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ABSTRAKSI 

Penelitian ini dilakukan untuk menganalisis pengaruh service quality dan 

timeliness of delivery terhadap customer loyalty dengan customer satisfaction 

sebagai variabel intervening pada pelanggan J&T Express di Pecangaan Jepara. 

Jenis penelitian ini adalah penelitian kuantitatif. Populasi dalam penelitian ini 

adalah pelanggan J&T Express di Pecangaan Jepara yang tidak diketahui 

jumlahnya secara pasti. Teknik pengumpulan data menggunakan kuesioner 

dengan jumlah sampel 105 responden. Teknik pengambilan sampel adalah 

purposive sampling. Analisis data yang digunakan Structural Equation Model 

(SEM) yang dioperasikan melalui program AMOS 24. 

Hasil penelitian ini menunjukkan bahwa service quality berpengaruh positif 

dan signifikan terhadap customer satisfaction, timeliness of delivery berpengaruh 

positif dan signifikan terhadap customer satisfaction, service quality berpengaruh 

positif dan signifikan terhadap customer loyalty, timeliness of delivery 

berpengaruh positif dan signifikan terhadap customer loyalty, customer 

satisfaction berpengaruh positif dan signifikan terhadap costomer loyalty. 

 

Kata Kunci : service quality, timeliness of delivery, customer satisfaction, 

customer loyalty. 
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ABSTRACT 

This research was conducted to analyze the influence of service quality and 

timeliness of delivery on customer loyalty with customer satisfaction as an 

intervening variable for J&T Express customers in Pecangaan Jepara. This type 

of research is quantitative research. The population in this research is J&T 

Express customers in Pecangaan Jepara whose exact number is not known. The 

data collection technique uses a questionnaire with a sample size of 105 

respondents. The sampling technique is purposive sampling. Data analysis used 

Structural Equation Model (SEM) which was operated through the AMOS 24 

program. 

The results of this study indicate that service quality has a positive and 

significant effect on customer satisfaction, timeliness of delivery has a positive 

and significant effect on customer satisfaction, service quality has a positive and 

significant effect on customer loyalty, timeliness of delivery has a positive and 

significant effect on customer loyalty, customer satisfaction has a positive and 

significant effect on customer loyalty. 

 

Keyword : service quality, timeliness of delivery, customer satisfaction, customer 

loyalty 
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