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ABSTRAK 

 
Djalanin.com merupakan sebuah platform layanan digital di bawah naungan PT Djalanin Wisata 

Jaya yang berpusat di Surabaya. Memiliki misi untuk mewujudkan digitalisasi di dunia pariwisata, 

dapat menyajikan informasi wisata, merencanakan hingga merekomendasikan kegiatan berwisata, 

sehingga mampu mewadahi interaksi para pelaku pariwisata dan wisatawan agar lebih mudah 

dalam berwisata. Tujuan penelitian ini adalah untuk mengetahui hasil tingkat kepuasan konsumen 

terhadap kualitas pelayanan Marketplace Djalanin.com sebagai inovasi promosi digital pariwisata 

di Provinsi Jawa Timur. Melalui alat ukur kuesioner dengan menggunakan acuan Metode Service 

Quality untuk mengukur kepuasan konsumen, yaitu Tampilan (Tangible), Kehandalan 

(Reliability), Ketanggapan (Responsiveness) Jaminan (Assurance), dan Perhatian (Empathy). 

Dengan sampel sebanyak 100 responden, responden dipilih dengan menggunakan teknik 

Nonprobability Sampling, yaitu Purposive Sampling, Pendekatan dalam penelitian ini 

menggunakan pendekatan deskriptif kuantitatif dengan metode analisis Customer Satisfaction 

Score (CSAT) dengan hasil perhitungan 87% dapat dinyatakan “Puas”.  

 

Kata Kunci : Marketplace Djalanin.com, Tingkat Kepuasan, Service Quality, Customer 

Satisfaction Score (CSAT)
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ABSTRACT 

 

Djalanin.com is a digital service platform under PT Djalanin Wisata Jaya based in Surabaya. It 

has a mission to realise digitalisation in the world of tourism, can present tourist information, plan 

to recommend travel activities, so as to accommodate the interaction of tourism actors and tourists 

to make it easier to travel. The purpose of this study was to determine the results of the level of 

customer satisfaction with the quality of service of the Djalanin.com Marketplace as a digital 

tourism promotion innovation in East Java Province. Through a questionnaire measuring tool 

using the Service Quality Method reference to measure customer satisfaction, namely Display 

(Tangible), Reliability, Responsiveness, Assurance, and Attention (Empathy). With a sample of 100 

respondents, respondents were selected using Nonprobability Sampling technique, namely 

Purposive Sampling, The approach in this study uses a quantitative descriptive approach with the 

Customer Satisfaction Score (CSAT) analysis method with the calculation results of 87% can be 

declared "Satisfied".  

 

Keywords : Djalanin.com Marketplace, Level of  Satisfaction, Service Quality, Customer 

Satisfaction Score (CSAT)
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