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Abstrak 

 

Penelitian ini dilakukan untuk mengetahui kepuasan konsumen terhadap pelayanan 

jasa pengiriman barang PT. “X” agen Margahayu kota Bandung. Penarikan sampel ini 

menggunakan metode accidental sampling selama 2 minggu (kecuali hari Minggu), dari 

pukul 08.00-16.00 dan memperoleh sampel sebanyak 96 konsumen. 

Metode yang digunakan dalam penelitian ini adalah metode deskriptif. Alat ukur yang 

digunakan adalah kuesioner berupa data utama mengenai lima dimensi kepuasan konsumen, 

yaitu tangibles, reliability, responsiveness, asssurance, dan emphaty, serta data penunjang 

mengenai faktor – faktor yang memengaruhi kepuasan konsumen.  

Berdasarkan hasil pengolahan data, diperoleh bahwa sebanyak 18,7% konsumen 

sangat puas terhadap pelayanan jasa pengiriman barang PT. “X” agen Margahayu kota 

Bandung, 4,2% puas terhadap pelayanan jasa pengiriman barang PT. “X” agen Margahayu 

kota Bandung, dan 77,1% tidak puas terhadap pelayanan jasa pengiriman barang PT. “X” 

agen Margahayu kota Bandung. 

Kesimpulan dari hasil penelitian ini adalah mayoritas konsumen yang menjadi 

responden penelitian merasa tidak puas terhadap pelayanan jasa pengiriman barang PT. 

“X” agen Margahayu kota Bandung secara keseluruhan. Pada dimensi kualitas layanan jasa, 

berikut adalah urutan ketidakpuasan dari yang paling terbesar hingga terkecil : 

responsiveness, assurance, emphaty, reliability, tangibles. 

Untuk penelitian selanjutnya, peneliti mengajukan saran bagi peneliti lain yang 

memiliki minat untuk meneliti kepuasan konsumen, untuk meneliti korelasi antara faktor-

faktor yang mempengaruhi kepuasan konsumen dengan kepuasan konsumen terhadap 

kualitas layanan jasa secara keseluruhan, dan disarankan pula agar memperbaiki alat ukur 

sesuai dengan kondisi sampel dan mengubah bahasa yang lebih mudah dipahami. 

Disarankan bagi pihak manajemen agen untuk mengevaluasi dan meningkatkan kualitas 

pelayanan terhadap dimensi yang ketidak puasannya paling menonjol. Disarankan pula 

untuk menyimpan kotak saran di ruang tunggu.  
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Abstract 

 

The purpose of this research is to identify the customer satisfaction with service 

delivery PT. “X” agent Margahayu in Bandung. This research is using accidental sampling 

method for 2 weeks (except Sunday), from 8 am – 4 pm and obtained a sample of 96 

consumers. 

The method used in this research is the despriptive method with questionnaires as the 

main data form for the measuring instrument. The primary questionnaire is about the five 

dimension of customer satisfaction, which are tangibles, reliability, responsiveness, 

asssurance, and empathy, and supporting data on the factors that affect the customer 

satisfaction. 

Based on the results of data processing, found that as many as 18.7% of consumers 

are very satisfied with the service delivery PT. "X" agent Margahayu Bandung, 4.2% are 

satisfied with the service delivery PT. "X" agent Margahayu Bandung, and 77.1% are not 

satisfied with the service delivery PT. "X" agent Margahayu Bandung. 

From this research, it can be concluded that the majority consumers who become 

research respondents were dissatisfied with the service delivery PT. "X" agent Margahayu 

Bandung city as a whole. On the dimension of service quality, the following is the order of the 

dissatisfaction of the most largest to smallest: responsiveness, assurance, empathy, reliability, 

tangibles. 

For the improvement of the following research, the researchers propose suggestions 

for other researchers who have interest in investigating consumer satisfaction, to examine the 

correlation between the factors that affect customer satisfaction with customer satisfaction 

with the overall service quality, and it is recommended that fixing this measuring instrument 

in accordance with the conditions of the samples and change the language more easily 

understood. It is advisable for the management agents to evaluate and improve the quality of 

service to the dimensions of the discontent of the most prominent. It’s recommended to keep a 

suggestion box in the waiting room. 
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