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The Influence Of Service Quality, Word Of Mouth, And Brand Image On The 

Decision To Use The Grab Online Ojek Application 

(Study Of Users Of The Grab Online Ojek Application In Cikarang, Bekasi 

District) 

 

Ahmad Fadhila¹) 

Tri Mulyani Kartini²) 

 

Abstract 

 

This research aims to analyze the influence of Service Quality, Word of Mouth, and 

Brand Image on the Decision to Use the Grab Online Motorbike Taxi Application 

in Cikarang. The method used in this research is a quantitative method, with data 

collected from 100 Cikarang residents. The sampling technique applied was 

purposive sampling. The results of this research show that the Service Quality 

variable (X1) has a significance value of 0.001 and the T test results are t (6.234) 

> t table (1.984), Word Of Mouth (X2) has a significance value of 0.003 and the T 

test results are t (3.051) > t table (1.984) and Brand Image (X3) have a significance 

value of 0.027 and the T test results are t calculated (2.347) > t table (1.984) so it 

can be concluded that all the independent variables Service Quality, Word Of 

Mouth and Brand Image partially influence positive and significant on Usage 

Decisions. The results of simultaneous testing (F test) have a significance value of 

0.001 and a coefficient of determination (R2) of 0.286 or 28.6% of the Usage 

Decision variable is influenced by Service Quality, Word Of Mouth and Brand 

Image while the remaining 71.4% is influenced by other variables that are not used. 

in this research. 

 

Keywords: Service Quality, Word Of Mouth, Brand Image, Usage Decision 

 

¹Student 

²Supervisor 

 

 

 

 

 

 

 

 

 

 

 



xiv 
 

PENGARUH SERVICE QUALITY, WORD OF MOUTH, DAN BRAND 

IMAGE TERHADAP KEPUTUSAN PENGGUNAAN APLIKASI OJEK 

ONLINE GRAB 

(Studi Terhadap Pengguna Aplikasi Ojek Online Grab Di Cikarang, 

Kabupaten Bekasi) 

 

Ahmad Fadhila¹) 

Tri Mulyani Kartini²) 

 

ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh Service Quality, 

Word Of Mouth, Dan Brand Image terhadap Keputusan Penggunaan Aplikasi Ojek 

Online Grab di Cikarang. Metode yang digunakan dalam penelitian ini adalah 

metode kuantitatif, dengan data yang dikumpulkan dari 100 masyarakat Cikarang.  

Teknik pengambilan sampel yang diterapkan adalah sampling purposive. 

Hasil penelitian ini menunjukkan variabel Service Quality (X1) nilai signifikansi 

0.001 dan hasil uji T sebesar t hitung (6.234) > t tabel (1.984), Word Of Mouth (X2) 

nilai signifikansi 0,003 dan hasil uji T sebesar t hitung (3.051) > t tabel (1.984) dan 

Brand Image (X3) nilai signifikansi 0,027 dan hasil uji T sebesar t hitung (2.347) > 

t tabel (1.984) sehingga dapat disimpulkan bahwa semua variabel independen 

Service Quality, Word Of Mouth, dan Brand Image secara parsial berpengaruh 

positif dan signifikan terhadap Keputusan Penggunaan. 

Hasil dari pengujian simultan (uji F) nilai signifikansi 0,001 dan nilai 

koefisien determinasi (R2) sebesar 0,286 atau 28.6% dari variabel Keputusan 

Penggunaan dipengaruhi oleh Service Quality, Word Of Mouth, dan Brand Image 

sedangkan sisanya 71.4% dipengaruhi oleh variabel lain yang tidak digunakan 

dalam penelitian ini. 

 

Kata Kunci: Service Quality, Word Of Mouth, Brand Image, Keputusan 

Penggunaan


