DAFTAR ISI

HALAMAN SAMPUL....uuuiininrennnsenssnssncssesssesassssssssssassssssaes
HALAMAN JUDUL ...ouuoeiiirrurnnnensnnnssnessanssssssssnesssssssssssassssssssns
HALAMAN PENGESAHAN......cooinninnnnnnnensnensnsssasssncsssesnns
HALAMAN PERNYATAAN...cotinintnnensnennesnesaesssessnessessaes

KATA PENGANTAR...............

ABSTRAK

ABSTRACT ...uuuunnaeennvvnnnennrenrensnnesssessssssssssssssssssssssssssssssssssssssases

DAFTAR ISI

DAFTAR TABEL ..........cceeuueuee

BAB I PENDAHULUAN....cutvnientinsnnnssnnnsanesssesssnssssssssnssssasanne

1.1. Gambaran Umum Objek Penelitian .............cccceeuveenneee.
1.1.1.  Profil Perusahaan GO-JEK .........c.ccooeviiiiinnnnnen.
1.1.2.  Profil Perusahaan Grab ..........c.cccceveinrineiiennnnen.

1.2.  Latar Belakang ........c.ccccceeoiieniiiiiiniieiecie e

1.3.  Perumusan Masalah.........c..cocoeviniininiininniniincee,

1.4. Pertanyaan Penelitian ............cccccceevieeiiieniinniienieeieeee.

1.5.  Tujuan Penelitian...........cccceevieeiiienieeiiienieeieeeieeeeeen

1.6. Manfaat Penelitian..........coccoooeiiiiiniiniinniiiieieeeee,
1.6.1.  ASPEK TeOTItIS ...ueeeereeeiieeeiieeeiieeeiee e
1.6.2.  Aspek Praktis .......cccveeiiiieeiiieiieeeee e

1.7.  Ruang Lingkup Penelitian...........ccccoeoveeecieencieenneeenee.
1.7.1. Lokasi dan Objek Penelitian ..........c.cccccveeevveeennenn.
1.7.2.  Waktu dan Periode Penelitian.............ccccccceveenne.

1.8.  Sistematika Penulisan Tugas Akhir.........c...cccceeeuvennnnee.

BAB II TINJAUAN PUSTAKA




2.1. Teori-teori dan Penelitian TerdahulU........ccooeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee. 17

2.1.1. PeMASATAN .c..eeiiiiiiiiiieeiieeiecee e 17
2.1.2.  Pemasaran Jasa.......ccocccooeeriiiiiinieeiec e 17
2.1.3.  Bauran Pemasaran...........ccoccceveeniiriiiiniieiieniceeeeeeeee e 18
2.1.4.  Kualitas Pelayanan..........cccccceeoiieeiiieniiieciie e 19
2.1.4.  Penelitian Terdahulu ..........ccoooiiiiiiiiiiee 21
2.2, Kerangka PemiKiran .........c.cccoceeeiiiiiiiieeieeeiee e 26
2.3.  Hipotesis Penelitian...........cccccveeiiiiieiiiieeiiie et 27
BAB III METODE PENELITIAN ...ccociininninsensicsnissenssnssanssesssessssssssssssssssssssas 29
3.1 Jenis Penelitian ........coceveiiieiiniieiiiiescccceee e 29
3.2.  Operasional Variabel...........cccooviiriiiiiiiiiiiiiieeieeece e 30
3.3, Tahapan Penelitian ...........cccocueeviieriiiiiienieeieece e 34
3.4. Populasi dan Sampel .........ccccooeiiiiiiiiiiiiee e 35
341, POPUIAST..c.eiiiiieiieie et e 35
3420 SAMPEL.ciiiiiiiiiiieieeee e e 35
3.5. Pengumpulan Data dan Sumber Data..........cccccccvievciiieiiieieiieeieeeiene 36
3.5.1.  Pengumpulan Data...........cccoeveiiiiiiiiniiieeiieeeeeeeee e 36
3.5.2. Sumber Data......cocoiiiiiiiiii e 37
3.5.2.1. Data PIIMET ..ccoueiiiiiiiieiieiee et 37
3.5.2.2. Data SeKUNAET .......cooiiiiiiiiiiiiieeeee e 37

3.6. Uji Validitas dan Reliabilitas ..........cccceevvieeiiieeiiieciieccee e 37
3.6.1.  Uji Validitas ...cceeeeuieeiieiieeieeciie ettt e 37
3.6.2.  Uji Reliabilitas .......cccceeviieiiiiiiieiieiie et 41
3.7.  Teknik Analisis Data ........cccccerieriiiieniiiiiiereeeeeee e 41
3.7.1.  Analisis DesKriptif .........ccccooieiiiiiiiiiiiieeeee e 42

xi



3.7.2. Uji NOIMAlItas ....cc.eeeiierieeiieeieeieeete ettt 43

3.7.3. Independent Sample T-Test ......ccceervuierirriiieiieniieie e 44
3.7.4.  Mann Whitney U-Test.......ccceeieriiieriiieiiiieeiienie e 45
BAB IV HASIL PENELITIAN DAN PEMBAHASAN 47
4.1. Karakteristik Responden ...........cccccvveiiiieiiiieiiieeecceeeeeee e 47
4.1.1. Karakteristik Responden Berdasarkan Jenis Kelamin .................... 47
4.1.2. Karakteristik Responden Berdasarkan Usia...........ccceeeuveercnveenenn. 48
4.1.3. Karakteristik Responden Berdasarkan Pekerjaan ........................... 49
4.1.4. Karakteristik Responden Berdasarkan Domisili........c..cccceveeniennene 49

4.2, Hasil Penelitian.........ccoceviiiiiiiiniiiiiieeeceee e 50
4.2.1.  Analisis Deskriptif Go-Food..........ccceriiiniiiiiiniiiiiieceeeee 50

4.2.1.1. Tanggapan Responden terhadap Kualitas Pelayanan Go-Food .. 50
4.2.1.2. Tanggapan Responden terhadap Bauran Pemasaran Go-Food ... 62
4.2.2.  Analisis Deskriptif Grab Food ..........cccociiiiiiiiiiniiiiiiieeeiee 72
4.2.2.1. Tanggapan Responden terhadap Kualitas Pelayanan Grab Food 72
4.2.2.2. Tanggapan Responden terhadap Bauran Pemasaran Grab Food 84

4.2.3. Perbandingan Hasil Analisis Deskriptif Go-Food dan Grab Food.. 95

4.2.4.  UjJi NOTMAIItAS.....uviiiiiieeiieeciie ettt 96
4.2.5. Mann Whitney U-Test.......cccoiieiiiieiiieeiieeieeeie et 97

4.3.  Pembahasan Hasil Penelitian............ccoccooiiiiiiiiiiniiiiiieceeeee 99
4.3.1.  Analisis Deskriptif Variabel Kualitas Pelayanan............................ 99
4.3.2. Analisis Deskriptif Variabel Bauran Pemasaran........................... 100
4.3.3. Uji Beda Mann Whitney U-Test ........ccceevviienieniiinienieeiieeeeeneen 101
BAB V KESIMPULAN DAN SARAN ...ciivininensnnssicsnisesssecsasssnssssesssssesssecs 105
5.1 KeSIMPUIAN......ooiiiiiiieiiecie et 105

xii



5.2 SATAI...oiieiiieeeeeee ettt e ettt e e e e tea i ———_ 105

5.2.1.  Saran Bagi Perusahaan GO-JEK Indonesia dan Grab................... 106
5.2.2. Saran Bagi Peneliti Selanjutnya..........cccccceeevienieeciienieniienieeiene 107
DAFTAR PUSTAKA ...uuiiitriiitiicnsnticnsnnicssnisssssssssosssssssssssssssssssssssssssssssssssses 108
LAMPIRAN c..coiitirtintinicieintissississississississsssassssssssssssessssssesssssssssssssssssssssssesees 113
Lampiran 1: Lembar Kuesioner ...........cccceevvieeiiieeiiieeiee e 113
Lampiran 2: Hasil Uji Validitas.........cocovveeviiiiniininiieeceeeceeen 125
Lampiran 3: Hasil Uji Reliabilitas .........cccceoverienienenieniiieciencecceeeeeen 129
Lampiran 4: Hasil Uji Normalitas..........cccceveeviirieniinienienicienieneeeeeeseee, 130
Lampiran 5: Hasil Uji Mann Whitney U-Test .........cccccovceeveeceeniienenieneaneene. 131

Xiii



