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RINGKASAN

Rizky Achmad Prasetyo. 201710215264. Analisis Kepuasan Pelanggan
Terhadap Kualitas Jasa Logistik PT. Blibli Express Service Cikarang (BES
CIKARANG) Menggunakan Metode Service Quality (SERVQUAL) Dan
Importance Performance Analiysis (IPA).

PT. Blibli Express Service adalah sebuah perusahaan penyedia jasa layanan
logistik pengiriman belanja online shop terutama di Blibli.com. layanan pengiriman
BES mengalami penurunan karena banyaknya komplain dari pelanggan. Penelitian
yang dilakukan ini sebagai upaya untuk meningkatkan kualitas pelayanan logistik
di BES menggunakan metode Servqual dan Importance Performance Analysis
(IPA). Dari hasil penelitian diperoleh 14 Atribut, yang dikelompokan dalam 5
dimensi atribut kualitas, yakni : Kehadalan (Realibility) 3 atribut, Jaminan (4
atribut) Bukti Langsung (3 atribut), Empati (2 atribut), Daya Tanggap (2 atribut).
Berdasarkan metode Importance Performance Analiysis Matrix ( IPA), fokus
perbaikan ada di dalam kuadran 1 yaitu atribut no 3,2,4 dan 11. Dari ini, maka hal-
hal yang perlu dilakukan PT BES adalah penyempurnaan proses pengiriman,
penyempurnaan standar oprasional dalam menangani komplain/claim customer,
penambahan fasilitas untuk pengiriman barang, dan Penambahan moda transportasi
perusahaan.

Kata Kunci :Logistik,Kepuasan Pelanggan, Servqual, Importance Performance
Analysis (IPA),
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SUMMARY

Rizky Ahmad Prasetyo. 201710215264. Analysis of Customer Satisfaction
with the Quality of Logistics Services of PT Blibli Express Service Cikarang (BES
CIKARANG) Using the Service Quality Method (SERVQUAL) and Importance
Performance Analysis (IPA).

Blibli Express Service is a company providing logistics services for online
shop shopping delivery, especially at Blibli.com. BES delivery services have
experienced a decline due to many complaints from customers. This research was
carried out as an effort to improve the quality of logistics services at BES using the
Servqual and Importance Performance Analysis (IPA) methods. From the research
results, 14 attributes were obtained, which were grouped into 5 dimensions of
quality attributes, namely: Consistency (Reality) 3 attributes, Guarantee (4
attributes) Direct Evidence (3 attributes), Empathy (2 attributes), Responsiveness
(2 attributes). Based on the Importance Performance Analysis Matrix (IPA)
method, the focus of improvement is in quadrant 1, namely attributes no. 3, 2, 4 and
11. From here, the things PT BES needs to do are improving the delivery process,
improving operational standards in handling customer complaints/claims,
additional facilities for shipping goods, and additional company transportation
modes.

Keyword :logistics, Customer Satisfaction , Servqual, Importance Performance
Analysis (IPA)
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