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ABSTRAK

Tujuan dari penelitian 1ni adalah menganalisis pengaruh ketepatan waktu
pengiriman, kualitas pelayanan, keamanan barang terhadap kepuasan pelanggan

jasa pengiriman di Purwokerto. Populasi penelitian ini adalah masyarakat

berdomisili Purwokerto yang menggunakan jasa pengiriman. Metode
pengambilan sampel yang digunakan adalah purposive sampling dengan jumlah
120 sampel dengan beberapa kriteria yang telah disyaratkan. Kueisoner digunakan
sebagai alat pengumpul data. Hasil analisis regresi menunjukan bahwa ketepatan
waktu pengiriman berpengaruh positif dan signifikan terhadap kepuasan
pelanggan, kualitas pelayanan berpengaruh positif dan signifikan terhadap
kepuasan pelanggan, keamanan barang berpengaruh positif dan signifikan
terhadap kepuasan pelanggan.

Kata Kunci : ketepatan waktu pengiriman, kualitas pelayanan, keamanan barang,

kepuasan pelanggan
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THE INFLUENCE OF DELIVERY TIMELINESS, SERVICE QUALITY,
AND SAFETY OF GOODS ON CUSTOMER SATISFACTION IN
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ABSTRACT

The purpose of this study was to analyze the effect of timeliness of delivery,
service quality, security of goods on customer satisfaction of delivery services in
Purwokerto. The population of this study were people living in Purwokerto who
used delivery services. The sampling method used was purposive sampling with a
total of 120 samples with several criteria that have been required. Questionnaires
were used as data collection tools. The results of regression analysis show that the
timeliness of delivery has a positive and significant effect on customer
satisfaction, service quality has a positive and significant effect on customer
satisfaction, security of goods has a positive and significant effect on customer
satisfaction.

Keywords: timeliness of delivery, quality of service, safety of goods,

customer satisfaction
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