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ABSTRAK 

 

Penelitian ini telah dilatarbelakangi oleh pentingnya kualitas pelayanan dalam jasa 

keagenan kapal sebagai penentu kepuasan pelanggan. Permasalahan dirumuskan 

untuk mengetahui pengaruh kualitas pelayanan terhadap kepuasan pelanggan di PT. 

Samudera Perdana Selaras Semarang. Metode kuantitatif telah digunakan dengan 

pendekatan survei terhadap 43 responden, yang terdiri dari pemilik kapal, nakhoda, 

dan kru. Kualitas pelayanan diukur menggunakan lima dimensi SERVQUAL 

sebagai variabel independen, sementara kepuasan pelanggan dijadikan sebagai 

variabel dependen. Data dianalisis melalui uji validitas, reliabilitas, normalitas, dan 

regresi linier sederhana. Hasil pada Bab IV menunjukkan bahwa kualitas pelayanan 

berpengaruh signifikan terhadap kepuasan pelanggan, dengan koefisien regresi 

sebesar 0,425 dan nilai signifikansi 0,000 (< 0,05). Nilai determinasi sebesar 18,1% 

menunjukkan kontribusi kualitas pelayanan terhadap kepuasan pelanggan. Dimensi 

reliability dan responsiveness ditemukan sebagai faktor dominan. Kesimpulan yang 

diperoleh adalah bahwa peningkatan kualitas pelayanan akan meningkatkan 

kepuasan pelanggan. Oleh karena itu, disarankan agar pelatihan SDM dan 

penguatan sistem digital terus ditingkatkan untuk mendukung layanan keagenan 

yang efisien dan profesional. 

Kata Kunci: Pelayanan Keagenan Kapal; Kualitas Pelayanan; Kepuasan Pelanggan 
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ABSTRACT 
 

This research was conducted to examine the influence of service quality in shipping 

agency services on customer satisfaction at PT. Samudera Perdana Selaras 

Semarang. The problem was formulated to determine how service quality affects 

customer satisfaction. A quantitative approach was applied using a survey method 

involving 43 respondents, including ship owners, captains, and crew 

members.Service quality was measured using the five SERVQUAL dimensions as 

the independent variable, while customer satisfaction served as the dependent 

variable. The data were analyzed through validity and reliability tests, normality 

tests, and simple linear regression. The results presented in Chapter IV indicated a 

significant influence of service quality on customer satisfaction, with a regression 

coefficient of 0.425 and a significance value of 0.000 (< 0.05). The coefficient of 

determination (R²) of 18.1% showed that customer satisfaction was explained in 

part by the service quality provided. Reliability and responsiveness were identified 

as the most dominant dimensions.It was concluded that improving service quality 

would directly enhance customer satisfaction. Therefore, continuous training of 

human resources and the development of digital systems were recommended to 

support more efficient and professional agency 

 

Keywords:Shipping Agency Services; Service Quality; Customer Satisfaction; PT. 

Samudera Perdana Selaras. 
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