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Abstrak 

Penelitian ini dilakukan untuk mengetahui dan menganalisis pengaruh harga dan 

kualitas layanan terhadap kepuasan pelanggan pada jasa ekspedisi JNE Cabang 

Kota Batu. Penelitian ini menggunakan metode kuantitatif dengan pengumpulan 

data melalui kuesioner kepada pelanggan yang telah menggunakan layanan JNE. 

Teknik analisis data yang digunakan meliputi uji validitas, uji reliabilitas, uji 

normalitas, uji heteroskedastisitas, uji multikolinearitas, analisis regresi linier 

berganda, serta uji t. Hasil penelitian menunjukkan bahwa harga terhadap kepuasan 

pelanggan memiliki penilaian wajar oleh konsumen dan kualitas layanan dinilai 

kurang baik oleh konsumen. Kualitas layanan memperoleh hasil tanggapan dari 

konsumen yang kurang baik. Sedangkan pada kepuasan pelanggan memperoleh 

hasil tanggapan dari konsumen yang kurang puas. Harga berpengaruh positif dan 

signifikan terhadap kepuasan pelanggan. Sementara itu, kualitas layanan tidak 

berpengaruh signifikan 
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Abstract 

This study was conducted to examine and analyze the effect of price and service 

quality on customer satisfaction at JNE Expedition Services, Batu City Branch. The 

research employed a quantitative approach, with data collected through 

questionnaires distributed to customers who had used JNE’s services. The data 

analysis techniques included validity testing, reliability testing, normality testing, 

heteroscedasticity testing, multicollinearity testing, multiple linear regression 

analysis, and t-tests. The results indicate that the price variable was perceived as 

reasonable by customers, while service quality was evaluated as inadequate. 

Customer responses showed that service quality was considered unsatisfactory, and 

overall customer satisfaction was also rated as low. The findings further reveal that 

price has a positive and significant effect on customer satisfaction. In contrast, 

service quality does not have a significant effect on customer satisfaction. 

Therefore, it can be concluded that price is a more dominant factor influencing 

customer satisfaction than service quality at JNE Batu City Branch. 

 

Keywords— price, service quality, customer satisfaction 
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