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PENGARUH KUALITAS PELAYANAN DAN KETEPATAN WAKTU 

PENGIRIMAN TERHADAP LOYALITAS PELANGGAN DENGAN 

KEPUASAN PELANGGAN SEBAGAI VARIABEL INTERVENING PADA 

J&T EXPRESS PTC SURABAYA 

Susi Susesti Adianti 

Adrianto Trimarjono 

ABSTRAK 

Pembelian online berkembang pesat di era digitalisasi yang semakin maju. Pelanggan 

membutuhkan layanan pengiriman saat mengirim barang, dan mereka ingin 

pengirimannya cepat, sederhana, aman, dan nyaman. Salah satu bidang yang krusial 

bagi perekonomian adalah layanan pengiriman cepat (ekspres). Sektor logistik juga 

diperkirakan akan tumbuh karena merupakan kekuatan utama di balik budaya belanja 

online. Ada empat puluh responden dalam sampel penelitian. Purposive sampling 

merupakan metode yang digunakan untuk pengambilan sampel dalam penelitian ini. 

Kesimpulan penelitian antara lain kepuasan pelanggan berpengaruh signifikan 

terhadap ketepatan waktu pengiriman, kepuasan pelanggan berpengaruh signifikan 

terhadap ketepatan waktu pengiriman terhadap loyalitas pelanggan, dan kepuasan 

pelanggan memediasi hubungan ketepatan waktu pengiriman dengan loyalitas 

pelanggan. Kesenangan pelanggan tidak berfungsi sebagai mediator antara kualitas 

layanan dan loyalitas pelanggan, dan kualitas layanan atau pengiriman tepat waktu juga 

tidak mempengaruhi loyalitas pelanggan secara signifikan. 

Kata kunci: kualitas pelayanan, ketepatan waktu pengiriman, kepuasan pelanggan, 

loyalitas pelanggan 
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THE INFLUENCE OF SERVICE QUALITY AND ON TIME DELIVERY ON 

CUSTOMER LOYALTY WITH CUSTOMER SATISFACTION AS AN 

INTERVENING VARIABLE AT J&T EXPRESS PTC SURABAYA 

Susi Susesti Adianti 

Adrianto Trimarjono 

ABSTRACT 

 

Online purchasing is expanding quickly in this age of quickly advancing digitalization. 

Customers need delivery services when sending items, and they want them to be quick, 

simple, safe, and comfortable. One of the areas that is crucial to the economy is fast 

(express) delivery services. The logistics sector is also one that is expected to grow, as 

it is a major force behind the culture of online shopping. There were forty responders 

in the study's sample. Purposive sampling is the method used for sampling in this study. 

The study's conclusions include that customer satisfaction significantly influences 

timeliness of delivery, customer satisfaction significantly influences timeliness of 

delivery on customer loyalty, and customer satisfaction mediates the relationship 

between timeliness of delivery and customer loyalty. Customer pleasure does not 

operate as a mediator between service quality and customer loyalty, and neither do 

service quality or timely delivery significantly affect customer loyalty. 

Keywords: service quality, on time delivery, customer satisfaction, customer loyalty 


