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ABSTRAK

Agnes Lani, Fakultas Ekonomi, Program Studi Manajemen. Program
Sarjana. Pengaruh Fasilitas Tracking System dan Ketepatan Waktu
Pengiriman Terhadap Kepuasan Pelanggan Jasa Pengiriman PT JNE Ende
(Studi pada pelanggan Kota Ende)

Pembimbing I: Maria Helana C Dua Mea 2 : Santy Permata Sari

Penelitian ini bertujuan untuk mengetahui (1) Apakah ada pengaruh fasilitas
tracking system terhadap kepuasan pelanggan jasa pengiriman PT JNE Ende.
(2)Apakah ada pengaruh ketepatan waktu pengiriman terhadap kepuasan
pelanggan jasa pengiriman PT JNE Ende. Penelitian ini termasuk penelitian
kausalitas dengan menggunakan pendekatan kuantitatif. Sampel dalam penelitian
ini adalah 96 orang responden. Data dikumpulkan dengan kuesioner yang telah
diuji validitas dan reliabilitasnya. Regresi linier berganda digunakan untuk uji
hipotesis penelitian ini. Hasil penelitian ini menunjukkan bahwa, (1) Ada
pengaruh signifikan fasilitas tracking system terhadap kepuasan pelanggan
dengan nilai beta (B) sebesar 0,510 (2) Ada pengaruh signifikan ketepatan waktu
pengiriman terhadap kepuasan pelanggan dengan nilai beta () sebesar 0,444.

Kata Kunci: Tracking System, Ketepatan Waktu Pengiriman, Kepuasan
Pelanggan.



ABSTRACT

Agnes Lani, Faculty of Economics, Undergraduate Program. The Effect of
Tracking System Facilities and Timeliness of Delivery on Customer
Satisfaction of PT JNE Ende Delivery Services (Study on Ende City
Customers)

Supervisor I: Maria Helana C Dua Study Guide 2: Santy Permata Sari

This study aims to find out (1) Is there an effect of tracking system facilities on
customer satisfaction of PT JNE Ende delivery services? (2) Is there an effect of
timeliness of delivery on customer satisfaction of PT JNE Ende delivery services.
This study is a causality study and is close to a qualitative study. The sample in
this study was 96 respondents. Data were collected using three questionnaires that
had been tested for validity and reliability. Multiple linear regression was used to
test the hypothesis of this study. The results of this study indicate that, (1) There is
a significant effect of tracking system facilities on customer satisfaction with a
beta value (B) of 0.510 (2) There is a significant effect of on-time delivery on
customer satisfaction with a beta value (B) of 0.444.

Keywords: Tracking System, On-Time Delivery, Customer Satisfaction.
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