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ABSTRAK

PT.Pos Indonesia (Persero) atau yang biasa dikenal dengan Kantor Pos
merupakan pelopor perusahaan ekspedisi/ di indonesia, termasuk di Karawang.
Sejak dahulu Kantor Pos menjadi andalan masyarakat untuk pengiriman barang ke
luar kota. Persaingan jasa pengiriman yang kini semakin ketat membuat Kantor
Pos selau meningkatkan layanan demi mempertahankan pelanggan. Penelitian ini
bermaksud untuk mengetahui persepsi nilai dari pelanggan dan kualitas pelayanan
yang dilakukan Kantor Pos“berhubungan dengam=kepuasan pelanggan dalam
mengirim barang. Populasi pada peneli ini_adalah seluruh pelanggan Kantor
Pos Karawang dengan rentang! usta!17-60 tahun’déngan jumlah sampel yang
digunakan adalah 385 responden. Pengambilan sampel dilakukan dengan teknik
non probability sampling yaitu insidental sampling. Metode analisis data yang
digunakan adalah uji regresi linier berganda. Berdasarkan hasil uji tersebut,
variabel persepsi nilai dan kualitas pelayanan secara simultan dan parsial memiliki
peranan yang positif terhadap kepuasan pelanggan dalam pengiriman barang di
PT. Pos Indonesia (Persero) Kantor Karawang dengan peranan sebesar 23,2%
terhadap kepuasan pelanggan dan 76.8% di jelaskan oleh variabel lain.
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ABSTRACT

PT.Pos Indonesia (Persero) or commonly known as the Post Olffice is a
pioneer of shipping companies in Indonesia, including in Karawang. Post Olffice
always become the mainstay of the community for shipping goods out of town. The
competition for shipping services that getting tougher makes the Post Office
always improve its services to retain customers. This study intends to find out the
perceived value of the customer and the quality of service performed by the Post
Office related to customerssatisfaction-in goods delivery. The population in this
study were all customers OM}Z an age range of 17-60
years with a total sample of 385 teSpondent. Sampling is done by non-probability
sampling technique that is incidental sampling. Data analysis method used is
multiple linear regression test. Based on the results of these tests, variables
perceived value and quality of service simultaneously and partially have a
positive role on customer satisfaction in shipping goods at PT. Pos Indonesia
(Persero) Karawang Olffice with a role off 23.2% of customer satisfaction and
76.8% explained by other variables.
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