
 

 

TUGAS AKHIR 

 

 

ANALISIS KUALITAS LAYANAN WEBSITE J&T 

EXPRES DENGAN MENGGUNAKAN METODE E-

SERVICE QUALITY 

(STUDI KASUS WEBSITE J&T EXPRES) 

 

 

 

 

 

 

Rozan Fajri Irfani 

19103104 

 

 

PROGRAM STUDI S1 SISTEM INFORMASI  

FAKULTAS INFORMATIKA 

INSTITUT TEKNOLOGI TELKOM PURWOKERTO 

2023



 

ii 

 

 ANALISIS KUALITAS LAYANAN WEBSITE J&T 

EXPRES DENGAN MENGGUNAKAN METODE E-

SERVICE QUALITY 

(STUDI KASUS WEBSITE J&T EXPRES) 

 

ANALYSIS OF THE E-SERVICE QUALITY OF THE 

J&T EXPRES WEBSITE USING THE E-SERVICE 

QUALITY METHOD 

(J&T EXPRESS WEBSITE CASE STUDY) 

Disusun Sebagai Salah Satu Syarat untuk Memperoleh Gelar Sarjana Komputer 

 

 

 

 

ROZAN FAJRI IRFANI 

19103104 

PROGRAM STUDI S1 SISTEM INFORMASI  

FAKULTAS INFORMATIKA 

 INSTITUT TEKNOLOGI TELKOM PURWOKERTO  

2023



 

 

iii 

 

HALAMAN PERSETUJUAN PEMBIMBING 

 



 

 

HALAMAN PENGESAHAN TUGAS AKHIR 

iv 

 

HALAMAN PENGESAHAN 

 



 

 

v 

 

HALAMAN PERNYATAAN KEASLIAN TUGAS AKHIR 

 



vi 

 

vi 

 

KATA PENGANTAR 



 

 

vii 

 

  



 

 

viii 

 

DAFTAR ISI 

 

 

HALAMAN PERSETUJUAN PEMBIMBING ................................................ iii 

HALAMAN PENGESAHAN ............................................................................... v 

DAFTAR ISI ....................................................................................................... viii 

DAFTAR TABEL................................................................................................. ix 

DAFTAR GAMBAR ............................................................................................. x 

DAFTAR LAMPIRAN ........................................................................................ xi 

ABSTRAK .......................................................................................................... xiv 

ABSTRACT ............................................................................................................. xv 

BAB I ...................................................................................................................... 1 

PENDAHULUAN .................................................................................................. 1 

1.1 Latar Belakang Masalah ........................................................................... 1 

1.2 Perumusan Masalah .................................................................................. 3 

1.3 Pertanyaan Penelitian ............................................................................... 3 

1.4 Tujuan Penelitian ...................................................................................... 4 

1.5 Batasan Masalah ....................................................................................... 4 

1.6 Manfaat Penelitian .................................................................................... 4 

BAB II  TINJAUAN PUSTAKA .......................................................................... 5 

2.1 Tinjauan Pustaka ...................................................................................... 5 

2.2  Dasar Teori ............................................................................................. 12 

2.2.1 J&T Express ........................................................................................ 12 

2.2.2 Website ................................................................................................ 12 

2.2.3 E-Service Quality ................................................................................ 12 

2.2.4 Skala Likert ......................................................................................... 15 

2.2.5 SPSS.................................................................................................... 16 

2.2.6 Kualitas ............................................................................................... 16 

2.2.7 Layanan ............................................................................................... 16 

2.2.8 Analisis Data ....................................................................................... 16 

2.2.9 Kepuasan Pelanggan ........................................................................... 17 

2.2.10 Kuesioner ........................................................................................ 17 



 

 

ix 

 

2.2.11 Pengujian Hipotesis ............................................................................. 17 

BAB III  METODOLOGI PENELITIAN ........................................................ 20 

3.1 Subjek dan Objek Penelitian .................................................................. 20 

3.2  Alat dan Bahan Penelitian ...................................................................... 20 

3.2.1  Alat penelitian ..................................................................................... 20 

3.2.2  Bahan penelitian ................................................................................. 20 

3.3  Diagram Alir Penelitian .......................................................................... 21 

3.2.1  Identifikasi Masalah ............................................................................ 21 

3.2.2  Studi Literatur ..................................................................................... 21 

3.2.3  Penyusunan Kuesioner E-servqual ..................................................... 22 

3.2.4  Penyebaran Kuesioner ........................................................................ 23 

3.2.5  Analisis E-servqual ............................................................................. 23 

3.2.6  Hasil dan Kesimpulan ......................................................................... 24 

BAB IV  HASIL DAN PEMBAHASAN ............................................................ 25 

4.1  Hasil Penelitian ......................................................................................... 25 

4.1.1 Uji E-Service Quality............................................................................ 25 

4.1.2 Uji Validitas E-Service Quality ........................................................... 31 

4.1.3 Uji Reliabilitas E-Service Quality ....................................................... 32 

4.1.4 Uji Normalitas Data ............................................................................ 32 

4.1.5 Uji T E-Service Quality ........................................................................ 33 

4.2  Pembahasan Penelitian ............................................................................ 33 

4.2.1  Tingkat Kepuasan Pelanggan Berdasarkan Metode E-Service 

Quality ............................................................................................................ 33 

4.2.3  Atribut Kualitas yang Perlu ditingkatkan...................................... 33 

BAB V  KESIMPULAN DAN SARAN ............................................................. 35 

5.1  Kesimpulan ............................................................................................. 35 

5.2  Saran ....................................................................................................... 35 

DAFTAR PUSTAKA ........................................................................................... 36 

LAMPIRAN ......................................................................................................... 40 

Lampiran 1 Surat Izin Penelitian ....................................................................... 40 

Lampiran 2 Cek Plagiarisme ............................................................................. 42 



 

 

x 

 

Lampiran 3 Hasil Wawancara ........................................................................... 43 

Lampiran 4 Wawancara dan kunjungan ............................................................ 44 

Lampiran 5 Pra Kuesioner ................................................................................. 45 

 



 

 

  xi 

 

DAFTAR TABEL 

 

Tabel 2. 1 Skala Likert Positif............................................................................... 15 

Tabel 2. 2 Skala Likert Negatif ............................................................................. 15 

Tabel 3. 1 Penyusunan Kueisoner E-servqual....................................................... 22 

Tabel 3. 2 Skor Penilaian ...................................................................................... 23 

Tabel 4 1 Dimensi Efficiency ................................................................................ 26 

Tabel 4 2 Dimensi Fulfillment .............................................................................. 26 

Tabel 4 3 Dimensi Sistem Availability .................................................................. 27 

Tabel 4 4 Dimensi Privacy .................................................................................... 28 

Tabel 4 5 Dimensi Responsiveness ....................................................................... 28 

Tabel 4 6 Dimensi Compensation ......................................................................... 29 

Tabel 4 7 Dimensi Contact ................................................................................... 30 

Tabel 4 8 Rekapitulasi Nilai E-Servqual ............................................................... 30 

Tabel 4 9 Uji Validitas E-Service Quality............................................................. 31 

Tabel 4 10 Uji T .................................................................................................... 33 
 

  

 

 

 



 

 

x 

 

DAFTAR GAMBAR 
 

 

Gambar 4 1 Reliabilitas E-Service Quality ........................................................... 32 
Gambar 4 2 Grafik Normal P-P Plot ..................................................................... 32 



   

 

 

xiii 

 

 

DAFTAR LAMPIRAN 

 

Lampiran 1 Surat Izin Penelitian........................................................................... 40 

Lampiran 2 Cek Plagiarisme ................................................................................. 42 

Lampiran 3 Hasil Wawancara ............................................................................... 43 

Lampiran 4 Wawancara dan kunjungan ................................................................ 44 

Lampiran 5 Pra Kuesioner .................................................................................... 45 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


