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ABSTRAK 

 

Tujuan penelitian ini adalah untuk menguji pengaruh Kualitas Pelayanan terhadap 
Kepuasan Pelanggan J&T Express Cabang Driyorejo. Variabel bebas dalam 
penelitian ini terdiri dari dimensi variabel Bukti Langsung/Fisik (Tangible), 
Kehandalan (Reability), Daya tangap (Responsivenes), Jaminan (Assurance)dan 
Empati (Emphaty). Sedangkan variabel terikat adalah variabel Kepuasan 
Pelanggan (Y). Dalam penelitian ini, penentuan sampel dilakukan dengan 
prosedur purposive sampling. Sampel yang digunakan sebanyak 96 orang. 
Sebelum dilakukan uji hipotesis dilakukan uji validits, reliabilitas serta uji asumsi 
klasik sebagai syarat regresi. Hasilnya adalah semua variabel valid dan reliabel 
serta memenuhi kriteria asumsi klasik. Hasil hipotesis menunjukan bahwa uji F 
sebagai uji kelayakan model menunjukkan masing-masing variabel layak diuji 
secara regresi linier berganda dengan signifikansi kurang dari nila standard  
(0,05). Uji Hiptesis parsial menjunjukkan Kehandalan (Reability), Daya tangap 
(Responsivenes), Jaminan (Assurance)dan Empati (Emphaty) berpengaruh 
signifikan terhadap Kepuasan pelanggan. Sedangkan variabel Bukti 
Langsung/Fisik (Tangible) tidak berpengaruh terhadap Kepuasan pelanggan, 
Diantara media sosial dan word of mouth (WOM) Adapun berpengaruh dominan 
terhadap keputusan pembelian adalah Empati (Emphaty). 
 
 
Kata Kunci :Kualitas pelayanan, Bukti Langsung/Fisik, Kehandalan, Daya 
tangap, Jaminan, Empati, kepuasan pelanggan 
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ABSTRACT 

 

The purpose of this study was to examine the motivation of Service Quality on 
Customer Satisfaction of Driftorejo's J&T Express Branch. The independent 
variables in this study consisted of variable variables Direct / Physical 
(Tangible), Reliability (Reability), Responsiveness (Responsivenes), Assurance 
(Assurance) and Empathy (Emphaty). While the independent variable is the 
variable Customer Satisfaction (Y). In this study, sampling was carried out using 
a purposive sampling procedure. The sample used was 96 people. Before testing 
the hypothesis, a validity test, a reliability test and a classic assumption test are 
used as a regression condition. Accept all valid and reliable variables and meet 
the classic acceptance criteria. The results of the hypothesis indicate that the F 
test as a model feasibility test shows that each variable deserves multiple linear 

regression with a significance smaller than the standard value  (0.05). 

Hypothesis test partially shows reliability (reliability), responsiveness 
(Responsivenes), Guarantee (Guarantee) and Empathy (Emphaty) have a 
significant effect on customer satisfaction. While the variable Direct / Physical 
Evidence (tangible) does not conflict with customer satisfaction, Among social 
media and word of mouth (WOM) Being dominant against purchasing decisions is 
Empathy (Emphaty). 

 

Keywords: Service quality, Physical Direct Evidence, Reliability, Responsiveness, 
Assurance, Empathy, customer satisfaction 

 


