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ABSTRAK

Tujuan dari penelitian ini adalah menganalisis pengaruh kepercayaan,
kualitas layanan, sistem pelacakan online dan ketepatan waktu terhadap kepuasan
pelangggan jasa pengiriman barang J&T Express di Purwokerto. Populasi
penelitian ini adalah masyarakat Purwokerto yang menggunakan jasa layanan
pengiriman barang J&T Express. Metode pengambilan sampel yang digunakan
adalah purposive sampling dengan jumlah 110 sampel dengan beberapa kriteria
yang telah disyaratkan. Kueisoner digunakan sebagai alat pengumpul data. Hasil
analisis regresi menunjukan kepercayaan tidak berpengaruh terhadap kepuasan
pelanggan, kualitas layanan berpengaruh positif dan signifikan terhadap kepuasan
pelanggan, sistem pelacakan online berpengaruh positif dan signifikan terhadap
kepuasan pelanggan, ketepatan waktu berpengaruh positif dan signifikan terhadap
kepuasan pelanggan.

Kata kunci: kepercayaan, kualitas layanan, sistem pelacakan online, ketepatan
waktu dan kepuasan pelanggan

Pengaruh Kepercayaan, Kualitas..., Rahma Diningsih, Fakultas Ekonomi dan Bisnis UMP, 2024


mailto:rahmadining@gmail.com
mailto:herni99@gmail.com

THE INFLUENCE OF TRUST, SERVICE QUALITY, ONLINE
TRACKING SYSTEM AND TIMELINESS ON CUSTOMER
SATISFACTION IN DELIVERY SERVICES

(Study of J&T Express Service Customers in Purwokerto)
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Herni Justiana Astuti?
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Faculty of Economic and Business

Muhammadiyah University of Purwokerto

ABSTRACT

The aim of this research is to analyze the influence of trust, service quality,
online tracking system and timeliness on customer satisfaction of J&T Express
goods delivery services in Purwokerto. The population of this research is the people
of Purwokerto who use the J&T Express goods delivery service. The sampling
method used was purposive sampling with a total of 110 samples with several
predetermined criteria. The questionnaire was used as a data collection tool. The
results of the regression analysis show that trust has no effect on customer
satisfaction, service quality has a positive and significant effect on customer
satisfaction, online tracking systems have a positive and significant effect on
customer satisfaction, timeliness has a positive and significant effect on
customer satisfaction.

Keywords: trust, service quality, online tracking system, timeliness and
customer satisfaction
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