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PENGARUH SERVICE QUALITY, CUSTOMER PERCEIVED 

VALUE TERHADAP CUSTOMER SATISFACTION DENGAN 

TRUST SEBAGAI VARIABEL MEDIASI PADA PENGGUNA 

APLIKASI INDRIVE  

Yonathan Susanto 

 

ABSTRAK  

Pesatnya perkembangan teknologi digital dan meningkatnya penetrasi pengguna 

internet dan smartphone di Indonesia telah mendorong kemunculan berbagai model 

bisnis berbasis aplikasi, salah satunya di sektor transportasi online. InDrive 

merupakan salah satu platform ride-hailing yang menawarkan layanan berbasis 

tawar-menawar sebagai keunikan utamanya. Meskipun menawarkan tarif yang 

fleksibel, InDrive masih menghadapi tantangan dalam kualitas layanan yang 

mempengaruhi tingkat kepercayaan dan kepuasan pelanggan. Penelitian ini 

bertujuan untuk menganalisis pengaruh Service Quality, Customer Perceived 

Value, dan Trust terhadap Customer Satisfaction pengguna layanan InDrive. 

Penelitian ini menggunakan metode kuantitatif dengan menyebarkan kuesioner 

kepada 165 responden melalui Google Form. Data dianalisis menggunakan 

software SmartPLS 4. Hasil penelitian menunjukkan bahwa Service Quality dan 

Customer Perceived Value berpengaruh positif terhadap Trust, dan Trust 

berpengaruh positif terhadap Customer Satisfaction. Selain itu, Trust terbukti 

memediasi hubungan antara Service Quality dan Customer Satisfaction, serta antara 

Customer Perceived Value dan Customer Satisfaction. Temuan ini memberikan 

implikasi bagi InDrive untuk meningkatkan kualitas layanan dan membangun 

kepercayaan pelanggan guna meningkatkan kepuasan dan loyalitas pengguna. 

 

Kata kunci: Ride Hailing, Service Quality, Customer Perceived Value, Trust, 

Customer Satisfaction 
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THE INFLUENCE OF SERVICE QUALITY AND CUSTOMER 

PERCEIVED VALUE ON CUSTOMER SATISFACTION WITH 

TRUST AS A MEDIATING VARIABLE AMONG INDRIVE 

APPLICATION USERS 

Yonathan Susanto 

ABSTRACT 

The rapid development of digital technology and the increasing penetration of 

internet and smartphone users in Indonesia have driven the emergence of various 

application-based business models, including those in the online transportation 

sector. InDrive is one such ride-hailing platform that offers a unique bidding-based 

pricing system. Despite its flexible fare model, InDrive still faces challenges in 

service quality that affect customer trust and satisfaction. This study aims to analyze 

the influence of Service Quality, Customer Perceived Value, and Trust on Customer 

Satisfaction among InDrive users. The research employs a quantitative method by 

distributing questionnaires to 165 respondents via Google Forms. The data were 

analyzed using SmartPLS 4 software. The results show that both Service Quality 

and Customer Perceived Value have a positive influence on Trust, which in turn 

positively affects Customer Satisfaction. Furthermore, Trust is found to mediate the 

relationship between Service Quality and Customer Satisfaction, as well as between 

Customer Perceived Value and Customer Satisfaction. These findings provide 

valuable insights for InDrive to improve its service quality and build customer trust 

to enhance user satisfaction and loyalty. 

 

Keywords: Ride Hailing, Service Quality, Customer Perceived Value, Trust, 

Customer Satisfaction. 
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