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PENGARUH KUALITAS LAYANAN DAN KEWAJARAN HARGA
TERHADAP KEPUASAN PELANGGAN DALAM MENGGUNAKAN
JASA LAYANAN JNE KOTA BATU

Adhiba Elista Faren

Program Studi Manajemen Fakultas Ekonomi dan Bisnis
Universitas Muhammadiyah Malang
JIn. Raya Tlogomas, No. 246 Malang
Email: Adhibaef(@gmail.com

ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan dan
kewajaran harga terhadap kepuasan pelanggan dalam menggunakan jasa
pengiriman JNE Cabang Kota Batu di tengah persaingan industri logistik yang
semakin ketat. Penelitian menggunakan pendekatan kuantitatif dengan jenis
explanatory research. Populasi penelitian adalah pelanggan JNE Cabang Kota Batu
yang menggunakan layanan pengiriman pada periode Maret hingga Juni 2025,
dengan jumlah sampel sebanyak 130 responden yang ditentukan melalui teknik
non-probability sampling menggunakan metode accidental sampling. Data
dikumpulkan melalui kuesioner berbasis skala likert dan dianalisis menggunakan
regresi linier berganda dengan bantuan SPSS wversi 25. Hasil penelitian
menunjukkan bahwa kualitas layanan berpengaruh positif dan signifikan terhadap
kepuasan pelanggan, yang mencerminkan pentingnya keandalan, daya tanggap,
jaminan, empati, dan bukti fisik layanan. Selain itu, kewajaran harga juga terbukti
berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Temuan ini
diharapkan dapat menjadi dasar pertimbangan bagi manajemen JNE Kota Batu
dalam meningkatkan kualitas layanan dan strategi penetapan harga.

Kata Kunci: Kualitas Layanan, Kewajaran Harga, Kepuasan Pelanggan, Jasa
Pengiriman, JNE.
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THE EFFECT OF SERVICE QUALITY AND PRICE FAIRNESS ON
CUSTOMER SATISFACTION IN USING JNE SERVICES IN BATU CITY

Adhiba Elista Faren

Program Studi Manajemen Fakultas Ekonomi dan Bisnis
Universitas Muhammadiyah Malang
JIn. Raya Tlogomas, No. 246 Malang
Email: Adhibaef(@gmail.com

ABSTRACT

Customer satisfaction is a crucial factor in determining the success of a delivery
service company amidst the increasingly competitive logistics industry. This study
aims to analyze the influence of service quality and price fairness on customer
satisfaction in using JNE's Batu City Branch delivery services. This study uses a
quantitative approach with explanatory research. The research population is JNE's
Batu City Branch customers who use delivery services from March to June 2025. A
sample size of 130 respondents was determined using a non-probability sampling
technique with an accidental sampling method. Data were collected through a
Likert scale-based questionnaire and analyzed using multiple linear regression
analysis with the help of SPSS version 25. The results of the study indicate that
service quality has a positive and significant effect on customer satisfaction. This
indicates that reliability, responsiveness, assurance, empathy, and physical
evidence of good service can increase the level of customer satisfaction. In addition,
price fairness also has-a positive and significant effect on customer satisfaction,
which indicates that affordable prices, in accordance with service quality, and
having competitiveness can increase customer satisfaction. Simultaneously, service
quality and price fairness have a significant effect on customer satisfaction at JNE
Batu City Branch. The findings of this study are expected to be a consideration for
management in improving service quality and pricing strategies

Keywords: Service Quality, Price Fairness, Customer Satisfaction, Delivery
Service, JNE.
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