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Abstract
Service is an important factor in the service business, where customers will feel satisfied if they get good service. Thus, the purpose of this study is to determine the factors that affect customer satisfaction on online motorcycle taxi services in palopo city.
This research is a type of quantitative research, with a sample of 45 people. The data collection methods used are questionnaires and documentation. Data analysis using multiple linear regression analysis.
The result showed that : Direct evidence as a foctor that can positively and insignificantly affect customer satisfaction in online motorcycle taxi service user service. Reliability as a factor that has a positive and significant influence on customer satisfaction in online motorcycle taxi service users. Responsiveness as a factor that has a positive and significant influence on customer satisfaction in online motorcycle taxi service users. Guarantee as a factor that has a positive and significant influence on customer satisfaction in online motorcycle taci service users. Empathy as a factor that has a positive and significant influence and significant influence on customer satisfaction in online motorcycle taxi service user service.
Keywords: Direct evidence, reliability, responsiveness, assurance, empathy, customer satisfaction
Abstrak
Pelayanan merupakan faktor penting dalam bisnis jasa, di mana pelanggan akan merasa puas jika mendapatkan pelayanan yang baik. Dengan demikian, tujuan penelitian ini adalah untuk mengetahui faktor-faktor yang mempengaruhi kepuasan pelanggan terhadap layanan ojek online di kota palopo.
Penelitian ini merupakan jenis penelitian kuantitatif, dengan sampel sebanyak 45 orang. Metode pengumpulan data yang digunakan adalah kuesioner dan dokumentasi. Analisis data menggunakan analisis regresi linier berganda.
Hasil penelitian menunjukkan bahwa : Bukti langsung sebagai foctor yang dapat mempengaruhi kepuasan pelanggan secara positif dan tidak signifikan terhadap layanan pengguna jasa ojek online. Keandalan sebagai faktor yang memiliki pengaruh positif dan signifikan terhadap kepuasan pelanggan pada pengguna jasa ojek online. Responsivitas sebagai faktor yang memiliki pengaruh positif dan signifikan terhadap kepuasan pelanggan pada pengguna jasa ojek online. Jaminan sebagai faktor yang memiliki pengaruh positif dan signifikan terhadap kepuasan pelanggan pada pengguna jasa taci sepeda motor online. Empati sebagai faktor yang memiliki pengaruh positif dan signifikan serta pengaruh yang signifikan terhadap kepuasan pelanggan dalam layanan pengguna jasa ojek online.

Kata kunci: Bukti langsung, keandalan, daya tanggap, jaminan, empati, kepuasan     pelanggan
1. INTRODUCTION 
In the modern era like today, technological developments have entered all fields. Technology can help society to change the state of the economy globally. Technological advances exert a huge influence in service marketing. The development of the business world in the service sector is increasing today. This development can be observed in daily activities, where most of these activities cannot be separated from the use or role of various service sectors. One of them is an online application-based transportation service or more familiar with the term online motorcycle taxi (Gojek) which has brought many changes to the community in carrying out various activities quickly and efficiently.
Palopo City is one of the potential districts for the development of online businesses and businesses. In recent years, the people of Palopo have begun to be spoiled by the presence of online motorcycle taxis (Gojek). Gojek is one of the features of the online ojek application service that is widely used by Palopo people who want to get all the conveniences on the sidelines of their busy lives. This can be seen from the intensity of people using Gojek services as a mode of online transportation.
Gojek Company utilizes existing technology to make it easier for customers to make various transactions, in the form of shuttle services, food orders, delivery of goods and services or other features contained in the Gojek application. The application made is very easy and practical so that people of all ages and levels can access to use it. This is where Gojek technology is used to carry out marketing of its services for the economic continuity of the community, especially drivers and business actors. This company provides services in the form of G0-Ride to serve passenger delivery, Go-Food to serve food orders, Go-Send to serve delivery of goods, Go-Box to serve large-scale delivery of goods, Go-Mart to serve shopping orders at supermarkets or the like, Go-tickets to serve movie ticket reservations and the like, Go-Clean to serve house cleaning, and Go-Massage to serve massage. (Rifaldi, 2016).
Today's business competition has brought online transportation service entrepreneurs to a very tight competition for customers. Although Gojek is no stranger to the public, especially the city of Palopo, services in the field of online transportation must still pay attention to comfort, safety and customer satisfaction. According to Rangkuti (2013), customer satisfaction is a customer response to the conformity between the previous level of importance and the actual performance felt after use. A satisfied customer will be an effective and efficient spokesperson to promote it to others who will use this mode of transportation.
Service is an important factor in the service business, where customers will feel satisfied if they get good service good. The quality of this service is influenced by two things, namely the perceived service and the expected service. If the service received or felt is in accordance with expectations, then the quality of service is perceived as good and satisfying, but if it exceeds consumer expectations it becomes the ideal quality of service. Conversely, if the service received is lower than expected, then the quality of service is perceived as poor. The good and bad implications of the quality of a service depend on the ability of service providers to meet the expectations of their customers consistently. (Zeithaml and Bitner in Lupiyoadi, 2013).
This is reinforced by the results of research conducted by Mar'ati (2015); Irdhayanti and Yuni Firayanti (2019) said there is a significant positive relationship between service quality and customer satisfaction. This means that the higher the quality of service a person receives, the higher the level of consumer satisfaction with the service. Vice versa, the lower the level of service quality, the lower the level of customer satisfaction. If consumers are satisfied with the services provided, Gojek customers will continue to use their services repeatedly (repeat buying) and then can become loyal customers.
The phenomenon of consumer satisfaction due to service quality factors, the Indonesian Consumer Foundation (YLKI) quoted by Taslimah (2019), noted that more than 41% of online transportation consumers have been disappointed by online transportation operations. This is known from the results of a survey conducted by YLKI on 4,668 online transportation users, both two-wheeled and four-wheeled vehicles. From the survey, it is known that the Gojek Application occupies the highest usage rating chosen by consumers, as much as 72.6%. The thing that disappoints consumers the most is the driver who asks for his order to be canceled. Other things that disappoint consumers are the difficulty of getting drivers, drivers who cancel unilaterally, map error applications, license plates that are not the same as those listed in the application, to poor vehicle conditions. While the rest is focused on the behavior of the driver. These include drivers who never come, driver behavior that is not honest with consumers, drivers who start the trip first before meeting consumers, reckless drivers, vehicles that smell of cigarette smoke, drivers who do not want to be notified and drivers who smoke while driving.
Based on this description, the author raised the title of research on "Analysis of Customer Satisfaction on Online Ojek Services in Palopo City".

2. LITERATURE REVIEW 
Eye
Setiyaningrum (2016) states that services are actions, performance and experience offered by one party to another. Some services are inseparable where consumers need to be present at a service facility or meet directly with service providers and other consumers, the interaction brings a rich experience for consumers. Services are activities or benefits that can be offered by one party to other parties, which are basically intangible and do not result in ownership (Kotler, 2012). While the definition of service according to Stanton as quoted by Alma (2014) is something that can be identified separately intangible, offered to meet needs. Services can be produced using tangible or intangible objects. According to Tjiptono (2014), services are any actions or actions that can be offered by another party that are basically intangible and do not result in ownership of something, service production can be related to physical products or not. While the definition of merit according to Zeithalm as quoted by Alma (2014) is an economic activity whose output is not a product consumed along with production time and provides added value (such as enjoyment, entertainment, leisure, health) is intangible.
3. RESEARCH METHODS
This research uses a quantitative approach, namely conducting research by bringing clear problems that are formulated and answered in hypotheses. Quantitative research is used to examine certain populations or samples, data collection using research instruments, quantitative or statistical data analysis with the aim of reviewing hypotheses that have been set (Sugiyono, 2013).
To obtain the amount of data needed in this study, an object of study called population is needed. Population is a whole of certain aspects and characteristics, phenomena or concepts that are the center of attention. The population in this study was users of online motorcycle taxi services (Gojek) in Palopo city during the time the study was carried out.
The sample is part of the number and characteristics possessed by that population. To determine the number of samples from a population, There are various ways put forward by experts. In this study, researchers used Gay's opinion in Umar (2013) that the minimum acceptable sample limit is 30 samples. Thus, the number of customers using online motorcycle taxi services (Gojek) that the author will take as a research sample is 45 people.

4. RESULTS AND DISCUSSION
Result
Multiple Regression Analysis
Table 1
	


Model
	Unstandardized
Coefficients
	Standardized
Coefficients
	


t
	


Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	4,250
	1,065
	
	3,992
	,000

	
	Bukti_Langsung
	,013
	,119
	,010
	,110
	,913

	
	Keandalan
	,188
	,089
	,174
	2,102
	,042

	
	Daya_Tanggap
	,315
	,105
	,286
	3,003
	,005

	
	Jaminan
	,271
	,115
	,242
	2,360
	,023

	
	Empati
	,510
	,096
	,393
	5,296
	,000

	a. Dependent Variable: Kepuasan_Pelanggan


 

The 


table can be known the following multiple regression results
Y = 4,250 + 0,013 X1 + 0,188 X2 + 0,315 X3 + 0,271 X4 + 0,510 X5
	The constant value of 4.250, explains that if another variable is a constant value, then the value of Y will change by itself by the value of the constant which is 4.250
	The value of the direct proof coefficient is 0.013 explaining that if the other variable is constant, the value of Y will change by 0.013 per unit of X1
	The value of the reliability coefficient is 0.188 explaining that if the other variable is constant, the value of Y will change by 0.0188 per unit of X2
	The value of the responsiveness coefficient is 0.315 explaining that if the other variable is constant, the value of Y will change by 0.315 per unit X3
	The value of the collateral coefficient is 0.271 explaining that if the other variable is constant, the value of Y will change by 0.271 per unit of X4
	The value of the empathy coefficient is 0.510, explaining that if the other variable is constant, the Y value will change by 0.510 per unit of X5
Test Hypothesis I
Hypothesis formulation :
H1 : It is suspected that direct evidence as a factor affecting customer satisfaction in online motorcycle taxi services in Palopo city
Ho: It is suspected that direct evidence as a factor that cannot affect customer satisfaction on online motorcycle taxi services in Palopo city
Based on the table, it shows that direct evidence as a factor that can positively and insignificantly affect customer satisfaction in online motorcycle taxi services in Palopo city. This is because the coefficient value of the research variable is 0.13 has a positive symbol. The effect is not significant because the calculated t value (0.110) < t table (1.683) or the significance coefficient is greater than the significance probability value of 0.05 (0.0913 > 0.05).
Test Hypotesis II
Hypothesis formulation:
H1 : It is suspected that reliability as a factor that affects customer satisfaction in online motorcycle taxi services in Palopo city
Ho: It is suspected that reliability as a factor that cannot affect customer satisfaction in online motorcycle taxi services in Palopo city
Based on the table, it shows that reliability as a factor that can positively and significantly affect customer satisfaction in online motorcycle taxi services in Palopo city. This is because the coefficient value of the research variable is 0.188 has a positive symbol. Significant effect because the calculated t value (2.102) > t table (1.683) or significance coefficient is smaller than the significance probability value of 0.05 (0.042 < 0.05).
Test Hypotesis III
Hypothesis formulation:
H1 : It is suspected that responsiveness is a factor that affects customer satisfaction in online motorcycle taxi services in Palopo city
Ho: It is suspected that responsiveness as a factor that cannot affect customer satisfaction in online motorcycle taxi services in Palopo city
Based on the table, it shows that responsiveness is a factor that can positively and significantly affect customer satisfaction in online motorcycle taxi services in Palopo city. This is because the coefficient value of the research variable is 0.315 has a positive symbol. Significant effect because the value of t count (3.003)
> t table (1.683) or coefficient of significance is smaller than the probability value of significance 0.05 (0.005 < 0.05).
Test Hypotesis IV
Hypothesis formulation:
H1 : It is suspected that guarantee as a factor that affects customer satisfaction in online motorcycle taxi services in Palopo city
Ho: It is suspected that the guarantee as a factor that cannot affect customer satisfaction on online motorcycle taxi services in Palopo city
Based on the table, it shows that guarantee as a factor that can positively and significantly affect customer satisfaction in online motorcycle taxi services in Palopo city. This is because the coefficient value of the research variable is 0.271 has a positive symbol. Significant effect because the value of t count (2.360) > t table (1.683) or coefficient of significance is smaller than the probability value of significance 0.05 (0.023 < 0.05).
Test Hypotesis
Hypothesis formulation:
H1: It is suspected that empathy as a factor that affects customer satisfaction in online motorcycle taxi services in Palopo city
Ho: It is suspected that empathy as a factor that cannot affect customer satisfaction in online motorcycle taxi services in Palopo city
Based on the table, it shows that empathy as a factor that can positively and significantly affect customer satisfaction in online motorcycle taxi services in Palopo city. This is because the coefficient value of the research variable is 0.510 has a positive symbol. Significant effect because the calculated t value (5.296) > t table (1.683) or significance coefficient is smaller than the significance probability value of 0.05 (0.000 < 0.05).

Discussion
Technological advances exert a huge influence in service marketing. The development of the business world in the service sector is increasing today. This development can be observed in daily activities, where Most of these activities cannot be separated from the use or role of various service sectors. One of them is an online application-based transportation service or more familiar with the term online motorcycle taxi (Gojek). Gojek is one of the features of the online ojek application service that is widely used by Palopo people who want to get all the conveniences on the sidelines of their busy lives.
Today's business competition has brought online transportation service entrepreneurs to a very tight competition to fight for customers. According to Rangkuti (2013), customer satisfaction is a customer response to the conformity between the previous level of importance and the actual performance felt after use. Based on the results of descriptive analysis, it shows that customer satisfaction is an indicator in seeing the success of the services provided. A satisfied customer will be an effective and efficient spokesperson to promote it to others who will use this mode of transportation.
Service is an important factor in the service business, where customers will feel satisfied if they get good service. The quality of this service is influenced by two things, namely the perceived service and the expected service. If the service received or felt is in accordance with expectations, then the quality of service is perceived as good and satisfactory. Conversely, if the service received is lower than expected, then the quality of service is perceived as poor. (Zeithaml and Bitner in Lupiyoadi, 2013).
Based on the results of the study, it shows that customer satisfaction of online motorcycle taxi service users is influenced by service quality in the form of direct evidence, reliability, responsiveness, assurance, and empathy as factors that affect customer satisfaction in online motorcycle taxi services in Palopo city. This is because the calculated F value (57.768) > F table (2.45) or the significance coefficient is smaller than the significance probability value of 0.05. (0.000
< 0.05). The amount of influence given is 88.10%. This means that the higher the quality of service a person receives, the higher the level of consumer satisfaction with the service. Vice versa, the lower the level of service quality, the lower the level of customer satisfaction.
The Effect of Direct Evidence on Customer Satisfaction
Direct evidence in service quality is a form of physical actualization that can be seen or used by service providers in accordance with their use and utilization that can be felt to help the service received by people who want service, so that they are satisfied with the perceived service, which at the same time shows work performance for the provision of services provided. (Kotler, 2012). Based on the results of the study, it shows that direct evidence as a factor that can positively and insignificantly affect customer satisfaction in online motorcycle taxi services in Palopo city. This is because the coefficient value of the research variable is 0.13 has a positive symbol. The effect is not significant because the calculated t value (0.110) < t table (1.683) or the significance coefficient is greater than the probability value. significance 0.05 (0.0913 > 0.05). It can be explained that if other variables are constant, the value of Y will change slowly by 0.013 per unit of X1.
The Effect of Reliability on Customer Satisfaction
Reliability is the ability to perform the promised services precisely and reliably. Every service requires a reliable form of service, meaning that in providing services, service providers are expected to have the ability in knowledge, expertise, independence, Mastery, and high work professionalism, so that the work activities carried out produce a satisfactory form of service, without any complaints and excessive impressions of the service received by customers.
Based on the results of the study, it shows that reliability as a factor that can positively and significantly affect customer satisfaction in online motorcycle taxi services in Palopo city. This is because the coefficient value of the research variable is 0.188 has a positive symbol. Significant effect because the calculated t value (2.102) > t table (1.683) or significance coefficient is smaller than the significance probability value of 0.05 (0.042 < 0.05). It can be explained that if other variables are constant, the value of Y will change by 0.0188 per unit of X2.
The Effect of Responsiveness on Customer Satisfaction
It is responsive in providing services for customers and providing services swiftly and quickly in serving, handling transactions and handling customer complaints. Service demands that Responding to various complaints from the forms of service provided becomes a positive respect for the responsiveness of service providers and those who receive services. This requires a wise, detailed explanation, coaching, directing and persuading in order to respond to all forms of procedures and work mechanisms that apply so that the form of service gets a positive response. Based on the results of the study, it shows that responsiveness as a factor that can positively and significantly affect customer satisfaction in online motorcycle taxi services in Palopo city. This is
because the coefficient value of the research variable is 0.315 has a positive symbol. Significant effect because the calculated t value (3.003) > t table (1.683) or significance coefficient is smaller than the significance probability value of 0.05 (0.005 < 0.05). It can be interpreted that if other variables are constant, the value of Y will change by 0.315 per unit of X3.
Effect of Guarantee on Customer Satisfaction
It is the ability to guarantee service which is knowledge and courtesy and their ability to engender trust and confidence. Every form of service requires certainty over the services provided. The form of certainty of a service is determined by the guarantee of the service provider who provides the service, so that people who receive services are more satisfied and confident that all forms of service affairs provided will be completed and completed in accordance with the speed, accuracy, ease, smoothness and quality of services provided. (Kotler, 2012).
Based on the results of the study, it shows that guarantee as a factor that can positively and significantly affect customer satisfaction in online motorcycle taxi services in Palopo city. This is because the coefficient value of the research variable is 0.271 has a positive symbol. Significant effect because the calculated t value (2.360) > t table (1.683) or significance coefficient is smaller than the significance probability value of 0.05 (0.023 < 0.05). It can be interpreted that if other variables are constant then the value of Y will change by 0.271 per unit X4.
The Effect of Empathy on Customer Satisfaction
It is a willingness to care more about giving personal attention to customers. Every service activity or activity requires understanding and understanding in the togetherness of assumptions or interests in a matter related to service. The service will run smoothly and with quality if every party interested in the service has a sense of empathy in completing or managing or has the same commitment to service (Kotler, 2012).
Based on these results, it shows that empathy as a factor that can positively and significantly affect customer satisfaction in online motorcycle taxi services in Palopo city. This is because the coefficient value of the research variable is 0.510 has a positive symbol. Significant effect because the calculated t value (5.296) > t table (1.683) or significance coefficient is smaller than the significance probability value of 0.05 (0.000 < 0.05). It can be interpreted that if the other variable is a constant value then the value of Y will change by 0.510 per unit of X5.
This research is reinforced by the results of research conducted by Mar'ati (2015), and Nur Taslimah (2019) that there is a significant positive relationship between service quality and consumer satisfaction. This means that the higher the quality of service a person receives, the higher consumer satisfaction with the service. Vice versa, the lower the level of service quality, the lower the level of customer satisfaction. If consumers are satisfied with the services provided, Gojek customers will continue to use their services repeatedly (repeat buying) and then can become loyal customers.
The results of the study, contrary to previous research conducted by Irdhayanti and Yuni Firayanti (2019), that the results of the study showed that responsiveness variables affect consumer satisfaction. While tangible, reliability, assurance and emphaty variables do not have a significant effect on customer satisfaction.

5. CONCLUSION
Based on the results of research and discussion, the author draws the following conclusions.
	Direct evidence as a factor that can positively and insignificantly affect customer satisfaction in online motorcycle taxi service users.
	Reliability as a factor that has a positive and significant influence on customer satisfaction in online motorcycle taxi service users.
	Responsiveness as a factor that has a positive and significant influence on customer satisfaction in online motorcycle taxi service user service.
	Guarantee as a factor that has a positive and significant influence on customer satisfaction in online motorcycle taxi service user service.
	Empathy as a factor that has a positive and significant influence on customer satisfaction in online motorcycle taxi service users.
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