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ABSTRAK 
 

Artikel ini adalah hasil penelitian yang bertujuan mengevaluasi kualitas 
pelayanan sebuah UMKM jasa, Deliv, yang berfokus pada pelayanan pesan antar 
makanan. Penelitian ini menggunakan metode kuantitatif berbasis survei untuk 
mengetahui : (1) pengaruh kualitas pelayanan yang terdiri dari tangibles, 
reliability, responsiveness, assurance, dan empathy terhadap kepuasan pelanggan 
jasa pesan antar makanan dan (2) mengetahui pengaruh dimensi paling dominan 
dari kualitas pelayanan (tangibles, reliability, responsiveness, assurance, dan 
empathy) terhadap kepuasan pelanggan jasa pesan antar makanan. Pengumpulan 
data dengan kuisioner yang dibagikan secara acak kepada 112 responden yang 
memenuhi syarat penelitian, dan kuisioner kembali sebanyak 93 responden. Hasil 
penelitian ini menunjukan bahwa : (1) Terdapat pengaruh positif antara dimensi 
tangibles, reliability, responsiveness, assurance dan empathy terhadap kepuasan 
pelanggan jasa pesan antar makanan, (2) Dimensi tangible merupakan pengaruh 
yang mendominasi kepuasan pelanggan. Penelitian ini berimplikasi bahwa 
perusahaan penyedia jasa pesan antar makanan tersebut perlu mengembangkan 
beberapa aspek guna meningkatkan kualitas pelayanan. 
 

ABSTRACT 
 

This article is the result of research that aim to evaluate the quality of 
SME services, Deliv, specialized on food delivery. This reserach used 
quantitative methods based on survey which aims to determine: (1) the influence 
of the quality of service which consist of tangibles, reliability, responsiveness, 
assurance, and empathy to customer satisfaction services on food delivery, (2) to 
determine which dimension that dominate the influence to service quality 
(tangibles, reliability, responsiveness, assurance, and empathy) to customer 
satisfaction on food delivery. Retrieval of data was taken by randomly distributed 
questionnaires to 112 respondents who fulfil the requirements and 93 
quesionnaires was returned. These results indicate that: (1) There is a positive 
influence between the dimension tangibles, reliability, responsiveness, assurance, 
and empathy to customer satisfaction on food delivery and (6) Tangible 
dimension was the most dominant influence on customer satisfaction. However, 
the result implicates that the enterprise need to improve some aspects that can 
increase the services quality. 
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