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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh layanan pelanggan,
pengiriman, dan pengembalian terhadap kepuasan pelanggan. Populasi dalam
penelitian ini adalah 125 responden J&T Express Cabang Kota Tangerang. Metode
penarikan sampel berdasarkan rumus non probability sampling. Metode
pengumpulan data menggunakan metode survei, dengan instrumen penelitian
adalah kuesioner. Metode analisis data menggunakan Partial Least Square. Hasil
penelitian ini menunjukkan bahwa layanan pelanggan berpengaruh positif dan
signifikan terhadap kepuasan pelanggan. Pengiriman berpengaruh positif dan
signifikan terhadap kepuasan pelanggan. Pengembalian positif dan tidak
berpengaruh signifikan terhadap kepuasan pelanggan.

Kata Kunci : Layanan Pelanggan, Pengiriman, Pengembalian, Kepuasan

Pelanggan.
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ABSTRACT

This study aims to analyze the effect of customer service, delivery, and
returns on customer satisfaction. The population in this study were 125 respondents
of J&T Express Tangerang City Branch. The sampling method is based on a non
probability sampling formula. The data collection method used survey method, with
the research instrument was a questionnaire. Data analysis method using Partial
Least Square. The results of this study indicate that customer service has a positive
and significant effect on customer satisfaction. Delivery has a positive and
significant effect on customer satisfaction. Returns are positive and have no
significant effect on customer satisfaction.

Keywords: Customer Service, Shipping, Returns, Satisfaction Customer.
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