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Abstract 

 

The research aims to overcome the gap between expectations and the reality of the service 

perceived by online delivery order customers, operational performance and service quality 

on customer satisfaction at shipping companies. The research sample is 120 customer 

respondents from import shipping companies in Jakarta. Data collection techniques using a 

questionnaire. The data analysis method used is path analysis. The results of online order 

delivery research adopting e-service and the web have succeeded in influencing service 

quality. E-service improves service quality, meaning that it has an effect on improving 

service quality on customer satisfaction. Service quality is able to function as a mediator to 

deliver online orders to customer satisfaction. Online order delivery is implemented to 

increase customer satisfaction so that service quality as an intervening variable is proven 

to function to strengthen the effect of online delivery orders on customer satisfaction. 

Service quality is able to function as a mediator or mediate the indirect effect of operational 

performance on customer satisfaction. 

 

Keywords:  Online Order Delivery, Operational Performance, Service Quality, Customer 

Satisfaction 

 

Abstrak 

Penelitian ini bertujuan untuk mengatasi kesenjangan antara harapan dan 

kenyataan pelayanan yang dirasakan oleh pelanggan delivery order online, 

kinerja operasional dan kualitas pelayanan terhadap kepuasan pelanggan pada 

perusahaan pelayaran. Sampel penelitian adalah 120 responden pelanggan dari 

perusahaan pelayaran impor di Jakarta. Teknik pengumpulan data menggunakan 

kuesioner. Metode analisis data yang digunakan adalah analisis jalur. Hasil 

penelitian pengiriman pesanan secara online yang mengadopsi e-service dan web 

berhasil mempengaruhi kualitas pelayanan. E-service meningkatkan kualitas 

layanan, artinya berpengaruh pada peningkatan kualitas layanan terhadap 

kepuasan pelanggan. Kualitas layanan mampu berfungsi sebagai mediator untuk 
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mengantarkan pesanan online untuk kepuasan pelanggan. Pengiriman pesanan 

secara online diterapkan untuk meningkatkan kepuasan pelanggan sehingga 

kualitas layanan sebagai variabel intervening terbukti berfungsi untuk 

memperkuat pengaruh pesanan pengiriman secara online terhadap kepuasan 

pelanggan. Kualitas layanan mampu berfungsi sebagai mediator atau memediasi 

pengaruh tidak langsung kinerja operasional terhadap kepuasan pelanggan. 

 

Kata Kunci : Pengiriman Pesanan Secara Online, Kinerja Operasional, Kualitas 

Pelayanan, Kepuasan Pelanggan 

 

Introduction 

Transportation helps human life and supports the movement of goods 

such as logistics. Transportation supports export and import activities from 

one country to another. Sea transportation has a logistics movement role to 

distribute product goods (Maemunah, 2022). National logistics 

performance, improving the investment climate and increasing economic 

competitiveness. The Republic of Indonesia issued Presidential Instruction 

(Inpres) number 5 of 2020 concerning the arrangement of the national 

logistics ecosystem (National Logistic Ecosystem/NLE). The government 

and private sector National Logistics Ecosystem Structuring Action Plan for 

2020-2024 will be implemented online (Ulum et al 2018). 

Foreign shipping companies in Indonesia are PT. XYZ is engaged in 

shipping and receiving services. The company provides the best service to 

customers (Ardianto et al., 2014). The company fulfills customer 

expectations, namely customer satisfaction. Companies will continue to 

look for new ways to innovate in order to survive and compete (Maemunah 

& Susanto, 2020; Maemunah, 2021). Customer satisfaction is the company's 

goal by taking advantage of technological advances and digitization of the 

import system. The company made changes from manual delivery orders to 

an online process so that it makes it easier for customers in the process of 

issuing delivery orders.  

The problem with online orders is that there is positive feedback from 

customers, but not a few customers also give negative feedback. Customer 

complaints related to ship delays, damage or loss of goods during the 

shipping process (Maemunah, 2020). The company is serious about solving 

the problem of negative feedback from customers. Negative feedback 

affects and has an impact on the smooth running of the company. 

Complaints against customer service in providing responses not in 

accordance with the intent or request of the customer (Fai et al., 2015). 

Submission of customer complaints via the telephone line is constrained by 

overloaded or busy telephone lines. Customers have to wait a long time. 

Problems affecting customer satisfaction (Maemunah, 2019; Maemunah et 
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al., 2022). 

Previous research related to the issuance of delivery orders in 

container retrieval (Ginting & Siska, 2021). The second research is online 

food delivery services from an application perspective (Ramesh et al., 2022). 

This study describes the direct and indirect effects of online order delivery, 

operational performance, service quality on customer satisfaction at 

shipping companies. 

 

Research Method 

Research using quantitative methods. Research uses primary data. The 

survey data explains the picture based on the perception of the respondent's 

response. Questionnaire instrument in the form of a Likert scale. The Likert 

scale according to Cooper & Schindler (2017: 327) is a statement that 

expresses either a supportive or unsupportive attitude towards an object. 

Each response will be given a numerical score to indicate the level of 

attitude support and the score may be summed to measure the attitude of 

the whole participant. 

  Methods of collecting data and information by conducting a direct 

review of the company. The researcher directly observed the object to be 

examined by the researcher. This data is primary data. Direct observation 

researcher at PT. XYZ through observing and recording the facts found. 

Respondents are customers who use the services of PT. XYZ. The 

research used an online questionnaire, namely Google Forms." Respondents 

in this study amounted to 120 respondents. The data analysis method used 

is path analysis. 

 

Results And Discussion 

Validity test declared valid all. Where r count is greater than r table, it 

is concluded that all statement items on the questionnaire are valid. The 

reliability test is that all variables have a Cronbach's alpha value ≥ 0.600. 

The reliability test concluded that all variables, namely the implementation 

of delivery orders, were 0.830. Operational performance is 0.824. Quality of 

service is 0.856. Customer satisfaction is 0.871. This research shows that it is 

reliable and can be used for further testing. 

  The results of online order delivery research adopting e-service and 

the web have succeeded in influencing service quality. E-service improves 

service quality (Arianto, 2020), meaning that it has an effect on improving 

service quality on customer satisfaction. Service quality is able to function 

as a mediator to deliver online orders to customer satisfaction. Online order 

delivery is implemented to increase customer satisfaction so that service 

quality as an intervening variable is proven to function to strengthen the 

effect of online delivery orders on customer satisfaction. Service quality is 
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able to function as a mediator or mediate the indirect effect of operational 

performance on customer satisfaction 

Online order delivery and operational performance affect service 

quality. The application of online delivery orders is an e-service such as 

digitalization. Digitalization such as websites are adopted by companies. 

Digitalization streamlines the process of issuing delivery orders as 

documents for releasing imported goods from ports. The operational 

performance variable stated that it had an effect on the service quality of 

operational performance, namely on the operational performance of 

customer service in responding to and serving customers. The company's 

service quality can create good operational performance. The second is the 

way of conveying information. The third is how to handle customers and 

solve problems faced by customers. Fourth is listening to customer 

complaints. Fifth is implemented properly, so that it can affect the quality of 

service. This is in line with previous research conducted by that operational 

performance can have a positive effect on service quality. 

The results of the analysis of substructural equations 2. Online order 

delivery and operational performance have an effect on customer 

satisfaction while service quality has an effect on customer satisfaction in an 

intervening manner. Online order delivery affects customer satisfaction. 

This is in line with research that has been conducted by (Hadi & Djatmiko, 

2018) that implementing e-service has an effect on customer satisfaction. 

The company has taken the right steps, namely innovating by 

implementing the delivery order issuance process which was originally 

done manually to online, which has been proven to affect customer 

satisfaction. 

Operational performance affects customer satisfaction, so the 

performance of the company's customer service operations in dealing with 

problems faced by customers and also in serving customers makes 

customers feel satisfied so that customer satisfaction is fulfilled. This 

research is in line with research that has been conducted (Rilopari & 

Abdurrahman, 2021) that employee operational performance influences 

customer satisfaction. Service quality found that service quality affects 

customer satisfaction as an intervention. 

 

Conclusion 

Conclusion of online order delivery research adopts e-service. 

Digitalization such as the web has succeeded in influencing the quality of 

company services in serving the needs of service users (import customers). 

E-service improves service quality, meaning that it has an effect on 

improving service quality on customer satisfaction. The application was 

carried out in companies located in Jakarta and Surabaya. Companies can 
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implement online delivery orders such as e-services for ports in Semarang 

and Medan. Service quality is able to function as a mediator to deliver 

online orders to customer satisfaction. Online order delivery is 

implemented to increase customer satisfaction so that service quality as an 

intervening variable is proven to function to strengthen the effect of online 

delivery order implementation on customer satisfaction. Service quality is 

able to function as a mediator or mediate the indirect effect of operational 

performance on customer satisfaction. 

 

Thank-you note 

Thank you to the leadership of the Trisakti Institute of Transportation 

and Logistics, Mr. Chancellor, Director of Postgraduate Studies, Heads of 

Postgraduate Study Programs and the team of authors. 

 

Daftar Pustaka 

 

Ardianto, A., Fauziati, S., & Nugroho, E. 2014. 'Faktor-Faktor Yang 

Mempengaruhi Kepuasan Pengguna Akhir Sistem Informasi 

Sumber Daya Manusia (Studi Kasus Di BPK RI)'. 

Semnasteknomedia online, 2(1), 2-07-29.  

Arianto, D., & Sutrisno, A. 2020. 'Kajian Antisipasi Pelayanan Kapal dan 

Barang di Pelabuhan Pada Masa Pandemi Covid–19'. Jurnal 

Penelitian Transportasi Laut, 97-110. doi:10.25104/transla.v22i2.1682  

Balci, G., Caliskan, A., & Yuen, K. F. 2019. 'Relational bonding strategies, 

customer satisfaction, and loyalty in the container shipping market'. 

International Journal of Physical  Distribution  and  Logistics 

Management,  49(8), 816–838. https://doi.org/10.1108/IJPDLM-02-

2019-0051  

Cooper, D. R., & Schindler, P. S. 2017. Metode Penelitian Bisnis (Gina 

Gania). Salemba Empat.  

Ulum, F. & Rinaldi, M. 2018. 'Pengaruh E-Service Quality Terhadap 

Customer. Satisfaction Website Start-up Kasosyay', Jurnal Tekno 

Kompak, Vol. 12, No. 2, 68-72.  

Fai, Y. K., & Van, T. V. 2015. 'Service quality and customer satisfaction in 

liner shipping'. International Journal of Quality and Service 

Sciences, 7(2/3), 170–183. https://doi.org/10.1108/IJQSS-02-2015-0024  

Ginting, D., & Siska, E. (2021). Prosedur Penerbitan Delivery Order Dalam 

Pengambilan Container Pada Pt. Perusahaan Pelayaran Nusantara 

Panurjwan Cabang Medan. Journal of Maritime and Education (JME), 

3(1), 155–160. https://doi.org/10.54196/jme.v3i1.32 



Online Order Delivery On Customer Satisfaction 
Siti Maemunah, Laurentius Bagus Permana,  Yuliantini, Mudjiarjo, Sri Rahardjo 
 

 

182  Jurnal Ilmiah Mahasiswa Perbankan Syariah (JIMPA) Vol. 3, No. 1 Maret 2023 
 

Maemunah, S. 2020.  Create a Customer Loyalty in the Travel Sector. 

Business and Entrepreneurial Review. Vol. 20. Page 141- 152 

Maemunah, S. (2021). Manajemen Kinerja UMKM Melalui Orientasi Strategi , 

Inovasi Teknologi dan Strategi Bisnis (1. Juni 2021 Literasi Nusantara. 

www.penerbitlitnus.co.id 

Maemunah, S. (2019) The Effect of Information and Communication 

Technology (Ict) and Business Strategy on Business Performance in 

Small and Medium Businesses. Business and Entrepreneurial Review, 

17(1), 53. https://doi.org/10.25105/ber.v16i2.5091 

Maemunah, S. & Marta,  A. (2022). Transportation Modes During Pandemic 

Covid-19 in Indonesia. 1(1), 44–47. 

https://journal.literasisains.id/index.php/sosmaniora 

Ramesh, R., Venkatesa Prabhu, S., Sasikumar, B., Kiruthika Devi, B. S., 

Prasath, P., & Praveena Rachel Kamala, S. (2022). An empirical 

study of online food delivery services from applications 

perspective. Materials Today: Proceedings, August. 

https://doi.org/10.1016/j.matpr.2021.05.500 

Maemunah, S. & Susanto.P. H. (2020). The Effect of Attitude and 

Purchasing of Millennials Consumers Towards Brand Love in 

Sports Wear Brands. Science and Engineering Research Support 

Society, 29(05), 515–523. 

 Ulum, F & Rinaldi M. 2018. 'Pengaruh E-Service Quality Terhadap 

Customer. Satisfaction Website Start-up Kasosyay', Jurnal Tekno 

Kompak, Vol. 12, No. 2, 68-72.  

Rilopari, P. and Abdurrahman,  2021. 'Pengaruh Kinerja Operasional 

Terhadap Kepuasan Pelanggan Pada PT. Prima Megah Irsa'. Jurnal 

Manajemen dan Bisnis Terapan, Vol. 1 No. 2  

 


