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ABSTRAK

Daya saing bisnis kelogistikan di era modern ini semakin gencar dengan
hadimya teknologi. Yang menjadi pembanding performansi suatu bisnis adalah
tingkat dan kualitas Jayanan yang diberikan. Perusahaan yang menghasilkan produk
dan/atau jasa dituntut untuk selalu memberikan pelayanan terbaiknya sehingga
konsumen merasakan kepuasan yang akan mempengaruhi dari kesuksesan bisnis.
Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh dimensi kualitas
pelayanan SERVQUAL yang mencakup faktor tangible, reliability, responsiveness,
assurance, dan emphaty terhadap kepuasan konsumen pada PT Pos Indonesia Kota
Semarang. Penelitian ini dilakukan dengan metode penelitian kuantitatif melalui
penyebaran kuisioner skala Likert menggunakan teknik accidenial sampling.
Populasi yang digunakan adalah konsumen PT Pos Indonesia KCU Semarang
dengan sampel sejumlah 100 responden yang melakukan pengisian kuisioner
melalui penyebaran manual melalui kertas yang disebarkan kepada responden.
Metode analisis data yang digunakan adalah regresi linear sederhana dengan
menggunakan SPSS 26.0. Hasil dari penelitian menunjukkan bahwa kualitas
layanan melalni dimensi SERVQUAL itangible, reliability, responsiveness,
assurance, dan emphaty berpengaruh secara positif dan signifikan secara parsial
dan berpengaruh secara simultan terhadap kepuasan konsumen. Adapun hasil yang
dinilai paling baik melalui analisis statistik deskriptif adalah indikator reliability.
Dengan begitu, peneliti menyarankan sebuah output terapan berupa infografis
sebagai bentuk service level guanrantee yang ditawarkan oleh perusahaan.

Kata Kunci: Assurance, Emphaty, Kepuasan Konsumen, Reliubility,
Responsiveness, SERVQUAL, Tangible.



ABSTRACT

Logistics business competitiveness has been growing intensely in the
current modern era due to the presence of technology. Furthermore, the level and
quality of service (of the said business) acts as a comparative tool to measure a
business' performance. Additionally, businesses producing goods and/or service
are required to provide the best service in order to fulfil customers’ satisfaction
which would affect the business’ prosperity. This research is aimed to assess and
analyse the influence of quality dimension in SERVQUAL service which encompass
tangibility, reliability, responsiveness, assurance, and empathy factors on
cusfomers’ satisfaction in PT Pos Indonesia in Semarang. This research is being
conducted using quantitative research method through distributing Likert scale
questionnaires, utilising the technique of accidental sampling. The population of
this research is the consumer of PT Pos Indonesia KCU Semarang with a sample
consisted of 100 respondents who completed the questionnaire, which were
distributed by filling a questionnaire paper manually. Additionally, the data
analysis method being used is multiple linear regression utilising SPSS 26.0. The
results of the study indicate that service quality through the SERVQUAL dimensions
of tangibles, reliability, responsiveness, assurance, and empathy have a positive
and significant effect on customer satisfaction partially and having a impact to
customer’s satisfaction simultaneously. The most dominant result shows a positive
and significant effect on customer satisfaction is using the dimension of
responsiveness. Therefore, the researcher suggests an applied oulput in the form of
an infographic as a service level guarantee offered by the company.

Keywords: Assurance, Consumers’ Satisfaction, Empathy, Reliability,
Responsiveness, SERVQUAL, Tangible.
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