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ABSTRAK
Widi Oktaviana (20220510561) “Pengaruh Kualitas Pelayanan, Citra Merek
dan Promosi Terhadap Kepuasan Pelanggan Grab (Survei Pada Pengguna
Grab di Kabupaten Kuningan) Program Studi Manajemen, Fakultas Ekonomi
dan Bisnis, Universitas Kuningan. Dibimbing oleh Pembimbing I : Prof. Dr. H
Dikdik Harjadi, S. E., M. Si dan Pembimbing II : Faishal Rahimi, S.E., M.M

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan, citra
merek, dan promosi terhadap kepuasan pelanggan pada pengguna Grab di
Kabupaten Kuningan. Variabel independen dalam penelitian ini terdiri dari kualitas
pelayanan (X1), citra merek (X2), dan promosi (X3), sedangkan variabel dependen
yaitu kepuasan pelanggan (Y). Metode penelitian yang digunakan adalah metode
deskriptif dan verifikatif dengan pendekatan kuantitatif. Teknik pengumpulan data
dilakukan melalui penyebaran kuesioner kepada 150 responden pengguna Grab di
Kabupaten Kuningan. Teknik pengambilan sampel menggunakan purposive
sampling. Metode analisis data yang digunakan meliputi uji validitas, uji
reliabilitas, uji asumsi klasik, analisis regresi linear berganda, koefisien
determinasi, uji t, dan uji F dengan bantuan aplikasi SPSS versi 25.

Hasil penelitian menunjukkan bahwa kualitas pelayanan berpengaruh positif
dan signifikan terhadap kepuasan pelanggan, citra merek berpengaruh positif tetapi
tidak signifikan terhadap kepuasan pelanggan, serta promosi berpengaruh positif
dan signifikan terhadap kepuasan pelanggan. Selain itu, promosi menjadi variabel
yang memiliki pengaruh paling dominan terhadap kepuasan pelanggan. Oleh
karena itu, perusahaan diharapkan dapat mempertahankan dan meningkatkan
kualitas pelayanan serta strategi promosi yang menarik agar kepuasan pelanggan
pengguna Grab di Kabupaten Kuningan tetap meningkat.

Kata Kunci: Kualitas Pelayanan, Citra Merek, Promosi, Kepuasan Pelanggan.
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ABSTRACT
Widi Oktaviana (20220510561), “The Influence of Service Quality, Brand Image,
and Promotion on Grab Customer Satisfaction (Survey on Grab Users in
Kuningan Regency)” Management Study Program, Faculty of Economics and
Business, University of Kuningan. Supervised by Advisor I: Prof. Dr. H. Dikdik
Harjadi, S.E., M.Si and Advisor II: Faishal Rahimi, S.E., M.M.

This study aimed to determine the influence of service quality, brand image, and
promotion on customer satisfaction among Grab users in Kuningan Regency. The
independent variables in this study consisted of service quality (X1), brand image
(X2), and promotion (X3), while the dependent variable was customer satisfaction
(Y). The research method used was descriptive and verificative methods with a
quantitative approach. Data collection techniques were carried out through the
distribution of questionnaires to 150 Grab users in Kuningan Regency. The
sampling technique used purposive sampling. The data analysis methods included
validity tests, reliability tests, classical assumption tests, multiple linear regression
analysis, coefficient of determination, t-tests, and F-tests using SPSS version 25.

The results of the study showed that service quality had a positive and
significant effect on customer satisfaction, brand image had a positive but
insignificant effect on customer satisfaction, and promotion had a positive and
significant effect on customer satisfaction. In addition, promotion became the
variable that had the most dominant influence on customer satisfaction. Therefore,
the company was expected to maintain and improve service quality as well as
attractive promotional strategies in order to increase customer satisfaction among
Grab users in Kuningan Regency.

Keywords: Service Quality, Brand Image, Promotion, Customer Satisfaction.
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