benefits, the ease of obtaining the product, a brand that is
easily recognizable and according to consumer needs, which later makes consumers more
satisfied and ignores other product offerings or loyal to the products used. Research by
Kurniawati et al. (2014) found that brand image has a significant effect on satisfaction. The
benefits provided by a brand can satisfy consumer needs and desires. Research by
Pusparani and Rastini (2014) found that consumer satisfaction is formed by brands having a
positive image, brands having distinctive features and well-known product brands. The better
the brand image in the minds of consumers, the consumers will be satisfied with using the
product. Research by Susanti and Wardana (2015) found that brand image has a positive
significant effect on customer satisfaction of The Body Shop's green cosmetic products. This
means that the more positive perceptions of the brand image by customers, the more
satisfaction felt by these customers. Research by Sulistiyanto (2015) found that brand image
has a positive and significant effect on customer satisfaction at Dela Pharmacy in Semarang,
so that the better the brand image, the customer satisfaction will also increase.
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The Effect of Price Perception, Service Quality, and Brand Image on Customer
Satisfaction. From the test results obtained the calculated F value of 119.014 with a
significance of 0.000 with a significance value less than 0.05 (p <0.05), then this means that
perceived price, service quality and brand image together have an effect on satisfaction.
customers, this means that the better the perception of price, service quality, and brand
image felt by customers, the more satisfaction of Go-Ride customers in Bali will increase.

CONCLUSION AND SUGGESTIONS

Looking at the results and discussion in the previous chapter, GO-JEK's position as an
online motorcycle taxi began to be threatened as competition began to rise. GO-JEK must be
able to react and continue to innovate so as not to lose customers. In business competition,
marketers must be able to satisfy all the needs and wants of customers with demands that
change from time to time. Satisfying the needs and gaining customer trust can be done by
providing the best service for consumers. The services in question include starting from
offering products / services, services when providing services, services for risks that occur
when providing services, and other services. This satisfaction can be seen from the behavior
of consumers who use return services continuously which will lead to loyalty. However, in
reality what is happening in Bali at this time, GO-JEK is still unable to shift the use of private
vehicles from local residents. GO-JEK service users for GO-RIDE are dominated by local
and foreign tourists. This can be caused by the services provided by GO-JEK not yet fully
attracting customers to use the services provided and customers are not too satisfied with
the services provided. So that customers do not fully believe in using GO-JEK services
continuously. Based on statistical calculations the conclusion that can be drawn is that the
perception of price, service quality, and brand image has a positive and significant effect on
Go-Ride user satisfaction from Go-Jek in Bali, both partially and simultaneously.

Suggestions that can be given in connection with the results obtained for consideration,
namely marketers must understand the market and the needs and desires of customers.
Next, marketers design customer-driven marketing strategies with the aim of acquiring,
retaining and growing targeted customers. Furthermore, marketers build marketing programs
that deliver truly superior value. Finally, management must build profitable customer
relationships, and create customer satisfaction.
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