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MOTTO 
“Pendidikan mempunyai akar yang pahit, 

tapi buahnya manis.” 

Aristoteles 
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Persembahan 

 
 

“Saya persembahkan karya tulis yang tidak sempurna 
ini untuk diri saya, dan ibu saya. Sebuah capaian yang 

luar biasa, sudah bisa mencapai titik ini.” 
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ABSTRAK 

Pengiriman barang semakin berkembang pesat, akibat tinggi nya minat masyarakat 
terhadap kegiatan berbelanja online. Dengan kondisi pandemi saat ini, minat 
tersebut tentu semakin meningkat. Wahana hadir sebagai penyedia layanan 
pengiriman barang ke seluruh Indonesia dengan mengedepankan motto Hemat, 
Cepat, Bersahabat. Apakah Wahana dengan harga yang lebih murah daripada para 
pesaing nya mampu memberikan pelayanan terbaik kepada para pelanggan nya? 
Dalam hal melayani, Wahana perlu memiliki Sumber Daya Manusia yang terampil, 
ramah, dan pasti nya cerdas. Hal inilah yang perlu dimiliki oleh perusahaan jasa 
pengiriman barang seperti Wahana. Ditemukan ada nya keluhan dari para 
pelanggan terkait kualitas pelayanan dari Wahana. Pada penelitian ini, terdapat lima 
dimensi penilaian untuk kualitas pelayanan Wahana yaitu Tangibility,  Emphaty, 
Reliability, Responsiveness, dan Assurance. Pada penelitian ini terdapat 63 
responden yang juga adalah para pengguna Jasa pengiriman barang Wahana. 
Penelitian ini menggunakan jenis analisis kuantitatif deskriptif. Penelitian ini 
menggunakan metode penelitian berupa Importance Performance Analysis (IPA) 
dan Customer Journey Maps yang menilai dan juga mengukur sejauh mana 
ekspektasi dan persepi dari pelanggan. Selanjutnya, penelitian ini menunjukan hasil 
bahwa Tangibility, Emphaty, Reliability, Responsiveness, dan Assurance sudah 
sangat baik. Namun, ada indikator pada dimensi Reliability yang masih perlu 
ditingkatkan lagi oleh perusahaan Wahana, sehingga Wahana perlu meningkatkan 
lagi kualitas Sumber Daya Manusia nya. Bisa dengan mengadakan training atau 
briefing sebelum memulai kerja. Agar kedepan nya Wahana bisa lebih baik lagi 
dalam melayani pelanggan nya dan memenuhi persepsi pelanggan.  

Kata Kunci: Kualitas Pelayanan, Pengiriman Barang, Importance 
Performance Analysis, Customer Journey Maps. 
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ABSTRACT 

Delivery of goods is growing rapidly, due to the high public interest in online 
shopping activities. With the current pandemic conditions, this interest is certainly 
increasing. Wahana is here as a provider of goods delivery services throughout 
Indonesia by prioritizing the motto of Efficient, Fast, Friendly. Is Wahana with a 
lower price than its competitors able to provide the best service to its customers? 
In terms of serving, Wahana needs to have skilled, friendly, and definitely intelligent 
Human Resources. This is what a freight forwarder like Wahana needs to have. It 
was found that there were complaints from customers regarding the quality of 
service from Wahana. In this study, there are five dimensions of assessment for 
Wahana's service quality, namely Tangibility, Empathy, Reliability, 
Responsiveness, and Assurance. In this study, there were 63 respondents who were 
also users of Wahana's freight forwarding services. This research uses descriptive 
quantitative analysis. This study uses research methods in the form of Importance 
Performance Analysis (IPA) and Customer Journey Maps which assess and also 
measure the extent of expectations and perceptions of customers. Furthermore, this 
study shows the results that Tangibility, Empathy, Reliability, Responsiveness, and 
Assurance are very good. However, there are indicators on the Reliability 
dimension that still need to be improved by Wahana's company, so Wahana needs 
to improve the quality of its Human Resources. It could be by holding training or 
briefing before starting work. So that in the future Wahana can be even better in 
serving its customers and meeting customer perceptions. 

Keywords: Service Quality, Goods Delivery, Importance Performance Analysis, 
Customer Journey Maps. 
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