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THE EFFECT OF PRICE, SERVICE QUALITY,
AND BRAND TRUST ON CUSTOMER SATISFACTION
AT ONLINE TRAVEL AGENT TIKET.COM

By Adelia Nurcahya

ABSTRACT

This research is a quantitative study conducted to determine the factors that
influence customer satisfaction, especially the factors of price, service quality, and
brand trust. The population in this study are users of tiket.com services in DKI Jakarta.
The sample size taken was 100 respondents with non-probability sampling techniques,
especially purposive sampling. Data collection in this study was done through the
distribution of questionnaires using Google Forms. The analysis technique used is the
PLS (partial least squares) analysis method with SmartPLS software version 4.0. The
results of this study indicate (1) 0.003 price has a significant effect on customer
satisfaction, (2) 0.001 service quality has a significant effect on customer satisfaction,
and (3) 0.255 brand trust has no significant effect on customer satisfaction. Price,
service quality, and brand trust together contribute 58.20%, and the remaining 41.80%

is caused by other factors outside the model in this study.

Keywords . Price, Service Quality, Brand Trust, Customer Satisfaction, and

Online Travel Agent
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PENGARUH PRICE, SERVICE QUALITY, DAN BRAND TRUST
TERHADAP CUSTOMER SATISFACTION
PADA ONLINE TRAVEL AGENT TIKET.COM

Oleh Adelia Nurcahya

ABSTRAK

Penelitian ini penelitian kuantitatif yang dilakukan untuk mengetahui faktor-
faktor yang mempengaruhi kepuasan pelanggan khusunya pada faktor price, service
quality, dan brand trust. Populasi pada penelitian ini adalah pengguna layanan
tiket.com di DKI Jakarta. Ukuran sampel yang diambil sebanyak 100 responden
dengan teknik sampel non-probability sampling khususnya pusposive sampling.
Pengumpulan data pada penelitian ini melalui penyebaran kuesioner dengan
menggunakan google form. Teknik analisis yang digunakan adalah metode analisis
PLS (Partial Least Square) dengan software SmartPLS versi 4.0. Hasil penelitian ini
menunjukkan (1) sebesar 0.003 price berpengaruh signifikan terhadap customer
satisfaction, (2) sebesar 0.001 service quality berpengaruh signifikan terhadap
customer satisfaction, dan (3) sebesar 0.225 brand trust tidak berpengaruh signifikan
terdahap customer satisfaction. Adapun price, service quality, dan brand trust secara
Bersama-sama memberikan kontribusi sebesar 58.20% dan sisanya, yaitu sebesar

41.80% disebabkan oleh faktor lain di luar model dalam penelitian ini.

Kata Kunci : Harga, Kualitas Layanan, Kepercayaan Merek, Kepuasan Pelanggan,

dan Agen Perjalanan Online
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