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CHAPTER I 

INTRODUCTION 

I.I Background 

In this era of globalization, it cannot be denied that goods, delivery 

services are very much needed, either individually or by organizations/companies. 

Delivery of goods (raw materials, semi-finished  materials, or finished goods) that 

is not on time can cause delays in the delivery of goods. This is what causes 

consumers to be less satisfied with package delivery services. This results in high 

public demand for the services by means of sending goods / packages, thus the 

marketing of goods / package delivery services has also increased. 

Along with the increasing demand of the community for various forms of 

delivery of goods that are light to heavy, the types of delivery of goods / packages 

offered are increasing. In evaluating satisfaction and dissatisfaction with a 

particular company, the determinants used can be a combination of service quality 

dimensions. Service quality will affect the level of customer satisfaction, the 

better the service quality, the  more  satisfied consumers will be. Conversely, the 

worse the quality of services provided, the more dissatisfied consumers are. This 

assessment is based on various studies that have been carried out, especially those 

related to behavior intention. 

Thus the development of the courier service market is caused by various 

factors, according to Zaldy Ilham Masita (President of the Indonesian Logistics 

Association) that there are two factors that have contributed to the large 

development of the logistics services market, namely: The development of the 

Indonesian economy and the continued increase in domestic and foreign trade, and 

the large number of companies that submit their logistics activities to third parties 

or outsourcing (Rahayu, 2014). Another opinion regarding the factors that led to 

the development of the courier service market in Indonesia was stated by.  
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Feriadi Chairperson of the DPP (Central Board) Association of Indonesian 

Express Post and Logistics Shipping Services Companies (Asperindo) that the 

factor that led to the development of the courier service market was the rapidly 

growing e-commerce market and even market share.  Indonesia's e-commerce is 

one of the largest in Asia (Rahman, 2017). 

The courier service market is large  and continues to grow, causing many 

business actors to be interested in entering the courier service business. Based on 

the results of research by the SWA magazine (SWASEMBADA business 

magazine) in 2014, it was found that there were many companies that had 

engaged in courier services and companies that had just entered courier services. 

Based on the research by SWA magazine, it is stated that for courier services And 

companies that had just entered courier services. Based on the research by SWA 

magazine, it is stated that for courier services sent by sea, it involves many 

companies, including: Damco Indonesia, Meratus Line, OOCL ( orient overseas 

countainer line), Tanto Intim Line  and  Temas Line. The market for courier 

services by air (cargo) involves many companies, including: Garuda Cargo 

International and TNT (trinitrotoluena)  (PT Skypak International). 

Market players of courier services through land transportation include: 

APL (other area of use) Logistics, CKB Logistics (providing integrated logistics 

and transportation service solutions according to user needs) and Kamadjaja 

Logistics Courier service market players through land transportation include: 

world Express.  

Meanwhile, courier service market players in the warehousing & 

distribution category involve many companies, including: Ceva Logistics, Linfox 

Logistics and YCH Indonesia (Is One Product Distribution), Cardig Express 

Nusantara, JNE (Nugraha Ekakurir Line), J&T (Jet & Tony stands for none other 

than the name of the company's founders) TIKI (express deposit) (Rahayu, 2014). 

JNE success in becoming the best company in the courier service category has 

inspired other business actors in the same field to use a name that is synonymous 

with the name JNE namely J&T. Although the symbols are different letters, they 

are relatively identical in terms of pronunciation between JNE and J&T. 
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J&T is a courier service company that is relatively new to JNE but based on the 

selection of the company name, it suggests that J&T wants to take advantage  of  

JNE  popularity to succeed in the courier service business.  Based on the 

similarity of pronunciation between JNE and J&T, it can be considered as one of  

J&T business strategies to succeed in the courier service market. However, 

according  to Aryanto (2015) that  many courier services take advantage  of the  

market  in Indonesia, these  companies  compete with each other in service 

quality. For this reason, this research will examine the comparison of service  

quality  between JNE and J&T so that the best references can be found according 

to the consumer ratings of the two companies that have names with relatively the 

same pronunciation.  Measurement of service quality for courier services (logistic 

service) varies. JNE and J&T are expeditions in Indonesia that open branches in 

one Bengkalis district, namely the city of Bengkalis, JNE  Bengkalis was founded 

in 2015 which has 10 (ten) employees while J&T  Bengkalis was founded in 2017 

Have several employees as many as  8 (eight) employees. 

The  package  delivery  service  providers at  JNE and J&T still can't say it 

either because there are still many problems from the two companies.  Such as 

differences in package delivery times, differences in customer service, and 

differences in service areas. According to Gulc's research (2017, p.259) it is 

explained that the measurement of service quality for courier services is based on 

five dimensions, namely: physical evidence of service (tangibles), service 

reliability (reliability), responsiveness of service providers (responsiveness), 

service assurance (assurance), and individual attention to customers (empathy). 

Package delivery service providers at JNE and J&T are still not good 

because there are still many obstacles from the two companies. Such as 

differences in package delivery times, differences in customer service, and 

differences in service areas. Based on Gulch's research (2017, p.259), it is 

explained that the measurement of the quality of courier services is based on five 

dimensions, namely: physical evidence of service (tangibles), service reliability 

(reliability), service responsiveness. the provider (responsiveness), service 

assurance (assurance), and individual attention to customers (emphaty). 
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According to Beniusiene & Petukiene (2012, p. 65), the measurement of 

courier service quality includes the number of errors made from the service 

provided (veracity), proficiency in various things from initial service to final 

service (completeness),  reliability of services provided (reliability),  the ratio of 

the price of services and the level of quality (productivity), the level of damage to 

goods (damage of product), and the flexibility of services provided, for example, 

from delivery schedules (flexibility).   

Therefore, the writer wants to do research. Comparative Analysis Of 

Services Quality Between JNE and J&T In Bengkalis. 

I.2  Problem of the Formulation 

Based on the description of the background stated above, the problems 

identified are as follows: 

1. How is the level of service quality comparison between JNE and J&T 

Bengkalis? 

2. what factors most influence the quality of service between JNE and J&T 

Bengkalis? 

I.3 Research Objectives 

Based on the above problems, this study aims to examine how the 

Comparative how does the comparison of service quality between JNE and J&T 

Bengkalis. 

1. To make a comparison of service quality levels between  JNE and J&T 

Bengkalis. 

2. To find out what factors most influence the service quality of JNE and J&t 

Bengkalis. 

1.4  Benefits of Research 

Research conducted by researchers will provide several benefits and uses 

for various parties, including: 
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1. For JNE and J&T in Bengkalis  

Hopefully the results of this thought will become material for thought in 

building human resources, especially those related to customer satisfaction 

problems with package delivery services. And As literature for JNE and 

J&T. 

2.       For writers and further researchers 
 

It is hoped that this research can provide information to  readers to 

add insight and also as a reference for further research. 

 

I.5  Scope and Limitation of the Problem 

In this study, the researcher only limits a few variables so that the research 

is more focused and in-depth, where the scope of this research is carried out by 

JNE and J&T in Bengkalis and the research subject focuses on customer 

satisfaction with package services, and this research is quantitative research with 

one variable, namely the independent variable (independent variable) is Services 

Quality. 

Respondents in this study also included age, gender, education, and 

occupation. Based on the description above, the research title chosen by the author 

is "Comparative Analysis Of Services Quality Between JNE and J&T In 

Bengkalis”. 

 

I.6 Writing System 

To provide a clear picture of the research undertaken, a writing system is 

compiled which contains information about the material discussed in each 

chapter, namely: 
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CHAPTER 1  :  INTRODUCTION  

Chapter 1 explains the background of the problem, the 

formulation of the problem, the research objectives, the benefits 

of the research, the scope and limitations of the problem, and the 

systematics of writing. 

CHAPTER II  : LITERATURE REVIEW  

In Chapter 2 describes previous research, theoretical basis,    

framework of thought that is used as a guide in the thesis. 

CHAPTERIII   :  METHODOLOGY AND RESEARCH COMPLETION   

PROCESS 

Chapter 3 describes the location, time and object of research, 

types and sources of data, population and samples, sampling 

techniques, data gathering techniques, data processing 

techniques, scale measurement, validity and reliability testing, 

data analysis methods, research hypotheses, research models, 

type of research, concept definition and operational variables, 

research schedule and budget. 

CHAPTERIV :  RESULTS AND DISCUSSION 

At this point, the author explains or outlines the results and 

discusses after the author conducted research based on data 

obtained through questionnaires and interviews, observation and 

case studies. 

CHAPTER V :  CONCLUSION 

At this point the researcher explains the conclusions of the 

results and discussion which is done in a conclusion and 

suggestions as recommendation for improvement on the related 

study in the future. 
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