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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan dan harga 
terhadap kepuasan pelanggan pengguna jasa pengiriman barang PT. AeroJasa 
Cargo Jakarta. Variabel yang digunakan dalam penelitian ini adalah variabel 
eksogen adalah kualitas pelayanan (X1) dan harga (X2) sert variabel endogen 
adalah kepuasan pelanggan (Y). Jumlah responden penelitian ditetapkan sebanyak 
I 00 responden dengan menggunakan teknik pengambilan sampel yaitu pwposive 
sampling. Penelitian ini menggunakan analisis Structural Equation Modelling 
(SEM) dengan melakukan path diagram, uji normalitas data, modification indices, 
goodnes of fit , serta uji realibilitas dan validitas yang di dukung program AMOS 
18.0. Hasil penelitian menunjukkan bahwa memalui uji normalitas didapati nilai 
sebesar -1.616, nilai Chi Square sebesar 56.523 dengan nilai df 50, nilai p-value 
sebesar 0.244 sehingga didapatkanlah hasil hipotesis yang selurulmya 
memperoleh dukungan yaitu 1) kualitas pelayanan berpengaruh positif dan 
signifikan terhadap kepuasan pelanggan PT. AeroJasa Cargo dengan besaran 
regression weightnya adalah sebesar 0.018 atau 1.8%, nilai critical ratio (cr) 
sebesar 2.358, nilai direct effects sebesar 0.500, indirect effects sebesar 0.000 
2) harga berpengaruh positif dan signifikan terhadap kepuasan pelanggan PT. 
AeroJasa Cargo dengan besaran regression weightnya adalah sebesar 0.076 atau 
7.6%, nilai critical ratio (cr) sebesar 1.775, nilai direct effects sebesar 1.058, 
indirect effects sebesar 0.000 

Kata kunci : kualitas pelayanan, harga, kepuasan pelanggan 
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ABSTRACT 

This research aims to determine the effect of service quality and price towards 
customer satisfaction PI AeroJasa Cargo Jakarta. The variables used in this 
research is the exogenous variable is the quality of service (Xi) and price (X2) 
and the endogenous variable is customer satisfaction (}}. The number of survey 
respondents with a set of 100 responde11ts using a sampling technique that 
purposive sampling. This study uses analysis of Structural Equation Modeling 
(SEM) by taking the path diagram, the normality test of data, modification 
indices, goodnes of fit, as well as the reliability and validity test supported AMOS 
18.0. The results showed that through the normality test found a vafue of -1.616, 
Chi Square value of 56.523 with number of df 50, the probability value of 0.244. 
The results support the hypothesis that all of that is 1) a positive effect of service 
quality and customer satisfaction significantly with PT AeroJasa Cargo with 
regression weight magnitude is equal to 0.018 or 1.8%, the value of the critical 
ratio (Cl) of 2.358, the value of direct effects 0.500, indirect effects of 0.000 
2) prices and a significant posifjve effect towards customer satisfaction 
PT. AeroJasa Cargo with regression weight magnitude is equal to 0.076, or 7.6%, 
the value of the critical ratio (c1) of 1. 775, the value of direct effects 1.058, 
indirect effects of 0. 000. 

Keywords: service quality, price, customer satisfaction 
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