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ABSTRAK 

 

Penelitian ini bertujuan untuk pengaruh dimensi kualitas pelayanan 

terhadap kepuasan konsumen. Studi dilakukan pada konsumen pengguna jasa PT. 

JNE. Sampel yang terambil dalam studi tersebut sebanyak 100 responden yang 

menjadi konsumen PT. JNE tersebut. Metode analisis yang dipergunakan adalah 

analisis regresi linier berganda. Berdasarkan hasil analisis yang ditemukan maka 

dapat dijelaskan bahwa dimensi kualitas pelayanan (tangibles, reliability, 

responsiveness, assurance, dan emphaty) memiliki pengaruh yang positif dan 

signifikan terhadap kepuasan konsumen. 

  

Kata kunci: Tangibles, Reliability, Responsiveness, Assurance, Emphaty, 

Kepuasan Konsumen 
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ABSTRACT 

 This study aims to influence the dimensions of service quality on 

customer satisfaction. The study is carried out on consumers of service users of 

PT. JNE. Samples taken in the study were 100 respondents who became 

consumers of PT. The JNE. The analytical method used is multiple linear 

regression analysis. Based on the results of the analysis found it can be explained 

that the dimensions of service quality (tangibles, reliability, responsiveness, 

assurance, and empathy) have a positive and significant influence on customer 

satisfaction. 

 

Keywords: Tangibles, Reliability, Responsiveness, Assurance, Emphaty, 

Consumer Satisfaction 

 

 

 

        

  

 


