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Pengaruh Customer Satisfaction dan Customer Trust terhadap Customer
Loyalty pada Layanan Jasa Jalur Nugraha Ekakurir di Surabaya

ABSTRAK

Bertambah banyaknya jumlah bisnis kurir di Indonesia membuat
persaingan usaha semakin ketat. Hal ini merupakan tantangan bagi
perusahaan kurir di Indonesia dalam menjaga keberlangsungannya. Dalam
mengatasi hal tersebut, para pengusaha berlomba-lomba menciptakan
inovasi dan meningkatan pelayanan dalam mengembangkan bisnisnya, demi
meningkatkan loyalitas, kepercayaan dan kepuasan konsumen.

Penelitian ini ingin mengetahui dan menjelaskan pengaruh customer
satisfaction dan customer trust terhadap customer loyalty pada layanan jasa
Jalur Nugraha Ekakurir di Surabaya. Penelitian ini mengambil 240
responden dari konsumen JNE di Surabaya sebagai sampelnya. Teknik
analisis data yang digunakan adalah SEM (Structural Equation Modelling)
dan menggunakan program LISREL.

Hasil dari penelitian ini membuktikan adanya pengaruh positif
customer satisfaction dan customer trust secara signifikan terhadap
customer loyalty pada layanan jasa Jalur Nugraha Ekakurir Surabaya.

Kata kunci: Customer Satisfaction; Customer Trust; Customer Loyalty.
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The Effect of Customer Satisfaction and Customer Trust to Customer
loyalty in Service of Jalur Nugraha Ekakurir Surabaya

ABSTRACT

The increased number of courier business in Indonesia make the
competition tighter. This is a challenge for courier companies in Indonesia
to maintain continuity. TO overcome these issues, entrepreneurs trying to
create innovation and increase service in developing business, to gain
customer loyalty, customer trust and customer satisfaction.

This research aim is to understand and explain the influence of
customer satisfaction and customer trust to customer loyalty in service of
Jalur Nugraha Ekakurir Surabaya. The research sample are 240 JNE
customer as responden in Surabaya. Technique analysis the data used was
SEM (Structural Equation Modelling) and using LISREL program.

The finding is proven there is positive influence of customer
satisfaction and customer trust to customer loyalty significantly in service of
Jatur Nugraha Ekakurir Surabaya.

Keywords: Customer Satisfaction; Customer Trust; Customer Loyalty.
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