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Analisis Pengaruh Order Accuracy, Order Condition, Timeliness,
Order Discrepancy Handling terhadap Customer Satisfaction dan

Customer Loyalty pada Pengguna Layanan SiCepat Ekspres

(Michael Henderson Dalima)

ABSTRAK

Pertumbuhan industri logistik di Indonesia mendorong perusahaan ekspedisi untuk
meningkatkan kualitas layanan agar mampu mempertahankan pelanggan di tengah
persaingan yang semakin ketat. SiCepat Ekspres menjadi salah satu penyedia
layanan logistik yang banyak digunakan masyarakat, namun berbagai fenomena
seperti keterlambatan pengiriman, kesalahan informasi pelacakan, dan keluhan
terhadap layanan aplikasi digital menunjukkan adanya tantangan pada kualitas
layanan. Penelitian ini bertujuan untuk menganalisis pengaruh Logistics Service
Quality (LSQ) terhadap Customer Satisfaction dan Customer Loyalty pada
pengguna layanan SiCepat Ekspres. Dimensi LSQ yang diuji meliputi order
accuracy, order condition, timeliness, dan order discrepancy handling. Penelitian
ini menggunakan pendekatan kuantitatif dengan metode survei terhadap 217
responden individu pengguna layanan SiCepat Ekspres. Pengolahan data dilakukan
menggunakan Partial Least Square — Structural Equation Modeling (PLS-SEM)
untuk menguji hubungan antarvariabel. Hasil penelitian menunjukkan bahwa
keempat dimensi LSQ berpengaruh positif dan signifikan terhadap Customer
Satisfaction, sedangkan Customer Satisfaction terbukti berpengaruh positif dan
signifikan terhadap Customer Loyalty. Selain itu, Customer Satisfaction terbukti
memediasi hubungan antara LSQ dan Customer Loyalty. Temuan ini menegaskan
bahwa peningkatan kualitas layanan logistik, baik dari aspek ketepatan waktu,
akurasi pesanan, kondisi barang, maupun penanganan ketidaksesuaian, berperan
penting dalam membangun kepuasan dan loyalitas pelanggan SiCepat Ekspres.

Kata kunci: Logistics Service Quality, Customer Satisfaction, Customer Loyalty,
SiCepat Ekspres
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Analysis of the Effects of Order Accuracy, Order Condition,
Timeliness, and Order Discrepancy Handling on Customer
Satisfaction and Customer Loyalty among SiCepat Ekspres Service

Users.

(Michael Henderson Dalima)

ABSTRACT

The growth of the logistics industry in Indonesia has encouraged shipping service
providers to continuously improve service quality in order to remain competitive.
SiCepat Ekspres is one of the most widely used logistics services; however, issues
such as delivery delays, inaccurate tracking information, and complaints related to
the digital application indicate challenges in maintaining service quality. This study
aims to analyze the effect of Logistics Service Quality (LSQ) on Customer
Satisfaction and Customer Loyalty among SiCepat Ekspres users. The LSQ
dimensions examined in this research include order accuracy, order condition,
timeliness, and order discrepancy handling. A quantitative approach was employed
using a survey method involving 217 individual users of SiCepat Ekspres. The data
were analyzed using Partial Least Square — Structural Equation Modeling (PLS-
SEM) to examine the relationships among variables. The results show that all LSQ
dimensions have a positive and significant effect on Customer Satisfaction, and
Customer Satisfaction has a positive and significant effect on Customer Loyalty.
Furthermore, Customer Satisfaction is proven to mediate the relationship between
LSQ and Customer Loyalty. These findings indicate that improving logistics service
quality particularly in terms of delivery timeliness, order accuracy, package
condition, and discrepancy handling, plays a crucial role in enhancing customer
satisfaction and fostering customer loyalty toward SiCepat Ekspres.

Keywords: Logistics Service Quality, Customer Satisfaction, Customer Loyalty,
SiCepat Ekspres
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