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ABSTRAK

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh positif
dan signifikan Kualitas Pelayanan dan Kepercayaan secara parsial terhadap
Kepuasan Pelanggan Jasa Pengiriman SiCepat Express di Kota Malang. Sebanyak
115 Responden Pelanggan Jasa Ekspedisi SiCepat Express di Kota Malang menjadi
sampel yang menggunakan teknik sampling purposive sampling. Penelitian
menggunakan data primer yaitu kuesioner melalui google form. Teknik analisis data
yag diterapkan ialah analisis regresi linier berganda yang dibantu dengan program
SPSS 25. Hasil penelitian menunjukkan bahwa Kualitas Pelayanan berpengaruh
signifikan terhadap Kepuasan Pelanggan, Kepercayaan berpengaruh dsignifikan
terhadap Kepuasan Pelanggan, dan Kualitas Layanan adalah variabel dominan yang
memberikan pengaruh terhadap kepuasan pelanggan.
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THE INFLUENCE OF SERVICE QUALITY AND TRUST ON CUSTOMER
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ABSTRACT

This study aims to determine and analyze the positive and significant influence
of Service Quality and Trust partially on Customer Satisfaction of SiCepat Express
Expedition Services in Malang City. A total of 115 Respondents of SiCepat Express
Expedition Service Customers in Malang City were selected as respondenst using
purposive sampling technique. This study utilitizes primary data collected through
questionnaires distributed via Google Form. The data analysis technique applied
is multiple linear regression analysis assisted by the SPSS 25 program. The results
of the study indicate that Service Quality has a significant effect on Customer
Satisfaction and Trust has a significant effect on Customer Satisfaction. the service
quality is the dominant variable that affects customers satisfaction.

Keywords: Service Quality, Trust, Timeliness, and Customer Satisfaction
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