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ABSTRAK

Penelitian ini mengkaji pengaruh Customer Experience, kemudahan proses, dan kualitas
pelayanan terhadap keputusan pelanggan untuk kembali menggunakan jasa freight
forwarding di PT Kirim Kirim Internasional. Latar belakangnya adalah tingginya
kebutuhan kepuasan dan loyalitas dalam industri logistik, serta keluhan pelanggan terkait
keterlambatan pengiriman, kerusakan barang, layanan kurang responsif, proses pemesanan
yang rumit, dan kurangnya informasi yang jelas. Metode yang digunakan bersifat asosiatif
dengan pendekatan kuantitatif. Data dikumpulkan melalui kuesioner kepada pelanggan PT
Kirim Kirim Internasional, lalu dianalisis menggunakan regresi linier berganda dengan
SPSS wversi 29. Hasil analisis menunjukkan bahwa variabel Customer Experience,
kemudahan proses, dan kualitas pelayanan secara simultan mampu menjelaskan 50,90 %
variasi keputusan penggunaan kembali jasa, sedangkan 49,10 % dipengaruhi oleh faktor
lain. Uji F menghasilkan nilai Friung = 14,165 > Funt = 2,83, artinya ketiga variabel
berpengaruh positif dan signifikan secara bersama-sama. Pada uji t, hanya Customer
Experience yang memiliki thitung = 3,126 dengan p < 0,05 menandakan pengaruh positif
dan signifikan secara parsial. Variabel kemudahan proses (thiwng = 1,910; p > 0,05) dan
kualitas pelayanan (thiwng = 1,404; p > 0,05) tidak berpengaruh signifikan. Dengan
demikian, Customer Experience menjadi faktor dominan dalam mendorong pelanggan
kembali menggunakan layanan PT Kirim Kirim Internasional.

Kata kunci: customer experience, kemudahan proses, kualitas pelayanan, keputusan
pelanggan dalam menggunakan kembali
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ABSTRACT

This study examines the influence of Customer Experience, process ease, and service
quality on customers’ decisions to reuse freight forwarding services at PT Kirim Kirim
Internasional. The background highlights the importance of satisfaction and loyalty in the
logistics industry, as well as customer complaints about delivery delays, damaged goods,
unresponsive support, complex ordering procedures, and unclear information. An
associative method with a quantitative approach was applied. Data were collected via
questionnaires distributed to PT Kirim Kirim Internasional 5 customers and analyzed using
multiple linear regression in SPSS 29. Results indicate that Customer Experience, process
ease, and service quality together explain 50.90% of the variance in repurchase decisions,
with the remaining 49.10% attributed to other factors. The F-test yielded F = 14.165 > F
table = 2.83, showing that all three variables have a positive, significant joint effect. In the
t-test, only Customer Experience (t = 3.126; p < 0.05) had a positive, significant partial
effect. Process ease (t = 1.910; p > 0.05) and service quality (t = 1.404; p > 0.05) showed
no significant individual impact. Therefore, Customer Experience emerges as the dominant
factor driving customers to reuse PT Kirim Kirim Internasional s services.

Keyword: customer experience, customer experience, process efficiency, and service
quality on customer decisions to return
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