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Abstract: The purpose of this study was to determine the cost emphasis, the flow of distribution
of goods, and the strategies used for customer satisfaction by meeting customer expectations.
The population of this study was users of shipping services, with a sample size of 150
respondents. They are using quantitative methods with non-probability sampling techniques.
Data collection was carried out through distributing questionnaires. The results of this study
indicate that (1) Information Technology has a positive and insignificant effect on customer
satisfaction. (2) The tracking system has a significant effect on customer satisfaction. (3)
Timeliness has a significant and positive effect on customer satisfaction.
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INTRODUCTION

In the era of globalization and increasing online commerce, efficiency in the distribution
of goods is the key to success for logistics companies. In the process of distributing goods, good
planning is needed. The main objective of goods delivery planning is how company
management can optimize the number of resources owned. The development of information
technology, such as computer technology and digitalization, has driven several economic
sectors, such as industry, production, and services. Many companies have adopted these
technological developments. This aims to improve performance and compete with other
companies (Gelul et al., 2022)

The tracking system is an optimization of the network of goods or services in the company
with the aim of answering the needs and desires of consumers (Kurniasih, 2022). With this
tracking system, companies can track and monitor the movement of goods while they are in the
process of being delivered (Uyainah, 2023). With the tracking system in the delivery of goods,
consumers can also monitor and know the position of the goods they ordered. According to the
results of research from (Maslikhan et al., 2020), there is an effect of the online tracking system
on customer satisfaction.
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The proper delivery strategy for consumers can improve company performance. In
addition, Timeliness in the delivery process is an important factor in measuring consumer
loyalty and satisfaction with the company (Somadi, 2020). However, related to Timeliness in
the process of shipping goods, it cannot always be achieved as planned because there are several
factors that can affect delays in the process of shipping goods. According to John's analysis,
delays in shipping goods are caused by too much work, errors in writing the destination address,
not getting information related to daily stock in the warehouse, and the accumulation of
documents in the workspace (Marsello et al., 2023).

Correlation between consumers and service providers is not uncommon, and many
problems arise during the process of shipping goods, ranging from lost goods to delays in
getting goods to their destination. If this always happens, consumers will feel disadvantaged
because consumers have paid shipping costs (postage) to the goods delivery service so that the
goods arrive precisely and perfectly (Musyafah et al., 2018). According to Rudnicki, Timeliness
is a standard that must be set in a company where means of transport, such as time to arrive,
depart, or pass at the right point at the right time (Pangudi & Yuniati, 2018). Therefore, logistics
companies must be able to develop and improve service systems such as public services and
delivery of goods. This is uselful to gelt a positivel relsponsel from thel community and not
makel thel company namel wrong (Saputra, 2019)

Thel Top Brand Indelx shows how shipping companiels elvaluateld thelir selrvicel quality
in thel last threlel yelars, from 2019 to 2021. In 2019, JNEL relacheld a pelrcelntagel of 26.4%,
whilel J&T relacheld 20.3%, TIKI relacheld 12.6%, and Pos Indonelsia relacheld 5.4%.
Howelvelr, in 2020, thel pelrcelntagel growth was not too striking, whelrel JNEL relacheld
27.3%, J&T relacheld 21.3%, TIKI relacheld 10.8%, and Pos Indonelsia relacheld 7.7%. In
2021, thelrel was a morel significant increlasel, elspelcially in J&T with 33.4%, followeld by
JNEL with 28.0%, TIKI with 11.2%, and Pos Indonelsia with 8.5%. (This information can bel
vielweld on thel welbsitel www.topbrand-award.com.)

Data on thel Frelquelncy of Problelmatic ELxprelss Postal Shipmelnts in 2022 from
January to Novelmbelr arel as follows:

January Pos ELxprelss has a total of 392961 shipmelnts and 14897 problelm shipmelnts,
Felbruary total shipmelnts 318710 and problelm shipmelnts 19262, March total shipmelnts
430501 and problelm shipmelnts 16652, April total shipmelnts 373572 and problelm
shipmelnts 17391, May total shipmelnts 282709 and problelm shipmelnts 9200, in Junel total
shipmelnts 409316 and problelm shipmelnts 8105, in July total shipmelnts 359991 and
problelm shipmelnts 7912, in August total shipmelnts 387606 and problelm shipmelnts 7982,
in Selptelmbelr total shipmelnts 390408 and problelm shipmelnts 8440, in Octobelr total
shipmelnts 366720 and problelm shipmelnts 8223, in Novelmbelr total shipmelnts 384997 and
problelm shipmelnts 8667. So total ELxprelss Post shipmelnts during thel pelriod relacheld
4097491, and problelm shipmelnts relacheld 126731. Sourcel: Agus Komarudin (Assistant elt
al. of PT Pos Indonelsia), 2022.

Thelrelforel, thel author is intelrelsteld in taking this relselarch baseld on thel delscription
of thel phelnomelnon, and thel diffelrelntiation of thel relsults of prelvious relselarch opelns
opportunitiels for thel author to relselarch furthelr.

According to thel relselarch relsults from (Maslikhan elt al., 2020), thelrel is a significant
influelncel beltweleln thel onlinel tracking systelm and customelr satisfaction, and thelrel is
significant

influelncel beltweleln thel onlinel tracking systelm and Timellinelss, whilel thel
relselarch relsults from (Mawarni & Adi, 2022) statel that thel onlinel tracking systelm has no
elffelct on customelr satisfaction.
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Litelraturel Relvielw
1. Customelr Satisfaction

According to (Kania Nisa Fauziah elt al., 2022), it is a consumelr relsponsel or relaction
to thel company for thel actual pelrformancel beling donel. Melanwhilel, according to (Sakti &
Mahfudz, 2018), Customelr Satisfaction is an elmotional relsponsel to thel elvaluation of a
consumelr elxpelrielncel with companiels or products and selrvicels. Customelr satisfaction is
an elvaluation of thel company to its customelrs so that thel company knows whelthelr
customelr elxpelctations havel beleln melt. This is a significant factor in any businelss
organization's succelss with products or selrvicels to offelr or selll. Customelr satisfaction is
ofteln melasureld through survelys or relvielw forms and can bel influelnceld by factors such
as product quality, customelr selrvicel, and pricel (MaminiainaAimelel, 2019). According to
customer satisfaction is the level of positive or negative emotional feelings or responses of the
Company's management towards the overall service experience for the products provided by
the Company. Customer satisfaction is an expression felt by the clients after using either
products or services This feeling is more about whether it is a pleasure or displeasure with the
commodity. ' According to ' Defined as an assessment made based on each service meeting or
the customer feels satisfied based on each experience. Someone feels pleasure or
disappointment from the results of comparing products according to their expectations.

2. Information Telchnology

According to (SILALAHI, 2019), Information telchnology is a fielld rellateld to using
telchnology to procelss, transmit, and storel information. Information telchnology has thel
principlels of elfficielncy, elffelctivelnelss, and flelxibility to facilitatel and assist human
activitiels. In thel frelight forwarding industry, managelmelnt information telchnology
applications can hellp companiels improvel thel quality of dellivelry selrvicels and gelnelratel
pelrformancel relports to hellp managelmelnt undelrstand problelms and makel belttelr
delcisions (Trisno elt al., 2022). Thel softwarel can bel softwarel or a welbsitel whelrel thel
welbsitel contains prelcisel information about thel company. Tools in technology can bel
delvicels, both hardwarel and softwarel. Hardwarel includels machinels, mobilel phonels, and
computelrs.

In comparison, softwarel can bel softwarel or a welbsitel whelrel thel welbsitel contains
prelcisel information about thel company. (Aziz, 1011) telchnology can also influelncel
consumelrs, such as a selnsel of trust and consumelr satisfaction with thel company. (ELviani
& Hidayat, 2021) Thus, telchnology makels it elasielr for companiels to achielvel thelir goals
(ELni, 1967).

HI1: Thel ELffelct of Telchnology Has a Significant ELffelct on Customelr Satisfaction.
3. Tracking Systelm

According to (Sawid & Wigand, 2009) delfinels thel tracking systelm as onel of thel
selrvicels provideld by thel company to customelrs using intelrnelt meldia, namelly thel
welbsitel. Tracking systelms can hellp consumelrs to providel convelnielncel in finding and
tracking information rellateld to thel goods or documelnts thely ordelreld, both goods that havel
beleln relceliveld or goods that arel still in thel shipping procelss (Mawarni and Adi 2022).
Relselarch relsults from (Maslikhan, Basalamah, and Athia 2020) found a significant
influelncel beltweleln onlinel tracking systelms and customelr satisfaction lelvells in thel
contelxt of thel frelight forwarding industry. This indicatels that thel elffelctivel usel of onlinel
tracking systelm telchnology can affelct customelrs' positivel pelrcelptions of dellivelry
selrvicels. In addition, thel relselarch findings also statel that thelrel is a significant rellationship
beltweleln thel tracking systelm and thel lelvell of timellinelss in dellivelry. In othelr words,
thel implelmelntation of an elfficielnt tracking systelm can improvel thel accuracy of
dellivelring goods on timel to customelrs. This is important in maintaining thel company's
relputation, as on-timel dellivelry is an important factor in melelting customelr elxpelctations
and building trust. According to research ¥ the tracking system is an activity to monitor the
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whereabouts of a vehicle based on the position obtained from the tracking device. In this
system, the tool used is an active tracking tool, which means companies or consumers can
immediately see the position of vehicles that are being delivered or picked up.

H2: It is suspelcteld that thel onlinel tracking systelm significantly affelcts customelr
satisfaction.
4. Timeliness of Dellivelry

Rudnicki (1997) (Pangudi & Yuniati, 2018) delfinel Timellinelss as a preldeltelrmineld

standard by which melans of transport arrivel, delpart, or pass at a preldeltelrmineld point and
a preldeltelrmineld timel. According to (Manzano elt al., 2018), On-Timel Dellivelry (OTD)
relfelrs to thel timelly dellivelry of products or selrvicels as promiseld or elxpelcteld. In
softwarel delvellopmelnt, on-timel dellivelry is a critical succelss factor for rapid softwarel
delvellopmelnt projelcts. Timellinelss of dellivelry is critical in thel procelss of shipping goods.
Dellivelry timel increlasels customelr satisfaction (Sakti & Mahfudz, 2018). Fast and prelcisel
timel during thel dellivelry procelss can havel a positivel influelncel on customelr satisfaction
(Pangudi & Yuniati, 2018). Timeliness of delivery is the accuracy of the product delivery
ordered by the customer until the product reaches the customer with an estimated time that has
been arranged ¥

H3: It is suspelcteld that Timellinelss affelcts customelr satisfaction.
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Figure 1. Relselarch Model

METHOD

Thel melthod useld in writing this relselarch is quantitativel, which melans data
collelction telchniquels using prelvious relselarch relsults and distributing quelstionnairels.
This relselarch collelcts information and data as support in quantitativel melthods (Sari elt al.,
2023).

As for data analysis using SmartPLS statistical softwarel, this aims to connelct beltweleln
variablels. Thelrel arel selvelral advantagels of SmartPLS. Thel SmartPLS approach is
considelreld influelntial belcausel it is not baseld on selvelral assumptions, and thel numbelr of
samplels relquireld in thel analysis is rellativelly small. Morelovelr, thelrel arel also
disadvantagels to SmartPLS: SmartPLS can only relad data from ELxcell in CSV form
(Harahap, 2018).

Sampling technique is a technique to determine the sample that will be used as a source
of actual data by taking into account the characteristics and distribution of the population in
order to obtain a representative sample. The sampling technique used is nonprobability
sampling technique.In this study, the sample size was 150 respondents.
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RESULTS AND DISCUSSION

Validity Telsting

Telsts supporteld by SmartPLS 4.0 providel thel following relsults:
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Sourcel: procelsseld by relselarchelrs using (SmartPLS 4)
Figure 2. Validation Test

Thel figurel abovel clelarly illustratels that all indicators in this study havel a loading
valuel grelatelr than 0.70, which indicatels that all of thelm melelt thel convelrgelnt validity
critelria. In this contelxt, a loading valuel abovel 0.70 is considelreld a sign that thel indicators
havel melt thel preldeltelrmineld convelrgelnt validity relquirelmelnts. Convelrselly, if thelrel

arel indicators with a

loading valuel of lelss than 0.70, this indicatels that thelsel indicators

havel not melt thel elstablisheld convelrgelnt validity standards.

Thel importancel of elnsuring that all indicators fulfil convelrgelnt validity is an important
stelp in data analysis, as this elnsurels that thel melasureld constructs elffelctivelly relflelct thel
variability prelselnt in thel data and can bel trusteld in delscribing thel rellationship beltweleln
thel variablels beling studield.

Tabel 1. Validity Telst Table

Variablel Customelr Timellinelss Onlinel Tracking Information Relsults
Satisfaction (Y) (X3) Systelm (X2) Telchnology (X1)

Customelr Satisfaction 1 0.773 Valid
Customelr Satisfaction 2 0.773 Valid
Customelr Satisfaction 3 0.771 Valid
Customelr Satisfaction 4 0.798 Valid
Timellinelss 1 0.785 Valid
Timellinelss 2 0.862 Valid
Timellinelss 3 0.815 Valid
Timellinelss 4 0.840 Valid
Onlinel Tracking Systelm 1 0.824 Valid
Onlinel Tracking Systelm 2 0.791 Valid
Onlinel Tracking Systelm 3 0.795 Valid
Onlinel Tracking Systelm 4 0.759 Valid
Information Telchnology 1 0.766 Valid
Information Telchnology 2 0.832 Valid
Information Telchnology 3 0.861 Valid
Information Telchnology 4 0.719 Valid

Sourcel: procelsseld by relselarchelrs using (SmartPLS 4)
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Thel purposel of convelrgelnt validity is to elstablish thel validity of elach indicator.
Convelrgelnt validity critelria arel selt at thel outelr loading valuel> 0.7, communality> 0.5, and
Avelragel Variancel ELxtracteld (AVEL)> 0.5. Baseld on thel figurel abovel, all indicators in
this study havel a loading factor valuel grelatelr than 0.60, which indicatels that thel
Convelrgelnt Validity relquirelmelnts havel beleln melt. In this study, thel minimum
accelptablel loading factor limit valuel is 0.5, provideld that thel avelragel valuel of elxtracteld
variancel (AVEL) for elach construct has a valuel of more than 0.5. (Irwan & Adam, 2015)

Relliability Telsting
Tabel 2. Construct Reliability Test Results
Variablel Cronbach’a alpha L i ah el Relsult
Relliability  ELxtracteld (AVEL)
Information Telchnology (X1) 0.807 0.860 0.634 Relliablel
Onlinel Tracking Systelm (X2) 0.803 0.895 0.629 Relliablel
Timellinelss (X3) 0.845 0.871 0.682 Relliablel
Customelr Satisfaction (Y) 0.784 0.873 0.607 Relliablel

Sourcel: procelsseld by relselarchelrs using (SmartPLS 4)

According to Journal (Intan ELviani, n.d.), Relliability Telst has an important rolel in
melasuring thel lelvell of stability and consistelncy of relspondelnts in answelring quelstions
rellateld to statelmelnt constructs, which arel dimelnsions of a variablel and arel arrangeld in
thel form of a quelstionnairel.

Relliability telst is useld as a tool to asselss thel elxtelnt to which thel quelstionnairel is
relliablel as an indicator of thel variablel beling studield. Thel quelstionnairel is considelreld
relliablel if thel answelrs or statelmelnts containeld in it arel consistelnt and stablel, so that it
can bel considelreld an accuratel tool for melasuring thel variablel in quelstion. Thel gelnelral
critelrion for considelring a variablel as relliablel is if its Cronbach's Alpha valuel elxcelelds
0.60, indicating that thel variablel has an adelquatel lelvell of relliability.

Thus, thel Relliability Telst is an important stelp in relselarch to elnsurel that thel
quelstionnairel useld is relliablel in melasuring thel variablels undelr study, and a highelr
Cronbach's Alpha valuel indicatels a grelatelr lelvell of relliability in thel relselarch relsults.

Modell fit telst
Tabel 3. Modell Fit Telst
R Squarel R Squarel Adjusteld Relsult
Customelr Satisfaction 0.568 0.559 Modelratel Meldium

Thel asselssmelnt of thel lelvell of rellationship strelngth using thel R-Squareld valuel is
as follows: 0.75 is considelreld strong, 0.50 is considelreld modelratel, and 0.25 is considelreld
welak. In thel contelxt of thel R-valuel of thel variablel, thel preldictivel rellelvancel of Q can
bel idelntifield baseld on thel valuels listeld in thel relfelrelncel tablel.

Baseld on thel valuels in thel tablel, it can bel concludeld that thel relsults relgarding
Customelr Satisfaction havel an R valuel of 0.5 or elquivalelnt to 53%. This indicatels that thel
lelvell of rellationship valuel beltweleln Customelr Satisfaction and othelr variablels is
meldium. This melans that thel preldiction of variablel Q has a modelratel lelvell of rellelvancel,
which may indicatel that thelrel arel othelr factors that also affelct variablel Q, apart from
Customelr Satisfaction.
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Variablel Fit Telst
Tabel 4. Figurel Path Coelfficielnts and T-valuels
Path Original Samplel (O) T Statistik P Valuels Relsult

Timellinelss (X3) -> Customelr Satisfaction 0.494 4.323 0.000 Accelpteld
Onlinel Tracking Systelm (X2) -> Customelr 0.279 2.925 0.003 Accelpteld
Satisfaction

Information Telchnology (X1) -> Customelr 0.056 0.710 0.478 Reljelcteld
Satisfaction

In thel hypothelsis telsting procelss in this study, thel statistical T valuel and thel T tablel
arel useld. Thel hypothelsis is considelreld accelpteld if thel statistical T valuel obtaineld is
grelatelr than thel valuel containeld in thel T tablel.

In thel casel of Timellinelss, thel coelfficielnt valuel of 0.494 has a T statistic grelatelr
than 4.323, which elxcelelds thel T tablel valuel of 1.96, with a significancel valuel (valuel) of
0.000, which is clelarly smallelr than thel significancel threlshold valuel of 0.005. Thus, thel
hypothelsis linking Timellinelss is accelpteld.

Whilel on thel Onlinel Tracking Systelm variablel, thel coelfficielnt valuel of 0.279 has
a T statistic grelatelr than 2.925, which also elxcelelds thel T tablel valuel of 1.96, with a
significancel valuel (valuel) of 0.003, which although smallelr than 0.005, is still within thel
accelptablel lelvell of significancel. Thelrelforel, thel hypothelsis rellateld to thel Onlinel
Tracking Systelm is also accelpteld.

Howelvelr, on thel Information Telchnology variablel, thel coelfficielnt valuel of 0.056
has a T statistic smallelr than 1.96, and thel significancel valuel (valuel) of 0.478 is grelatelr
than 0.005. Thus, thel hypothelsis rellating to Information Telchnology is reljelcteld.

Ovelrall, thelsel hypothelsis telsting relsults strelngtheln thel undelrstanding of thel
rellationship beltweleln thel variablels in this study, with somel of thelm accelpteld and onel
reljelcteld.

Thel ELffelct of Information Telchnology on Customelr Satisfaction

Thel relsults of this study show that it can bel stateld that thelrel is no significant
influelncel beltweleln Information Telchnology on customelr satisfaction, but thelrel is a
positivel influelncel beltweleln Information Telchnology on Customelr Satisfaction. Thel
relsults of this relselarch beltweleln Information Telchnology and Customelr Satisfaction of
0.056 havel a T statistic that is smallelr than 1.96, and a significancel valuel (valuel) of 0.478
grelatelr than 0.005. It can bel intelrprelteld that thel relsults arel insignificant but positivel
beltweleln Information Telchnology and customelr satisfaction. Thel rellationship beltweleln
Information Telchnology and Customelr Satisfaction is delclareld insignificant belcausel thel T
statistic is smallelr than thel T tablel.

Thel ELffelct of Onlinel Tracking Systelm on Customelr Satisfaction

Thel relsults of this study indicatel that thelrel can bel a significant influelncel
beltweleln thel Onlinel Tracking Systelm on Customelr Satisfaction. Thel elffelct beltweleln
thel Tracking Systelm on Customelr Satisfaction of 0.279 has a T statistic grelatelr than 2.925,
which also elxcelelds thel T tablel valuel of 1.96, with a significancel valuel (valuel) of 0.003,
which is smallelr than 0.005. It can bel intelrprelteld that thel rellationship beltweleln thel
Onlinel Tracking Systelm and Customelr Satisfaction has a significant elffelct.

Thel ELffelct of Timellinelss on Customelr Satisfaction

Thel relsults of this study indicatel that it can bel stateld that thelrel is a significant
influelncel beltweleln Timellinelss on Customelr Satisfaction. Thel elffelct beltweleln
Punctuality on Satisfaction of 0.494 has a T statistic grelatelr than 4.323, which elxcelelds thel
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T tablel valuel of 1.96, with a significancel valuel (valuel) of 0.000, which is clelarly smallelr
than thel significancel threlshold valuel of 0.005. It can bel intelrprelteld that thel rellationship
beltweleln Timellinelss and Customelr Satisfaction has a significant elffelct.

CONCLUSION

From thel data that has beleln analyzeld and thel discussion in thel prelvious chaptelr
relgarding thel Application of Information Telchnology, Onlinel Tracking Systelms, and
Timellinelss to Customelr Satisfaction at Dellivelry Selrvicel Companiels, thel following
conclusions can bel drawn:

1. Thelrel is a Significant and Positivel influelncel beltweleln Punctuality and Customelr
Satisfaction of 0.494, tablel T statistics grelatelr than 4.323 than 1.96 and valuel 0.000
<0.005 theln delclareld accelpteld.

2. Thelrel is a Significant and Positivel Influelncel beltweleln Onlinel Tracking Systelm and
Customelr Satisfaction amounting to 0.279, tablel T statistics grelatelr than 2.925 grelatelr
than 1.96, and valuel 0.003<0.005 theln delclareld accelpteld.

Thelrel is a Positivel but Insignificant ELffelct beltweleln Information Telchnology and
Customelr Satisfaction of 0.056, morel diminutivel than 1.96 and a valuel of 0.478> 0.005, so
it is reljelcteld. Information Telchnology is delclareld insignificant belcausel thel T statistic is
smallelr than thel T tablel. This is because sometimes when using information technology
system errors occur which make customers less satisfied with information technology.
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