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INTISARI 

Gojek merupakan aplikasi yang menyediakan berbagai layanan on-

demand, seperti layanan transportasi (Go-Ride), pengiriman makanan (Go-Food), 

layanan pengantaran barang (Go-Send) dan lainnya. Penelitian ini berfokus pada 

analisis user experience terhadap tingkat kepuasan pengguna khususnya pada fitur 

Go-Ride dan Go-Food dengan mengambil sampel penelitian di kota Yogyakarta.  

Metode penilaian kepuasan pada penelitian ini menggunakan PIECES, 

yang menilai dari enam variabel permasalahan dan menggunakan kuesioner untuk 

mengetahui pendapat dari masyarakat tentang layanan aplikasi Gojek dari sisi 

user experience. 

Hasil uji validitas menunjukkan setiap pertanyaan valid, dilihat dari 

perolehan nilai rhitung lebih besar dari rtabel. Hasil uji reliabilitas untuk variabel 

Performance 0.775, variabel Information 0.782, variabel Economics 0.686, 

variabel Control & Security 0.866, variabel Efficiency 0.866 dan variabel Services 

0.824, ini menunjukkan bahwa kuesioner reliabel. Hasil dari penelitian ini 

menunjukkan bahwa total rata-rata tingkat kepuasan pengguna dari semua 

variabel yaitu mencapai kategori Puas dengan nilai 3.81 (Puas). Dimana nilai 

Performance 3.71, Information 3.91, Economics 3.62, Control & Security 3.77, 

Efficiency 3.97 dan Services 3.9. Hal ini berarti Gojek telah berhasil menyediakan 

layanan yang berkualitas, responsif dan memadai, serta mampu memberikan 

pengalaman pengguna yang positif. 

Kata kunci: Gojek, kepuasan pengguna, PIECES, analisis UX 
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ABSTRACT 

Gojek is an application that provides various on-demand services, such as 

transportation services (Go-Ride), food delivery (Go-Food), package delivery 

(Go-Send) and others. This research focuses on analyzing user experience on the 

level of user satisfaction, especially on the Go-Ride and Go-Food features by 

taking a research sample in the city of Yogyakarta.  

The satisfaction assessment method in this study uses PIECES, which 

assesses six problem variables and uses a questionnaire to find out the opinions of 

the public about Gojek application services in terms of user experience. 

The validity test results show that each question is valid, seen from the 

acquisition of the rcount value greater than the rtable. The reliability test results 

for the Performance variable 0.775, Information variable 0.782, Economics 

variable 0.686, Control & Security variable 0.866, Efficiency variable 0.866 and 

Services variable 0.824, this shows that the questionnaire is reliable. The results of 

this study indicate that the total average level of user satisfaction from all 

variables is reaching the Satisfied category with a value of 3.81 (Satisfied). Where 

the value of Performance 3.71, Information 3.91, Economics 3.62, Control & 

Security 3.77, Efficiency 3.97 and Services 3.9. This means that Gojek has 

succeeded in providing quality, responsive and adequate services, and is able to 

provide a positive user experience. 

Keywords: Gojek, user satisfaction, PIECES, UX analysis 

  


