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PENGARUH KUALITAS PELAYANAN, HARGA, DAN LOKASI TERHADAP 

KEPUTUSAN PENGGUNAAN JASA PENGIRIMAN                                         

(Studi Kasus Pada Masyarakat Cilincing Jakarta Utara) 

ABSTRAK 

 

 Penelitian ini bertujuan untuk mengetahui pengaruh antara kualitas pelayanan, 

harga, dan lokasi terhadap keputusan penggunaan jasa pengiriman J&T Express cabang 

cilincing 

 

Penelitian ini menggunakan data Primer dengan penyebaran kuesioner. Populasi 

penelitian ini adalah masyarakat yang menggunakan jasa pengiriman barang J&T 

Express cabang cilincing. Sampel penelitian ini berjumlah 100 orang responden dengan 

menggunakan purposive sampling. Analisis data penelitian ini menggunakan koefisien 

korelasi dan koefisien determinasi dengan menggunakan SPSS versi 25.0 

 

Hasil penelitian ini membuktikan bahwa: (1) variabel kualitas pelayanan, secara 

parsial tidak berpengaruh terhadap keputusan penggunaan (2) harga secara parsial 

berpengaruh terhadap keputusan penggunaan (3) lokasi secara parsial berpengaruh 

terhadap keputusan penggunaan (4) selanjutnya secara simultan dapat dikatakan bahwa 

variabel kualitas pelayanan, harga, dan lokasi berpengaruh terhadap keputusan 

penggunaan.  

Kata Kunci : Kualitas Pelayanan, Harga, Lokasi, Keputusan Penggunaan 
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THE EFFECT OF SERVICE QUALITY, PRICE, AND LOCATION ON DECISION 

TO USE OF DELIVERY SERVICE                                                                           

(Case Study on Cilincing Community, North Jakarta) 

 

ABSTRACT 

 

 This study aims to determine the effect of service quality, price and location on the 

decision to use the J&T Express delivery service at the cilincing branch 

 

This study uses primary data by distributing questionnaires. The population of this 

study are people who use the J&T Express cilincing branch delivery service. The sample 

of this research is 100 respondents using purposive sampling. The data analysis of this 

study used correlation coefficient and coefficient of determination analysis using SPSS 

version 25.0. 

 

The results of this study prove that: (1) service quality variables partially do not 

affect the use decision (2) price partially affects the use decision (3) location partially 

affects the use decision (4) then simultaneously it can be said that the variable service 

quality, price, and location influence usage decisions. 

 

Keywords : Service Quality, Price, Location, Usage Decision 



x 
 

DAFTAR ISI 

     Halaman 

Halaman Judul ................................................................................................................ i 

PERNYATAAN KEASLIAN KARYA ILMIAH ........................................................ ii 

PERSETUJUAN PEBIMBING ................................................................................... iii 

HALAMAN PENGESAHAN ...................................................................................... iv 

KATA PENGANTAR .................................................................................................. v 

HALAMAN PERNYATAAN PERSETUJUAN ........................................................ vii 

ABSTRAK ................................................................................................................. viii 

DAFTAR ISI ................................................................................................................. x 

DAFTAR TABEL ...................................................................................................... xiii 

DAFTAR GAMBAR ................................................................................................. xiv 

DAFTAR LAMPIRAN ............................................................................................... xv 

BAB I PENDAHULUAN .......................................................................................... 16 

1.1 Latar Belakang Masalah ...................................................................................... 16 

1.2 Perumusan Masalah ............................................................................................. 19 

1.3 Tujuan penelitian .................................................................................................. 20 

1.4 Manfaat penelitian ................................................................................................ 20 

BAB II KAJIAN PUSTAKA ...................................................................................... 22 

2.1. Review Hasil-hasil Penelitian Terdahulu ........................................................ 22 

2.2. Landasan Teori ................................................................................................... 26 

2.2.1. Pemarasan Jasa ...................................................................................... 26 

2.2.2. Manajemen Pemasaran .......................................................................... 28 

2.2.3. Kualitas Pelayanan ................................................................................ 28 

2.2.4. Harga ..................................................................................................... 33 

2.2.5. Lokasi .................................................................................................... 41 

2.2.6. Keputusan Penggunaan Jasa .................................................................. 43 

Halaman 



xi 
 

2.3. Hubungan Antara Variabel Penelitian ............................................................. 50 

2.3.1. Kualitas Pelayanan terhadap Keputusan Penggunaan Jasa ................... 50 

2.3.2. Pengaruh Harga terhadap Keputusan Penggunaan Jasa ........................ 50 

2.3.3. Pengaruh Lokasi terhadap Keputusan Penggunaan Jasa ....................... 51 

2.3.4. Pengaruh Kualitas Pelayanan, Harga, dan Lokas Terhadap Keputusan 

Penggunaan Jasa .................................................................................................. 51 

2.4. Pengembangan Hipotesis ................................................................................... 53 

2.5. Kerangka Konseptual Penelitian ...................................................................... 53 

2.5.1. Identifikasi Variabel-Variabel Penelitian ................................................ 53 

BAB III METODE PENELITIAN .......................................................................... 55 

3.1. Strategi Penelitian ............................................................................................... 55 

3.2. Populasi dan Sampel Penelitian ........................................................................ 55 

3.2.1. Populasi Penelitian ................................................................................ 55 

3.2.2. Sampel Penelitian .................................................................................. 55 

3.3. Data dan Metoda Pengumpulan Data .............................................................. 56 

3.3.2. Metode Pengumpulan Data ................................................................... 57 

3.3.3. Uji Instrumen Data ................................................................................ 59 

3.4. Operasionalisasi Variable .................................................................................. 60 

3.5. Metoda Analisis Data ......................................................................................... 64 

3.5.1. Metode Penyajian Data ......................................................................... 64 

3.5.2. Pengolahan Data .................................................................................... 65 

3.5.3. Alat Analisis Statistik Data ................................................................... 66 

BAB IV HASIL PEMBAHASAN ............................................................................ 70 

4.1. Deskripsi Objek Penelitian ................................................................................ 70 

4.2. Deskripsi Responden ......................................................................................... 73 

4.3. Deskripsi Data ..................................................................................................... 74 

4.4. Hasil Pengujian Instrumen Penelitian .............................................................. 77 

4.4.1. Uji Validitas .......................................................................................... 77 

4.4.2. Uji Reliabilitas ....................................................................................... 80 

 

 



xii 
 

Halaman 

4.5. Analisis Statistik Data ........................................................................................ 82 

4.5.1. Analisis Koefisien Determinasi Parsial ................................................. 82 

4.5.2. Analisis Koefisien Determinasi Berganda ............................................ 85 

4.5.3. Pengujian Hipotesis ............................................................................... 86 

4.6. Temuan Hasil penelitian .................................................................................... 88 

4.6.1. Pengaruh Kualitas pelayanan terhadap Keputusan Penggunaan Jasa ... 89 

4.6.2. Pengaruh Harga terhadap Keputusan Penggunaan ................................ 89 

4.6.3. Pengaruh Lokasi terhadap Keputusan Penggunaan Jasa ....................... 90 

4.6.4. Pengaruh Kualitas Pelayanan, Harga, dan Lokasi Terhadap Keputusan 

Penggunaan Jasa .................................................................................................. 91 

BAB V SIMPULAN DAN SARAN .......................................................................... 92 

5.1 . Simpulan .............................................................................................................. 92 

5.2 . Saran ..................................................................................................................... 93 

5.3. Keterbatasan Penelitian dan Pengembangan Penelitian Selanjutnya .......... 93 

DAFTAR REFERENSI .............................................................................................. 95 

LAMPIRAN ................................................................................................................ 95 

 

 

  



xiii 
 

DAFTAR TABEL 

 

Halaman 

Tabel 3.1 Skor Pada Jawaban Kuesioner (skala likert) .............................................. 59 

Tabel 3.2 Indikator Kualitas Pelayanan (X2) ............................................................. 62 

Tabel 3.3 Indikator Harga (X1) .................................................................................. 63 

Tabel 3.4 Indikator Lokasi ......................................................................................... 63 

Tabel 3.5 Indikator Lokasi ......................................................................................... 64 

Tabel 3.6 Ketentuan Pengukuran Instrumen Penelitian ............................................. 65 

Tabel 4.1 Deskripsi Responden Berdasarkan Jenis Kelamin ..................................... 73 

Table 4.2 Deskripsi Responden Berdasarkan Usia..................................................... 73 

Table 4.3 Deskripsi Responden Berdasarkan Pekerjaan ............................................ 74 

Table 4.4 Validitas Instrumen per butir Kualitas Pelayanan (X1) .............................. 78 

Table 4.5 Validitas Instrumen per butir Harga (X2) ................................................... 78 

Table 4.6 Validitas Instrumen per butir Lokasi (X3) .................................................. 79 

Table 4.7 Vliditas Instrumen per butir Keputusan Penggunaan (Y) .......................... 80 

Tabel 4.8 Hasil Uji Reliabilitas Kualitas Pelayanan (X1)........................................... 80 

Tabel 4.9 Hasil Uji Reabilitas Harga (X2) .................................................................. 81 

Tabel 4.10 Hasil Uji Reabilitas Lokasi (X3) ............................................................... 81 

Tabel 4.11 Hasil Uji Reliabilitas Keputusan Penggunaan Jasa (Y) ........................... 81 

Tabel 4.12 Hasil Uji Reliabilitas Instrumen ............................................................... 82 

Tabel 4.13 Koefisien Determinasi Parsial Kualitas Pelayanan (X1) dengan Keputusan 

Penggunaan Jasa (Y) ................................................................................................... 83 

Tabel 4.14 Koefisien Determinasi Harga dengan Keputusan Penggunaan Jasa ........ 84 

Tabel 4.15 Koefisien Determinasi Lokasi dengan Keputussan Penggunaan jasa ...... 85 

Tabel 4.16 Hasil Koefisien Determinasi Simultan ..................................................... 86 

Tabel 4.17 Hasil Uji t ................................................................................................. 87 

Tabel 4.18 Hasil Uji F ................................................................................................ 88 

 



xiv 
 

DAFTAR GAMBAR 

 

Halaman 

Gambar 2.1 Kerangka Konseptual Penelitian............................................................ 54 

Gambar 4.1 Logo J&T Express ................................................................................. 70 

Gambar 4.2 Diagram Skala Likert Kualitas Pelayanan (X1) ..................................... 75 

Gambar 4.3 Diagram Skala Likert Harga (X2) .......................................................... 76 

Gambar 4.4 Diagram Skala Likert Lokasi (X3) ......................................................... 76 

Gambar 4.5 Diagram Skala Likert Keputusan penggunaan Jasa (Y) ........................ 77 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xv 
 

DAFTAR LAMPIRAN 

 

Halaman 

Lampiran 1. Kuesioner Penelitian ............................................................................. 99 

Lampiran 2. Tabulasi Data Variabel Kualitas Pelayanan (X1) ................................ 105 

Lampiran 3. Tabulasi Data Variabel Harga (X2) ..................................................... 110 

Lampiran 4. Variabel Data Tabulasi Lokasi (X3).................................................... 113 

Lampiran 5. Variabel Data Tabulasi Keputusan Penggunaan ................................. 116 

Lampiran 6. Deskriptif Data Responden ................................................................. 119 

Lampiran 7. Uji Validitas Variabel Kualitas Pelayanan ......................................... 124 

Lampiran 8. Uji Validitas Variabel Harga .............................................................. 125 

Lampiran 9. Uji Validitas Variabel Lokasi ............................................................. 126 

Lampiran 10. Uji Validitas Variabel Keputusan Penggunaan ................................ 127 

Lampiran 11. Uji Reliabilitas .................................................................................. 128 

Lampiran 12. Hasil Analisis Koefisien Determinasi Parsial ................................... 129 

Lampiran 13. Hasil Analisis Koefisien Berganda ................................................... 130 

Lampiran 14. Hasil Uji t Dan Uji f .......................................................................... 131 

Lampiran 15. Suret Riset  ........................................................................................ 132 

Lampiran 16. Daftar Riwayat Hidup ....................................................................... 133 

 


