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ABSTRACT

The decrease in J&T express users for 2017-2020 is a severe problem
because consumers choose to use other expeditions. This study aims to
determine the effect of service quality, delivery rates, and timeliness on
customer satisfaction J&T Express Students of the Faculty of Economics
and Business, PGRI University Semarang. In this study, students of the
Faculty of Economics and Business, PGRI University Semarang, in the
2017,2018,2019 classes, with 256 respondents. The process of collecting
data by distributing questionnaires through the Google Form for Students
of the Faculty of Economics and Business, Universitas PGRI Semarang,
in the 20172018,2019 class. This study uses Multiple Linear Tests with
IBM SPSS 22. The results of this study indicate a positive and significant
effect between service quality and shipping rates on customer satisfaction
J&T Express Students of the Faculty of Economics and Business, PGRI
University Semarang. Punctuality does not affect customer satisfaction
J&T Express Students of the Faculty of Economics and Business, PGRI
University Semarang. Quality of service, delivery rates, and timeliness
some variables must be considered, namely related to timeliness because
service quality and delivery rates affect customer satisfaction

@2022 Journal of Digital Marketing and Halal Industry

services, has rapidly increased. Business actors

Introduction

In the era

of digitalization, business

(Afandi, 2012) are challenged to make their
customers feel satisfied and happy. The
development of the E-commerce business has a

competition is very tight. The development of
business in the industrial sector, one of which
is engaged in goods delivery and logistics
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significant influence on freight forwarding and
logistics services. According to (Tjiptono F.
2014), one way to increase competitiveness is to
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provide quality services following consumers'
interests by understanding consumers' needs
and desires.

There are many considerations for setting the
rates for freight forwarding and logistics
services. There are two ways to determine
shipping rates, namely by looking at the
distance traveled by shipping a region and the
weight of the goods to be sent. The provision of
goods delivery and logistics services makes it
easier for E-commerce business players to send
their at their
destination. From one region to another to
throughout Indonesia. The
considerations for determining
satisfaction for goods delivery and logistics
services include service quality, delivery rates,
and timeliness. J&T Express is one of the
companies engaged in goods delivery and
logistics services that are here to facilitate the
delivery of goods and logistics to their
destination.

According to (Sakti & Mahfudz, 2018),
consumer satisfaction with service companies is
defined as
expectations for service follow the reality of the
services provided to consumers. If a service
company's service is far below consumer
expectations, consumers will be disappointed.
Conversely, consumers will be happy if the
services provided meet consumer expectations.
Consumer expectations can be known from
their own experiences when using the services
of a service company, other people's words, and
advertising information. Research conducted
(Hafizha, Abdurrahman, & Sri, 2019)
regarding the effect of service quality,
timeliness, delivery rates, and facilities on J&T
Express customer satisfaction concluded that
the effect of service quality on customer

merchandise to customers

remote areas

customer

a condition where consumer

satisfaction. The analysis showed that service
quality positively but not significantly impacts
customer satisfaction. This shows that the
better the service the company provides to its
customers, the better customer satisfaction with
its services. As the party who buys and
consumes the product/service, the customer
judges the level of service quality of a company.

The company receives many benefits by
achieving a high level of customer satisfaction,
namely in addition to increasing customer
loyalty but also preventing customer turnover
and reducing customer sensitivity to prices,
reducing marketing failure costs, reducing
operating costs caused by the increasing
number of customers, and increasing
Advertising and improving
business reputation (Rutoni, 2020).

effectiveness.

In addition to service quality, delivery rates and
timeliness cause customers to continue to
choose and use J&T Express expeditions as
goods delivery and logistics services. Shipping
rates, according to (Tjiptono F. 2014), in
general, it can be concluded that tariffs are the
only element of the marketing mix that
provides income or income for the company,
while the other three elements (product, place,
and promotion) cause costs/expenditures to
arise. Meanwhile, according to (Handoko &
Haryo, 2010), timeliness is the period the
customer orders the product until the product
arrives at the customer. Therefore, estimated
arrival time is usually a benchmark for
customers to determine whether the service is
good. Therefore, there are three dimensions of
timeliness of delivery: accuracy in the delivery
of goods, accuracy in setting prices, and
accuracy in setting time.
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Table 1.
J&T EXPRESS customer complaint data in general

Complain type

No Month Solutions
Delay Unclear Status Disappear
1. January 484 313 J&T Express helps check package
. February 233 237 status by following up on receipts
3. March 89 127 from customers.
Total 809 667 J&T Express recommends that

customers contact the call center.

Sumber data :https://twitter.com/jntexpressid/status/13473782929579745327s=21 (2021)

Based on the table above regarding data on
complaints from J&T Express
customers, it shows that January was the highest
complaint from customers, with 484 delays and
313 unclear statuses. The second-highest
number of complaints was in February, with
233 delays and 237 unclear statuses. The least
number of complaints in March was 89 delays,
127 uncertain statuses, and one missing
package. The table above is data on J&T
Express customer complaints from various
segments of users of freight forwarding and
logistics services, such as students, retailers,
employees, teachers, and all users of J&T
Express freight and logistics services.

various

Based on the table above regarding data on
complaints from J&T Express
customers, it shows that January was the highest

Table 2.

The best delivery service in Indonesia

various

complaint from customers, with 484 delays and
313 unclear statuses. The second-highest
number of complaints was in February, with
233 delays and 237 unclear statuses. The least
number of complaints in March was 89 delays,
127 uncertain statuses, and one missing
package. The table above is data on J&T
Express customer complaints from various
segments of users of freight forwarding and
logistics services, such as students, retailers,
employees, teachers, and all users of J&T
Express freight and logistics services. As a result,
freight forwarding and logistics service
company J&T Express is in the 3rd level
compared to other private goods delivery and
logistics services. The 3rd rank is quite good for
large companies engaged in shipping and
logistics services.

No  Expeditions 2017-2018 2019 2020
1 JNE EXPRESS 1 1 2
2. POS INDONESIA 4 3 1
3. J&T Express 2 2 3
4 TIKI 3 4 4
5 SiCepat 5 5 5

Sumber data : https:

kargo.tech/blog/jasa-pengiriman-barang-tercepat-di-indonesia/ (2021)
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Therefore, with the data above, this will cause
consumer dissatisfaction with the services
provided by J&T Express. If this problem is left
unchecked, it will result in considerable losses

for J&T Express.

This problem must be overcome because it will
impact the company, where the quality of
service that is not under customer expectations
will have an unfavorable influence on customer
satisfaction, ultimately impacting company
profits (Nurzaini, 2021). Regarding shipping
rates at this company, J&T Express is a freight

forwarding service that charges
lower/unaffordable rates/prices compared to
other shipping services (Hafizha,

Abdurrahman, & Sri, 2019). This problem
must be overcome because it will have a big
impact on the company, where the Iless
affordable freight result
customers choosing to choose another shipping
service. While the timeliness at this company
often experiences delays in the arrival of goods
exceeding the predetermined
Timeliness of delivery is very crucial,
considering the timeliness of delivery of goods
that have been ordered will be one of the

rates in fewer

estimate.

important factors in increasing customer
satisfaction (Aminah, Rafani, & Haryani,
2017).

Based on the description above, researchers are
interested in researching further the effect of
service quality, delivery rates, and timeliness on
J&T Express customer satisfaction (Study on
students of the Faculty of Economics and
Business, PGRI University Semarang). The
purpose of this study was to determine the
effect of service quality on customer satisfaction
of J&T Express students of the Faculty of
Economics and Business, Universitas PGRI
Semarang, and to determine the effect of

shipping rates on customer satisfaction of J&T
Express students of the Faculty of Economics
and Business, Universitas PGRI Semarang.

Literature Review

The Effect of Service Quality on Customer
Satisfaction

According to (Ratnasari & Aksa, 2011), quality
is the totality of the characteristics and
characteristics of a product or service in terms
of its ability to meet predetermined or latent
needs. In other words, the quality of a
product/service is as far as which the product
or service meets its specifications. While service
quality, according to (Tjiptono F.,2014) in
(Hafizha, Abdurrahman, & Sri, 2019) service
quality is focused on efforts to fulfill needs and
desires, as well as the accuracy of delivery to
balance customer expectations. Research
conducted (Sakti & Mahfudz, 2018) shows that
service quality positively and significantly
affects customer satisfaction. This shows that
the higher the service the company provides its
customers, the better customer satisfaction in
using J&T Express services. Then the following
hypothesis can be formulated:

H1: The influence of service quality positively affects
J&T Express customer satisfaction.

The Effect of Shipping Rates on Customer
Satisfaction

According to (Kotler & Keller, 2010), the
shipping rate (price) is the amount of money
customers have to pay to get the product. Price
is the amount of money spent for goods or
services or the value exchanged by customers
for benefits, ownership, or use of a product or
service.  Research  conducted  (Hafizha,

Abdurrahman, & Sri, 2019) says that shipping
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rates positively and significantly affect customer
satisfaction at J&T Express Sumbawa Besar
City Branch. This shows that the more
appropriate the shipping rates the company
provide to its customers, the better customer
satisfaction with J&T Express Sumbawa Besar
City Branch services. Then the following
hypothesis can be formulated:

H2: The Effect of Shipping Rates positively affects
J&T Express Customer Satisfaction.

The Effect of Timeliness

Satisfaction

According to (Handoko & Haryo, 2010),
timeliness is the period consumers order
products until the product arrives in the hands
of consumers. Therefore, timeliness of delivery
is very crucial, considering the accuracy of
delivery of products that have been ordered will
be one of the essential factors in improving
customer quality (Sakti & Mahfudz, 2018).
Furthermore, research conducted (Hafizha,
Abdurrahman, & Sri, 2019) said that on-time
delivery had a positive and significant effect on
customer satisfaction. This shows that the more

on Customer

punctual the company delivers to its customers,
the better customer satisfaction in using J&T
Express services. Then the following hypothesis
can be formulated:

H3: Punctuality has a positive effect on J&T Express

Customer Satisfaction.

The Method, data, and analysis

This type of research uses quantitative research.
Quantitative research can be interpreted as a
research method based on the philosophy of
positivism, used to specific
populations and samples, data collection using
research instruments, and quantitative data
analysis with the aim of testing predetermined

examine

hypotheses (Sugiyono, 2016).

The data used in this research is using primary
data. Primary data is a source of research data
obtained directly from the source (not through
intermediary media). Researchers specifically
collected primary data to answer research
questions (via questionnaires). Primary data can
be in the form of opinions of subjects (people)
individually or groups, results of observations
of an object (physical) events or activities, and

test results (Saban, 2017)

The population is a generalization area
consisting of objects or subjects with specific
qualities and characteristics determined by
researchers to be studied, and then conclusions
are drawn (Sugiyono, 2016). In this study, the
population used was management students in
2017-2019, totaling 712 management students
at PGRI Semarang University. Therefore, this
research only involves some PGRI Semarang
University management students who are
customers of the J&T Express delivery service.

According to (Sugiyono, 2016), the sample is
part of the
possessed by the population. Suppose the
population is large, and the researcher can't
study everything in the population due to
limited funds, human resources, and time. In
that case, the researcher can use samples taken
from that population. The sample in this study
was some of the management students of PGRI
Semarang University. The sampling technique
uses the technique According to (Echdar, 2017)
says that the sample is a representative of the
population whose characteristics will be
disclosed and used to estimate the
characteristics of the population. If the
researcher uses the sample as a data source,
then what will be obtained are the
characteristics of the sample (called statistics),

number and characteristics
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not the characteristics of the population, but
the characteristics of the sample must be used
to estimate the population.

Sampling in this study uses a probability
sampling design. It is a sampling technique that
provides equal opportunities for each member
of the population to be selected as a member of
the sample (Sugiyono, 2016), using a simple
random sampling technique because sample
members from the population are taken
randomly. Regardless of the level of the
population.

The research instrument used was informed
consent, namely when asking the respondent's
willingness to participate as a research subject
selfidentity questionnaire to determine the
characteristics sample (gender, age, latest
education, occupation). Then, the data is
processed using SPSS 20. Next, the validity test
is carried out to determine the data's validity.
After that, the reliability test was carried out as
data
instrument was good. The data analysis
technique in this research uses descriptive
analysis and multiple linear regression analysis.

a tool for collection because the

Result and Discussion

The sample of this study was addressed to active
Table 3.
Research Sampling

students of the Management Study Program at
PGRI Semarang University class 2017, 2018,
and 2019. This research was carried out by
direct data and  distributing
questionnaires. The questionnaire used was in
the form of statements using Google Forms.
The number of statements is 30 statement

collection

items consisting of 9 items from the service
quality variable, six items from the shipping
rate variable, six from the punctuality variable,
and nine from the customer
variable. The distribution of the questionnaire
was carried out from 26 October 2021 to 10
2021. This questionnaire was
distributed online and in stages considering the
COVID-19 pandemic, so the questionnaire
could not be distributed in person. But online.
The number of samples obtained was as many
as 256 respondents. Respondents in this study
were students of the Management Study
Program, Faculty of Economics and Business at
PGRI University Semarang. Below is a
description of the identity of the respondents
from the research sample based on the results
of processing a questionnaire consisting of the
Respondent's Name, Gender, Year of Force,
and age.

satisfaction

November

Respondent Frecuency Prosentase (%)
Totally Respondent 256 100%
Years
2017 119 46%
2018 76 30%
2019 61 24%
Total 256 100%

http://journal.walisongo.ac.id /index.php/JDMHI/index
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Gender
Male
Female
Total

85 33%
171 67%
256 100%

Based on the table above, it can be concluded
that all respondents from this research were
students who took the management study
program. The female gender dominates the
number of respondents. With a total of 171
respondents, and for the male sex, as many as

85 respondents. The number of respondents in
the 2017 batch was 119. The 2018 batch was 76
respondents. The number of respondents from
the 2019 batch is 61 respondents. Based on the
data obtained above, the number of female
genders is more.

Table 4.
Validity Test
Variable Item R R table Item  Significant Grade of Description
value Value Significant
Service Quality X1.1 0,201 X1.1 0,000 Valid
(X1) X1.2 0,537 X1.2 0,000 Valid
X1.3 0,506 X1.3 0,000 Valid
X1.4 0,704  0,1650 X1.4 0,000 0,05 Valid
XL.5 0,574 X1.5 0,000 Valid
X1.6 0,713 X1.6 0,000 Valid
X1.7 0,715 X1.7 0,000 Valid
X1.8 0,687 X1.8 0,000 Valid
X1.9 0,721 X1.9 0,000 Valid
Shipping Rates (X2) X2.1 0,573 X2.1 0,000 Valid
X2.2 0,671 X2.2 0,000 Valid
X2.3 0415 (1650 X2.3 0,000 0,05 Valid
X2.4 0,740 X2.4 0,000 Valid
X2.5 0,590 X2.5 0,000 Valid
X2.6 0,506 X2.6 0,000 Valid
On Time Delivery ~ X3.1 0,661 X3.1 0,000 Valid
(X3) X3.2 0,671 X3.2 0,000 Valid
0,1650
X3.3 0,415 X3.3 0,000 0,05 Valid
X3.4 0,740 X3.4 0,000 Valid
X3.5 0,590 X3.5 0,000 Valid
X3.6 0,475 X3.6 0,000 Valid
Consumer Y.1 0,674 Y.1 0,000 Valid
satisfaction (¥) Y.2 0,561 Y.2 0,000 Valid
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Y.3 0,505
Y.4 0,823 0,1650
Y.5 0,623
Y.6 0,686
Y.7 0,432
Y.8 0,649
Y9 0,389

Y3 0,000 Valid
Y.4 0,000 0,05 Valid
Y.5 0,000 Valid
Y.6 0,000 Valid
Y.7 0,000 Valid
Y.8 0,000 Valid
Y.9 0,000 Valid

Based on the table above, it states that
Recount> Rtable, which is more than 0.1650,
all statement items are declared valid.

Reliability Test

A reliability test is a measurement carried out
several times to measure the same object,

producing the same data. According to
(Sugiono, 2017), a reliable instrument is an
instrument that, when used several times to
measure the same object, will produce the same
data. The reliability test can be declared reliable
if Cronbach's Alpha value > 0.60.

Table 5
Reliability Test
Variable Cronbach Alpha Keterangan

Service Quality 0,748 Reliable
Shipping Rate 0,633 Reliable
On-Time Delivery 0,631 Reliable
Consumer Satisfaction 0,755 Reliable

The table of reliability test results above shows  Normality Test

that all variables are declared reliable because
Cronbach's Alpha value is > 0.60. The service
quality variable (X1) is 0.748, delivery rate (X2)
is 0.633, timeliness (X3) is 0.631, and customer
satisfaction (Y) is 0.755. Therefore, it can be
concluded that the quality of service, delivery
rates, timeliness, and customer satisfaction can

be reliable.

The normality test is used to determine
whether the number of samples that have been
collected has a normal distribution or not. This
test is carried out by looking at the results of the
significance values, namely, If less than 5% or
0.05, then HO is rejected and Ha is accepted,
which means that the sample distribution is not
normal or has no effect. On the other hand, if
more than 5% or 0.05, then HO is accepted and
Ha, which means the sample distribution is
normal.
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Table 6.
Normality Test One-Sample Kolmogorov-Smirnov Test

One-Sample Kolmogorov-Smirnov Test

Unstandardized
Residual
N 256
Normal Parameters® Mean .0000000
Sd. 3.50369568
Deviation
Most Extreme Absolute .043
Differences Positive .040
Negative -.043
Test Statistic .043
Asymp. Sig. (2-tailed) .200¢4
a. Test distribution is Normal.
b. Calculated from data.
c. Lilliefors Significance Correction.
d. This is a lower bound of the true significance.
Based on the table above, it is known that the
Asymp value, Sig 0.200> 0.05, can be stated
that the data is normally distributed.
Multicolinierity Test
Table 7.
Multikolinierity Test
Collinearity Statistics
Variable Tolerancety VIE Description
Service Quality 0,991 1,009  Not occur multicollinearity
Shipping Rate 0,970 1,030  Not occur multicollinearity
On-Time Delivery 0,973 1,028  Not occur multicollinearity

(Source: Primary data 2021)

The table above shows the results of the  wvariable has a VIF value < 10, tolerance > 0.10,
multicollinearity test of the tolerance value of  and shows no multicollinearity, which is a good
the service quality variable (X1) 0.991, shipping  regression model.

rates (X2) 0.970, and timeliness (X3) 0.973.

Heteroskedastisitas Test
Then it can be concluded that the independent

http://journal.walisongo.ac.id /index.php/JDMHI/index
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The heteroscedasticity test aims to test whether
or not the variance of the residuals or
observations is equal to other observations. If
the value is significant (Sig), > 0.05, the
conclusion is that there is no symptom of
heteroscedasticity in the regression model. On

Table 8.
Heterokedastisitas Test

the other hand, if the value is significant (Sig),
< 0.05, then the conclusion that
heteroscedasticity symptoms occur in the
regression model.

is

Coefficients
Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta T Sig.

1 (Constant) 4.418 1.280 3451 .001
Service Quality -054 .029 -114 -1.827  .069
Shipping Rate .052 .043 .076 1.204 230
On-Time Delivery -.055 .046 -076 -1.205  .229

Multiple Linear Analysis Test

A multiple linear analysis test determines the
linear effect between the independent variable

Table 9
Multiple Regression

(X) and the dependent variable (Y). The tool
used is SPSS version 22.0 software. Here are the
results of the linear analysis test.

Coefficients
Unstandardized Standardized Collinearity
Coefficients Coefficients Statistics
Std. )

Model B Error Beta t Sig. Tolerance VIF
1 (Constant) 17.053 1.990 8.568 .000

Service Quality 294 .045 377 6.563 .000 991  1.009

Shipping Rate 146 .073 116 2.004 .046 970  1.030

On-Time Delivery .102 .073 .081 1.405 161 973 1.028

a. Dependent Variable: Kepuasan Pelanggan

(Source: Primary data 2021)

Based on the table above, the following equation is obtained:

Y= a+b1X1+b2X2+b3X3
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=17,053 + 0,294 X, + 0,146 X, + 0,102 X;
T Test

This test is used to partially test the

independent variable's effect on the dependent
variable (Ghozali, 2018). If the count> ttable
value (1.650) or sig < 0.05, then there is an

influence between the independent variables
on the variable. If the t-count < ttable value
(1.650) or sig> 0.05, then there is no influence
between the independent variables on the
dependent variable.

Table 10.
T Test
Variabel T T Description
hitung tabel Significant Significant
Value Grade

Service Quality 6,563 1,650 0,000 0,05 Significant
Shipping Rate  2.004 1,650 0,046 0,05 Significant
On-Time 1.405 1,650 0,161 0,05 Not Significant
Delivery

(Source: Primary data 2021)

Uji F Test dependent variable (Y). If the value of sig < 0.05

The F test aims to determine whether or not
there is a simultaneous (together) effect given
by the independent variable (X) on the

or Fcount > Ftable, there is a simultaneous
effect of variable X on variable Y. If the value of
sig > 0.05 or F-count < F-table. Then there is no
simultaneous effect of variable X on variable Y.

Table 11.
F Test
ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regression 669.587 3 223.196 17.968 .000P
Residual 3130.350 252 12.422
Total 3799.938 255

a. Dependent Variable: Consumer satisfaction

b. Predictors: (Constant): Service Quality, Shipping Rate, On Time Delivery

(Source: Data Primary 2021)

Based on table 4.12 above, the F test (ANOVA)
results show that the value of F-count > F-table
and a significance value of 0.000 <0.05. So it
can be stated that the hypothesis of service
quality, delivery rates, and timeliness positively
affects customer satisfaction.

Determinasi Coeficient (R Square)

Based on table 4.12 above, the F test (ANOVA)
results show that the value of F-count > F-table
and a significance value of 0.000 <0.05. So it
can be stated that the hypothesis of service
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quality, delivery rates, and timeliness positively

Table 12.

Determination Test

affects customer satisfaction.

Model Summary
Adjusted R Std. Error of
Model R R Square Square the Estimate
1 .420° 176 .166 3.524

a. Predictors: (Constant), Service Quality, Shipping Rate, On Time Delivery
b. Dependent Variable: Consumer satisfaction

(Source: Primary data 2021)

Based on the results of table 4.13 above, the
coefficient of determination or R Square is
0.176, which means that the influence of
service quality variables, delivery rates, and
timeliness on customer satisfaction is 17.6%,
the remaining 82.4% is influenced by other
variables not examined in this study.

Discussion

The Effect of Service Quality on Customer
Satisfaction.

It is known that the results of the hypothesis
from the service quality variable indicate that
service quality has a significant effect on
customer satisfaction of J&T Express FEB
students, PGRI University Semarang. It can be
proven by calculating t-count > ttable. The
service quality variable shows t-count 6.563 > t-
table 1.650 and sig value. 0.000 < 0.05. So it
can be concluded that hypothesis H1 in this
study is acceptable, meaning that there is a
positive influence on customer satisfaction.
The better the quality of service provided, the
greater the customer satisfaction with the J&T
Express company. This study's results align with
research conducted by (Sakti & Mahfudz,
2018), stating that hypothesis 1 (H1) is

accepted. Service quality has a positive and

significant effect on customer satisfaction. So it
can be concluded that this study's hypothesis
(H1) is acceptable. Service quality According
to(Octavia, 2019), Service quality is the
comparison between the service expected by the
customer and the service received. J&T Express
is a company engaged in freight forwarding
services that provide good service for its
customers so that customers are reluctant to
choose other freight forwarding services. The
quality of service provided by this company
greatly influences customer satisfaction to
choose an expedition with guaranteed safety of
goods sent to customers, the empathy given by
the company to understand the problems of its
customers, and the responsiveness of a service
provider to help customers and respond to
their requests immediately.

The Effect of Shipping Rates on Customer
Satisfaction

The results of the hypothesis of shipping rates
indicate that shipping rates significantly affect
the customer satisfaction of J&T Express FEB
students, PGRI University Semarang. It can be
proven by calculating t-count > ttable. The
shipping rate variable shows t-count 2,004 >
1,650 and sig value. 0.046 < 0.05. it means that

there is a positive influence on customer
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satisfaction. This means that shipping rates can
be considered to increase the number of J&T
Express users or customers. These results align
with research (Hafizha, Abdurrahman, & Sri,
2019) that Shipping rates positively and
significantly affect customer satisfaction at J&T
Express Sumbawa Besar City Branch. This
shows that the more appropriate the shipping
rates the company provide to its customers, the
better customer satisfaction with J&T Express
Sumbawa Besar City Branch services. This
means that this study's hypothesis (H2) can be
accepted. Shipping rates according
to(Juniariska, Rachma, & Budi, 2020)Shipping
rate is the price's suitability against the
customer's perceived benefits based on the
destination to be sent. The shipping rates
provided by J&T Express, following the
feedback provided by the company, always
provide discounted shipping rates on the days
that have been determined. J&T Express
customers can feel this by not choosing another
expedition as a delivery service. So that
shipping rates greatly affect J&T Express
customer satisfaction.

The Effect of Timeliness

Satisfaction

on Customer

The results of the hypothesis indicate that
punctuality significantly affects customer
satisfaction of J&T Express FEB students,
PGRI University Semarang. It can be proven by
calculating tcount > ttable. The timeliness
variable shows t-count 1.405 < 1.650 and the
value of sig. 0.161 > 0.05. This means that the
hypothesis (H3) in this study is unacceptable.
According to(Soegoto, 2013)said that customer
satisfaction is a feeling of customers, whether it
is a pleasure or a sense of disappointment. A
from comparing the
appearance of a product to be associated with

customer  arises

customer expectations for the product. Good
punctuality shows the delivery period of the
customer ordering an item until the item
arrives to the customer. With the estimation
provided by J&T Express, it becomes a
benchmark for determine
whether the timeliness quality is good. This is
the company's way of increasing customer
satisfaction, so customers are reluctant to
choose another expedition and wuse J&T
Express again.

customers to

Conclusion

Based on the results of research and discussion,
there are conclusions that service quality has a
positive and significant effect on customer
satisfaction of J&T Express FEB students,
PGRI University Semarang. The service quality
variable shows t-count 6.563 > t-table 1.650 and
sig value. 0.000 < 0.05. So it can be concluded
that good service quality affects customer
satisfaction of J&T Express FEB students,
PGRI University Semarang. Shipping rates
positively and significantly affect customer
satisfaction of J&T Express FEB students,
PGRI University Semarang. The shipping rate
variable shows t-count 2,004 > 1,650 and sig
value. 0.046 < 0.05. Affordable shipping rates
affect J&T Express customer satisfaction, FEB
students, PGRI University Semarang and
timeliness has no positive and significant effect
on customer satisfaction of J&T Express FEB
students, PGRI University Semarang. The
timeliness variable shows t-count 1,405 < 1,650
and the value of sig. 0.161 > 0.05. It can be
concluded that timeliness has no effect on
customer satisfaction of J&T Express FEB
students at PGRI University
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Recommendation

In this study, the effect of service quality,
delivery rates, and punctuality on customer
satisfaction was 16.6%. Other factors
influenced the remaining 83.4%. This research
is needed to develop and improve research by
adding new variables, such as facilities and
insurance, so that it can add other variables and
continue to grow. The results of this study can
also be a reference for other researchers to be
developed again using other variables. For
Companies in service quality, delivery rates,
and timeliness, some variables must be
considered, namely those related to timeliness,
because service quality and delivery rates affect
customer satisfaction.
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