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ABSTRAK

PENGARUH SERVICE QUALITY, PRICE, DAN USER EXPERIENCE TERHADAP
CUSTOMER SATISFACTION PADA GENERASI Z PENGGUNA TRANSPORTASI
UMUM TRANSJAKARTA DI JABODETABEK

Transportasi umum seperti TranslJakarta berperan penting dalam mobilitas
masyarakat Jabodetabek. Penelitian ini bertujuan menganalisis pengaruh Service
Quality, Price, dan User Experience terhadap Customer Satisfaction pada Generasi
Z pengguna TransJakarta. Metode yang digunakan adalah pendekatan kuantitatif
dengan 385 responden. Data dianalisis menggunakan uji validitas, reliabilitas,
regresi linier berganda, dan uji t. Hasil penelitian menunjukkan bahwa masing-
masing variabel Service Quality, Price, dan User Experience berpengaruh positif
dan signifikan terhadap Customer Satisfaction. Temuan ini dapat menjadi masukan
bagi TransJakarta dalam meningkatkan kepuasan pelanggan melalui perbaikan
layanan, harga, dan pengalaman pengguna.

Kata kunci: Kualitas Layanan, Harga, Pengalaman Pengguna, TransJakarta

ABSTRACT

THE EFFECT OF SERVICE QUALITY, PRICE, AND USER EXPERIENCE ON CUSTOMER
SATISFACTION OF GENERATION Z USERS OF TRANSJAKARTA PUBLIC
TRANSPORTATION IN JABODETABEK

Public transportation such as TransJakarta plays a vital role in the mobility of the
Jabodetabek community. This study aims to analyze the influence of Service
Quality, Price, and User Experience on Customer Satisfaction among Generation Z
TransJakarta users. The method used is a quantitative approach with 385
respondents. Data were analyzed using validity and reliability tests, multiple linear
regression, and t-tests. The results show that each of the variables Service Quality,
Price, and User Experience has a positive and significant effect on Customer
Satisfaction. These findings can be input for TransJakarta in increasing customer
satisfaction through improvements in service, price, and user experience.

Keywords: Service Quality, Price, User Experience, Customer Satisfaction,
TransJakarta
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