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ABSTRAK

Pertumbuhan pesat transaksi e-commerce di Indonesia turut meningkatkan
volume pengiriman melalui SPX Standard, layanan logistik Shopee yang masih
menghadapi keluhan pelanggan terkait kualitas layanannya. Penelitian ini bertujuan
menganalisis pengaruh logistics service quality (LSQ) terhadap customer
satisfaction (CS) dan customer loyalty (CL) pengguna SPX Standard di Jakarta
Pusat, baik secara langsung maupun melalui CS sebagai variabel mediasi. Data
dikumpulkan dari 155 responden pengguna SPX Standard dan dianalisis
menggunakan SEM-PLS. Hasil penelitian menunjukkan bahwa LSQ berpengaruh
positif dan signifikan terhadap CS dan CL, serta CS berpengaruh positif dan
signifikan terhadap CL, dengan CS memediasi secara parsial hubungan LSQ dan
CL (VAF =41,43%). Temuan ini menegaskan bahwa peningkatan kualitas layanan
logistik menjadi strategi kunci bagi Shopee dan SPX Standard dalam mendorong
kepuasan sekaligus loyalitas pelanggan. Secara praktis, penelitian ini
merekomendasikan perusahaan memprioritaskan perbaikan ketepatan waktu
pengiriman dan akurasi informasi pelacakan sebagai langkah strategis untuk
mempertahankan pelanggan di tengah persaingan platform e-commerce yang
semakin ketat.

Kata kunci: Logistics Service Quality, Customer Satisfaction, Customer Loyalty,
SEM-PLS, SPX Standard
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ABSTRACT

The rapid growth of e-commerce transactions in Indonesia has increased
shipping volume through SPX Standard, Shopee's logistics service, which continues
to face customer complaints regarding service quality. This study analyzes the
effect of logistics service quality (LSQ) on customer satisfaction (CS) and customer
loyalty (CL) among SPX Standard users in Central Jakarta, both directly and
through CS as a mediating variable. Data were collected from 155 SPX Standard
users and analyzed using SEM-PLS. The results show that LSQ has a positive and
significant effect on CS and CL, and CS has a positive and significant effect on CL,
with CS partially mediating the relationship between LSQ and CL (VAF = 41.43%).
These findings confirm that improving logistics service quality is a key strategy for
Shopee and SPX Standard to drive both customer satisfaction and loyalty.
Practically, this study recommends that the company prioritize improvements in
delivery timeliness and tracking accuracy as strategic steps to retain customers
amid intensifying competition among e-commerce platforms.

Keywords: Logistics Service Quality, Customer Satisfaction, Customer Loyalty,
SEM-PLS, SPX Standard
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