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PENGARUH SERVICE QUALITY, CUSTOMER PERCEIVED 

VALUE, DAN TRUST TERHADAP CUSTOMER 

SATISFACTION LAYANAN MAXIM  

 Steven Jonathan 

ABSTRAK 

 

Industri teknologi yang terus berkembang pesat telah mendorong 

pertumbuhan berbagai sektor, termasuk peningkatan jumlah pengguna 

internet dan smartphone. Perkembangan ini dimanfaatkan oleh pelaku bisnis 

untuk mengembangkan industri sharing economy, salah satunya di sektor 

transportasi online. Nilai proyeksi industri transportasi online di Indonesia 

diperkirakan mencapai puncaknya pada tahun 2025 dengan nilai sebesar 15 

miliar USD. Penelitian ini bertujuan untuk menganalisis pengaruh Service 

Quality, Customer Perceived Value, dan Trust terhadap Customer 

Satisfaction layanan Maxim. Metode yang digunakan adalah kuantitatif 

dengan penyebaran kuesioner kepada 165 responden melalui Google Form, 

dan data dianalisis menggunakan SmartPLS 4. Hasil penelitian menunjukkan 

bahwa Service Quality, Customer Perceived Value, dan Trust berpengaruh 

positif terhadap Customer Satisfaction. Selain itu, Trust juga berperan sebagai 

variabel mediasi dalam hubungan antara Service Quality dan Customer 

Satisfaction, serta antara Customer Perceived Value dan Customer 

Satisfaction. Temuan ini memberikan wawasan bagi Maxim untuk 

meningkatkan kualitas layanan dan membangun kepercayaan konsumen guna 

mendorong kepuasan pelanggan. 

 

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

Customer Satisfaction 
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THE INFLUENCE OF SERVICE QUALITY, CUSTOMER 

PERCEIVED VALUE, AND TRUST ON CUSTOMER 

SATISFACTION IN MAXIM SERVICES 

 Steven Jonathan 

 

ABSTRACT (English) 

 

The rapidly evolving technology industry has driven growth across various 

sectors, including the increasing number of internet and smartphone users. 

This development has been utilized by businesses to advance the sharing 

economy, particularly in the online transportation sector. The projected value 

of Indonesia's online transportation industry is expected to peak at 15 billion 

USD by 2025. This study aims to analyze the influence of Service Quality, 

Customer Perceived Value, and Trust on Customer Satisfaction with Maxim's 

services. The research employs a quantitative method, distributing 

questionnaires to 165 respondents via Google Forms, with data analyzed 

using SmartPLS 4. The findings reveal that Service Quality, Customer 

Perceived Value, and Trust positively influence Customer Satisfaction. 

Furthermore, Trust acts as a mediating variable in the relationship between 

Service Quality and Customer Satisfaction, as well as between Customer 

Perceived Value and Customer Satisfaction. These findings provide insights 

for Maxim to enhance service quality and build consumer trust to boost 

customer satisfaction.  

 

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

Customer Satisfaction 
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