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ABSTRAKSI

Tujuan dalam penelitian ini adalah untuk menganalisis pengaruh logistic
service quality, ketepatan waktu, online customer review, dan viral marketing
terhadap kepuasan pelanggan J&T Express Jekulo Kudus.pendekatan yang
digunakan dalam penelitian ini adalah pendekatan kuantitatif. Sampel pada
penelitian ini yaitu 125 pelanggan J&T Express Jekulo Kudus. Dengan
menggunakan teknik non-probability sampling dan teknik purposive sampling.
Alat analisis pada penelitian ini menggunakan SPSS versi 26. Hasil penelitian
menunjukkan bahwa logistic service quality berpengaruh positif dan signifikan
terhadap kepuasan pelanggan. Ketepatan waktu berpengaruh negatif tetapi tidak
signifikan terhadap kepuasan pelanggan. Online customer review berpengaruh
negatif tetapi tidak signifikan terhadap kepuasan pelanggan. Viral marketing
berpengaruh positif dan signifikan terhadap kepuasan pelanggan. Logistic service
quality, ketepatan waktu, online customer review, dan viral marketing berpengaruh
positif terhadap kepuasan pelanggan secara simultan.

Kata kunci: logistics service quality, ketepatan waktu, online customer review,
viral marketing, kepuasan pelanggan.
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ABSTRACT

The aim of this research is to analyze the effect of logistic service quality,
timeliness, online customer review, and viral marketing on customer satisfaction of
J&T Express Jekulo Kudus. The approach used in this research is a quantitative
approach. The sample in this research was 125 respodents. By using non-
probability sampling techniques with a purposive sampling method. The analytical
tool in this research uses SPSS version 26. The results of this recearch show that
logistic service quality had a positive and significant effect on customer
satisfaction. Timeliness had a negative but not significant effect on customer
satisfaction. Online customer review had a negative but not significant effect on
customer satisfaction. Viral marketing had a positive and significant effect on
customer satisfaction. Logistic service quality, timeliness, online customer review,
and viral marketing had a positive effect on customer satisfaction simultaneously.

Keywords: logistics service quality, timeliness, online customer review, viral
marketing, customer satisfaction.
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