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ABSTRAK 
 

PT Titipan Kilat Surabaya merupakan salah satu perusahaan jasa logistik 

Indonesia. Tujuan penelitian ini adalah mengkaji pengaruh kualitas pelayanan 

terhadap kepuasan pelanggan, pengaruh harga terhadap kepuasan pelanggan, 

pengaruh kualitas pelayanan terhadap pembelian ulang, pengaruh harga terhadap 

pembelian ulang, dan pengaruh kepuasan pelanggan terhadap pembelian ulang. 

Penelitian ini menggunakan metode Structural Equation Modeling (SEM) dengan 

teknik maximum likelihood estimation untuk menentukan ukuran sampel minimum 

100. Teknik sampling yang digunakan adalah purposive sampling. Sampel diambil 

dari pelanggan yang telah menggunakan jasa PT Titipan Kilat Surabaya minimal 

tiga kali. Berdasarkan hasil penelitian, didapatkan variabel kualitas pelayanan (X1) 

tidak memiliki pengaruh signifikan terhadap kepuasan pelanggan (Y1) karena nilai 

C.R sejumlah 1,288 < t-tabel 1,746 dan nilai regresi sejumlah 0,180. Variabel harga 

(X2) memiliki pengaruh signifikan terhadap kepuasan pelanggan (Y1) karena nilai 

C.R sejumlah 4,762 > t-tabel 1,746 dan nilai regresi sejumlah 0,828.  Variabel 

kualitas pelayanan (X1) tidak memiliki pengaruh signifikan terhadap pembelian 

ulang (Y2) karena nilai C.R sejumlah -0,641 < t-tabel 1,746 dan nilai regresi 

sejumlah -0,719. Variabel harga (X2) tidak memiliki pengaruh signifikan terhadap 

pembelian ulang (Y2) karena nilai C.R sejumlah -0,383 < t-tabel 1,746 dan nilai 

regresi sejumlah -2,047. Variabel kepuasan pelanggan (Y1) tidak memiliki 

pengaruh signifikan terhadap pembelian ulang (Y2) karena nilai C.R sejumlah 

0,574 < t-tabel 1,746 dan nilai regresi sejumlah 3,626. 

Kata Kunci: harga; kepuasan pelanggan; kualitas pelayanan; pembelian ulang; 

structural equation modelling. 
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ABSTRACT 
 

PT Titipan Kilat Surabaya is an Indonesian logistics services company. The 

aim of this research is to examine the influence of service quality on customer 

satisfaction, the influence of price on customer satisfaction, the influence of service 

quality on repeat purchases, the influence of price on repeat purchases, and the 

influence of customer satisfaction on repeat purchases. This research uses the 

Structural Equation Modeling (SEM) method with maximum likelihood estimation 

techniques to determine a minimum sample size of 100. The sampling technique 

used is purposive sampling. Samples were taken from customers who had used the 

services of PT Titipan Kilat Surabaya at least three times. Based on the research 

results, it was found that the service quality variable (X1) did not have a significant 

influence on customer satisfaction (Y1) because the C.R value was 1.288 < t-table 

1.746 and the regression value was 0.180. The price variable (X2) has a significant 

influence on customer satisfaction (Y1) because the C.R value is 4.762 > t-table 

1.746 and the regression value is 0.828. The service quality variable (X1) does not 

have a significant influence on repeat purchases (Y2) because the C.R value is -

0.641 < t-table 1.746 and the regression value is -0.719. The price variable (X2) 

does not have a significant influence on repeat purchases (Y2) because the C.R 

value is -0.383 < t-table 1.746 and the regression value is -2.047. The customer 

satisfaction variable (Y1) does not have a significant influence on repeat purchases 

(Y2) because the C.R value is 0.574 < t-table 1.746 and the regression value is 

3.626. 

Keywords: customer satisfaction; price; repeat purchase; service quality; 

structural equation modelling.


