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ABSTRAK 
 

Nama: Diana Azizah Nur, NIM: 18151005, Judul: “Pola Komunikasi 
Driver Ojek Online Maxim Dengan Konsumen (Studi Deskriptif di 
Kota Serang)”, Prodi Komunikasi dan Penyiaran Islam, Fakultas 
Dakwah, UIN Sultan Maulana Hasanuddin Banten, 2025. Penelitian ini 
dilatarbelakangi oleh perkembangan pesat layanan transportasi online 
di Indonesia, termasuk Maxim, yang memberikan kemudahan bagi 
pengguna namun juga menimbulkan tantangan dalam menjaga kualitas 
layanan, terutama aspek komunikasi antara pengemudi (driver) dan 
konsumen. Berbagai keluhan konsumen mengindikasikan komunikasi 
masih memerlukan perhatian serius. Penelitian ini bertujuan untuk 
mendeskripsikan dan mengkaji pola komunikasi primer, sekunder, 
linear, dan sirkular yang terjadi antara driver ojek online Maxim 
dengan konsumen di Kota Serang. Penelitian ini menggunakan 
pendekatan kualitatif dengan metode deskriptif. Data dikumpulkan 
melalui observasi, wawancara semi-terstruktur dengan empat driver 
Maxim dan empat konsumen di Kota Serang, serta dokumentasi. 
Analisis data dilakukan menggunakan teknik analisis deskriptif 
kualitatif model Miles dan Hubermen, meliputi reduksi data, penyajian 
data, dan penarikan kesimpulan. Teori Interaksi Simbolik digunakan 
sebagai landasan konseptual untuk memahami bagaimana makna 
dibangun melalui interaksi sosial dan penggunaan simbol dalam 
komunikasi antara driver dan konsumen. Hasil penelitian menunjukkan 
bahwa komunikasi antara driver dan konsumen Maxim melibatkan 
perpaduan dinamis dari berbagai pola komunikasi. Pola komunikasi 
primer (interaksi langsung dan tulisan, seperti chat sebelum perjalanan) 
dan sekunder (menggunakan aplikasi Maxim sebagai media perantara) 
berperan penting dalam pertukaran informasi awal. Pola komunikasi 
linear (komunikasi satu arah tanpa umpan balik langsung) terkadang 
terjadi, terutama jika konsumen pasif, namun dianggap kurang efektif. 
Sebaliknya, pola komunikasi sirkular (komunikasi dua arah dengan 
responsif dan interaktif) lebih dominan dan efektif dalam menciptakan 
kenyamanan bagi konsumen serta meningkatkan kualitas layanan. Pola 
komunikasi sirkular ini menghasilkan suasana yang lebih akrab, 
membangun kepercayaan, dan memperkaya pengalaman pelanggan. 
Implikasi temuan ini menekankan pentingnya keterampilan komunikasi 
interpersonal dan termediasi yang baik bagi driver Maxim, termasuk 
kesopanan, kemampuan beradaptasi, dan responsivitas melalui aplikasi. 
Teori interaksi simbolik relevan dalam menjelaskan bahwa komunikasi 
tidak hanya pertukaran informasi tetapi juga proses sosial pembangun 
makna dan hubungan melalui simbol. Untuk meningkatkan kepuasan 
dan loyalitas konsumen, disarankan agar driver meningkatkan 
keterampilan komunikasi dan perusahaan Maxim memberikan 
pelatihan komunikasi dasar. 
 
Kata Kunci: Pola Komunikasi, Driver Ojek Online Maxim, 
Konsumen, Komunikasi Interpersonal, Interaksi Simbolik. 
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ABSTRACT 

Name: Diana Azizah Nur, ID: 18151005, Title: “Communication 
Patterns of Maxim Online Motorcycle Taxi Drivers with Consumers 
(Descriptive Study in Serang City)”, Department of Communication 
and Islamic Broadcasting, Faculty of Da'wah, UIN Sultan Maulana 
Hasanuddin Banten, 2025. This research is motivated by the rapid 
development of online transportation services in Indonesia, including 
Maxim, which provides convenience for users but also poses 
challenges in maintaining service quality, especially the aspect of 
communication between drivers and consumers. Various consumer 
complaints indicate that communication still requires serious attention. 
This study aims to describe and examine the primary, secondary, linear, 
and circular communication patterns that occur between Maxim online 
motorcycle taxi drivers and consumers in Serang City. This research 
uses a qualitative approach with a descriptive method. Data were 
collected through observation, semi-structured interviews with four 
Maxim drivers and four consumers in Serang City, and documentation. 
Data analysis was conducted using the Miles and Hubermen qualitative 
descriptive analysis technique, including data reduction, data display, 
and conclusion drawing. Symbolic Interaction Theory was used as a 
conceptual basis to understand how meaning is constructed through 
social interaction and the use of symbols in communication between 
drivers and consumers. The results show that communication between 
Maxim drivers and consumers involves a dynamic blend of various 
communication patterns. Primary communication patterns (direct 
interaction and written, such as chat before the trip) and secondary 
patterns (using the Maxim application as an intermediary medium) play 
an important role in initial information exchange. Linear 
communication patterns (one-way communication without direct 
feedback) sometimes occur, especially if consumers are passive, but are 
considered less effective. Conversely, circular communication patterns 
(two-way communication that is responsive and interactive) are more 
dominant and effective in creating comfort for consumers and 
improving service quality. This circular communication pattern creates 
a more familiar atmosphere, builds trust, and enriches the customer 
experience. The implications of these findings emphasize the 
importance of good interpersonal and mediated communication skills 
for Maxim drivers, including politeness, adaptability, and 
responsiveness through the application. Symbolic interaction theory is 
relevant in explaining that communication is not just an exchange of 
information but also a social process of constructing meaning and 
relationships through symbols. To increase consumer satisfaction and 
loyalty, it is suggested that drivers improve their communication skills 
and that the Maxim company provides basic communication training. 
 
Keywords: Communication Patterns, Maxim Online Motorcycle Taxi 
Drivers, Consumers, Interpersonal Communication, Symbolic 
Interaction. 
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