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ABSTRAK

Tujuan penelitian ini untuk mengetahui analisis kualitas pelayanan, sistem
pelacakan online, kepercayaan, dan ketepatan waktu terhadap kepuasan
konsumen. Pemilihan sampel dalam penelitian ini dilakukan dengan purposive
sampling. Berdasarkan kriteria, didapatkan sebanyak 100 responden yang menjadi
sampel. Teknik analisis data yang digunakan dalam penelitian ini yaitu uji
instrumen, statistik deskriptif, uji asumsi klasik, analisis data, dan uji hipotesis.
Berdasarkan hasil pengujian diperoleh hasil bahwa : (1) Kualitas pelayanan,
sistem pelacakan online, kepercayaan,dan ketepatan waktu secara simultan
berpengaruh terhadap kepuasan konsumen. (2) Kualitas pelayanan secara parsial
berengaruh positif signifikan terhadap kepuasan konsumen. (3) Sistem pelacakan
online secara parsial berengaruh positif signifikan terhadap kepuasan konsumen.
(4) Kepercayaan secara parsial berengaruh positif signifikan terhadap kepuasan
konsumen. (5) Ketepatan waktu secara parsial berengaruh positif signifikan
terhadap kepuasan konsumen.

Kata kunci : Kualitas Pelayanan, Sistem Pelacakan Online, Kepercayaan,
Ketepatan Waktu, Kepuasan Konsumen
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ANALYSIS OF SERVICE QUALITY, ONLINE TRACKING
SYSTEMS, TRUST AND TIMELINESS ON CUSTOMER
SATISFACTION IN DELIVERY SERVICES
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ABSTRACT

The purpose of this study is to determine the analysis of service quality, online
tracking systems, trust, and timeliness on customer satisfaction. The selection of
the sample in this study was carried out by purposive sampling. Based on the
criteria, 100 respondents were sampled. The data analysis techniques used in this
research are instrument test, descriptive statistics, classical assumption test, data
analysis, and hypothesis testing. Based on the test results, the results show that:
(1) Quality of service, online tracking system, trust, and timeliness simultaneously
affect consumer satisfaction. (2) Service quality partially has a significant positive
effect on customer satisfaction. (3) The online tracking system partially has a
significant -positive effect on customer satisfaction. (4) Trust partially has a
significant positive effect on consumer satisfaction. (5) Timeliness partially has a
significant positive effect on customer satisfaction.

Keywords : Service Quality, Online Tracking System, Trust, Timeliness,
Consumer Satisfaction
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