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Abstrak  

 

 

 

Penelitian ini berjudul Studi Deskriptif Mengenai Kepuasan Konsumen Terhadap 

Kualitas Layanan Jasa Pengiriman Paket PT Pos Indonesia (Persero) Kantor Pos Karawang 

41300 dan bertujuan untuk memperoleh gambaran kepuasan konsumen terhadap kualitas 

layanan jasa pengiriman paket PT Pos Indonesia (Persero) Kantor Pos Karawang 41300 

yang dilihat melalui lima dimensi kualitas layanan jasa. 

Subyek dalam penelitian ini adalah sekelompok 75 responden. Alat ukur yang 

digunakan dalam penelitian ini adalah alat ukur dibuat oleh peneliti yang dibuat berdasarkan 

lima dimensi kualitas layanan jasa, yakni reliability, responsiveness, assurance, empathy, dan 

tangibility berdasarkan teori Zeithaml (2006). Validitas alat ukur menggunakan construct 

validity yang diujicobakan kepada 75 responden, diperoleh masing-masing sebanyak 30 item 

dalam pengukuran Expected Services dan Perceived Services yang valid dengan skor (r) 

0,227, sedangkan analisis Item Dimensi Reliability dalam skoring total gap-nya berkisar di 

antara 8-32. 

Hasil distribusi frekuensi tingkat kepuasan secara umum menunjukkan bahwa 

kosumen sebanyak 68% merasa tidak puas, 14,7% puas, dan 17,3% sangat puas.  Dapat 

disimpulkan bahwa kualitas layanan jasa secara keseluruhan yang diperoleh melalui lima 

dimensi kualitas layanan jasa, yakni Reliability, Responsiveness, Assurance, Empathy, dan 

Tangibility, diketahui bahwa mayoritas konsumen merasa tidak puas pada kelima dimensi 

kualitas layanan jasa tersebut. 

Berdasarkan hasil penelitian, saran yang diberikan bagi penelitian selanjutnya 

adalah meneliti kepuasan konsumen membuat item lebih bervariasi pada tiap-tiap dimensi 

dan faktor yang memengaruhi dan meneliti korelasi dengan atribut-atribut atau variabel-

variabel lain yang berkaitan dengan kepuasan konsumen seperti brand image. 

Kata Kunci: Kepuasan Konsumen, Kualitas Layanan Jasa 
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Abstract 

 

 

 

This study entitled Descriptive Study of Consumer Satisfaction on Quality of Service 

Delivery Package PT Pos Indonesia (Persero) Post Office Karawang 41300 and aims to 

obtain a picture of customer satisfaction on the quality of mail service delivery services PT 

Pos Indonesia (Persero) Post Office Karawang 41300 viewed through five-dimensional of 

service quality. 

Subjects in this study were a group of 75 respondents. The measuring tool used in this 

study is a measurement tool created by the authors based on the five dimensions of service 

quality, i.e: reliability, responsiveness, assurance, empathy, and tangibility based on 

Zeithaml's theory (2006). The validity of the measuring instrument using construct validity 

tested to 75 respondents, obtained each of 30 items in valid Expected Services and Perceived 

Services measurements with a score of (r) 0.227, while the Item Dimension Reliability 

analysis in total gap scores ranged between 8 -32. 

The result of the frequency distribution of satisfaction level generally shows that the 

cosumenes are 68% dissatisfied, 14,7% satisfied, and 17,3% very satisfied. It can be 

concluded that the overall service quality obtained through the five dimensions of service 

quality, i.e: Reliability, Responsiveness, Assurance, Empathy, and Tangibility, it is known that 

the majority of consumers are not satisfied with the five dimensions of service quality. 

Based on the results of research, suggestions given for further research is to examine 

customer satisfaction make items more varied on each dimension and factors that influence 

and examine the correlation with the attributes or other variables related to customer 

satisfaction such as brand image.     
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