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ABSTRAK

Perkembangan teknologi informasi mendorong perusahaan jasa logistik untuk
meningkatkan kualitas layanan melalui aplikasi mobile, salah satunya aplikasi J&T
Express. Penelitian ini bertujuan untuk mengevaluasi kualitas layanan mobile
application J&T Express terhadap kepuasan pengguna menggunakan metode
Service Quality (SERVQUAL). Metode SERVQUAL digunakan untuk mengukur
kesenjangan (gap) antara harapan dan persepsi pengguna berdasarkan lima dimensi
kualitas layanan, yaitu tangibles, reliability, responsiveness, assurance, dan
empathy. Penelitian ini menggunakan pendekatan kuantitatif dengan pengumpulan
data melalui kuesioner kepada 93 responden pengguna aplikasi J&T Express di
Fakultas [lmu Komputer Universitas Indo Global Mandiri Palembang. Analisis data
dilakukan menggunakan uji validitas, uji reliabilitas, analisis deskriptif, dan analisis
gap SERVQUAL. Hasil penelitian menunjukkan bahwa kualitas layanan aplikasi
J&T Express belum sepenuhnya mampu memenuhi harapan pengguna, yang
ditunjukkan oleh adanya nilai gap negatif pada sebagian besar indikator. Pada
dimensi reliability masih ditemukan ketidaksesuaian informasi, khususnya
keakuratan pelacakan paket dan estimasi waktu pengiriman. Dimensi
responsiveness menunjukkan bahwa kecepatan aplikasi dan respons terhadap
kebutuhan maupun keluhan pengguna masih perlu ditingkatkan. Pada dimensi
assurance diperlukan peningkatan transparansi informasi mengenai keamanan dan
perlindungan data pengguna, sedangkan pada dimensi empathy perhatian terhadap
kebutuhan dan kenyamanan pengguna masih belum optimal. Berdasarkan hasil
tersebut, J&T Express disarankan untuk meningkatkan stabilitas aplikasi,
keakuratan informasi, kecepatan respons, keamanan data, serta kemudahan dan
kenyamanan penggunaan aplikasi guna meningkatkan kepuasan dan loyalitas
pengguna.

Kata kunci: Kualitas Layanan, Kepuasan Pengguna, SERVQUAL, J&T Express,
Aplikasi Mobile.



ABSTRACT

The development of information technology has encouraged logistics service
companies to improve service quality through mobile applications, including the
J&T Express mobile application. This study aims to evaluate the service quality of
the J&T Express mobile application and its relationship to user satisfaction using
the Service Quality (SERVQUAL) method. The SERVQUAL method is used to
measure the gap between user expectations and perceptions based on five service
quality dimensions: tangibles, reliability, responsiveness, assurance, and empathy.

This study employed a quantitative approach, with data collected through
questionnaires distributed to 93 users of the J&T Express mobile application at the
Faculty of Computer Science, Indo Global Mandiri University, Palembang. Data
analysis included validity testing, reliability testing, descriptive analysis, and
SERVQUAL gap analysis. The results indicate that the service quality of the J&T
Express mobile application has not fully met user expectations, as shown by
negative gap values across most of the indicators. In the reliability dimension,
discrepancies were still found between the information displayed in the application
and actual conditions, particularly regarding package tracking accuracy and
estimated delivery times. The responsiveness dimension indicates that the
application’s speed and response to user needs and complaints still need
improvement. In the assurance dimension, greater transparency regarding
information security and user data protection is required, while the empathy
dimension indicates that attention to users’ individual needs and convenience
remains suboptimal. Based on these findings, J&T Express is recommended to
improve application stability, information accuracy, response speed, data security,
and ease of use in order to increase user satisfaction and loyalty.

Keywords: Service Quality, User Satisfaction, SERVQUAL, J&T Express, Mobile
Application.
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