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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui: (1) Pengaruh kepercayaan 

terhadap kepuasan pelanggan Jasa Pengiriman PT. AWR Cargo Express di Kota 

Padang (2) Pengaruh kualitas pelayanan terhadap kepuasan pelanggan Jasa 

Pengiriman PT. AWR Cargo Express di Kota Padang. Teknik penarikan sampel 

dengan menggunakan metode snowball sampling, dengan jumlah sampel yang 

digunakan adalah 60 orang responden. Teknik analisa data yang digunakan 

untuk menguji hipotesis adalah regresi linear berganda. 

Hasil penelitian menemukan bahwa: (1) Kepercayaan berpengaruh positif 

dan signifikan terhadap kepuasan pelanggan Jasa Pengiriman PT. AWR Cargo 

Express di Kota Padang. (2) Kualitas pelayanan berpengaruh positif dan 

signifikan terhadap kepuasan pelanggan Jasa Pengiriman PT. AWR Cargo 

Express di Kota Padang.  

Kata kunci : Kepercayaan, Kualitas Pelayanan, Kepuasan Pelanggan 
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ABSTRACT 

 

 This study aims to find out: (1) The effect of trust in customer 

satisfaction Shipping Services PT. AWR Cargo Express in Padang City (2) Effect 

of service quality on customer satisfaction Shipping Services PT. AWR Cargo 

Express in Padang City. The sampling technique using the snowball sampling 

method, with the number of samples used was 60 respondents. The data analysis 

technique used to test the hypothesis is multiple linear regression. 

 The results of the study found that: (1) Trust has a positive and 

significant effect on customer satisfaction Shipping Services PT. AWR Cargo 

Express in Padang City. (2) Service quality has a positive and significant effect on 

customer satisfaction Shipping Services PT. AWR Cargo Express in Padang City. 

Keywords: Trust, Service Quality, Customer Satisfaction 
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