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Abstraksi 

 

Penelitian ini membahasan mengenai pengaruh kualitas pelayanan, customer 

relationship dan customer trust terhadap keputusan pengguna jasa ekspedisi di 

DHL Express Tulungagung. Tujuan penelitian ini untuk menganalisis kualitas 

pelayanan, customer relationship dan customer trust terhadap keputusan pengguna 

jasa secara parsial dan simultan. Populasi dalam penelitian ini adalah pengguna jasa 

pengiriman sebanyak 1773 pengunjung, dengan menggunakan insidental sampling 

diperoleh sampel sebanyak 95 responden. Metode pengumpulan data menggunakan 

survey dengan instrument utama kuisioner. Teknik analisis menggunakan statistik 

inferensial yaitu uji validitas, reliabilitas, uji korelasi berganda, uji regresi linear 

berganda dan uji hipotesis t dan F. Hasil penelitian ini menunjukkan bahwa kualitas 

pelayanan, customer relationship dan customer trust memiliki hubungan yang kuat 

dengan keputusan pengguna jasa. Secara parsial kualitas pelayanan berpengaruh 

positif dan signifikan terhadap keputusan pengguna jasa, customer relationship 

juga memiliki pengaruh secara parsial positif dan signifikan terhadap keputusan 

pengguna jasa. Secara parsial customer trust memiliki pengaruh yang signifikan 

terhadap keputusan pengguna jasa. Secara Simultan kualitas pelayanan, customer 

relationship dan customer trust terhadap keputusan pengguna jasa ekspedisi di 

DHL Express Tulungagung. Secara keseluruhan customer trust merupakan variabel 

yang paling dominan berpengaruh terhadap keputusan pengguna jasa.  
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ABSTRACT 

 

This research discusses the influence of service quality, customer 

relationship, and customer trust on the decision of service users in DHL Express 

Tulungagung. The objective of this study is to analyze the partial and simultaneous 

effects of service quality, customer relationship, and customer trust on the decision 

of service users. The population of this research consists of 1,773 service users, and 

a sample of 95 respondents was obtained using incidental sampling. The data 

collection method used a survey with the main instrument being a questionnaire. 

The analysis technique employed inferential statistics, including validity test, 

reliability test, multiple correlation test, multiple linear regression test, and t-test 

and F-test hypothesis testing. The results of this study indicate that service quality, 

customer relationship, and customer trust have a strong relationship with the 

decision of service users. Partially, service quality has a positive and significant 

influence on the decision of service users, customer relationship also has a positive 

and significant influence on the decision of service users. Partially, customer trust 

has a significant influence on the decision of service users. Simultaneously, service 

quality, customer relationship, and customer trust have an impact on the decision 

of service users in DHL Express Tulungagung. Overall, customer trust is the most 

dominant variable that influences the decision of service users. 
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