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SALSABILILAH NAS. 

PROGRAM STUDI LOGISTIK KELAUTAN 

UNIVERSITAS PENDIDIKAN INDONESIA 

“PENGARUH KUALITAS PELAYANAN THIRD-PARTY LOGISTICS 

(3PL) TERHADAP KEPUASAN PELANGGAN (STUDI KASUS PADA  

 PT RECKITT BENCKISER CILEUNGSI MANUFACTURE)” 

ABSTRAK 

PT Reckitt Benckiser Cileungsi Manufacture sebagai sebuah perusahaan 

manufaktur melakukan kerjasama dengan penyedia jasa logistik untuk memenuhi 

kebutuhan rantai pasokannya. Kualitas layanan dari pihak ketiga (3PL) sangat 

berpengaruh pada operasional dan kepuasan pelanggan PT Reckitt Benckiser Cileungsi 

Manufacture sebagai pelanggan. Layanan yang dibutuhkan mencakup penyimpanan 

gudang dan transportasi. Dalam tiga tahun kerjasama beberapa masalah terjadi seperti 

keterlambatan pengiriman, kerusakan material, ketidaksesuaian jumlah, dan 

kekurangan stok pallet. Penelitian ini bertujuan untuk menggambarkan kualitas 

pelayanan 3PL dan kepuasan PT Reckitt Benckiser Cileungsi Manufacture serta 

dampak kualitas layanan 3PL terhadap kepuasan pelanggan. Metode kuantitatif dengan 

pendekatan studi kasus digunakan, dengan 48 responden dipilih melalui teknik random 

sampling dari Departemen Warehouse PT Reckitt Benckiser Cileungsi Manufacture. 

Digunakan kuesioner sebagai instrumen penelitian dimana analisis data dilakukan 

secara deskriptif dan verifikatif. Hasil penelitian menunjukkan adanya pengaruh positif 

dan signifikan antara kualitas layanan 3PL dan kepuasan pelanggan PT Reckitt 

Benckiser Cileungsi Manufacture. Namun, analisis regresi linier sederhana 

menunjukkan bahwa kontribusi kualitas pelayanan 3PL terhadap kepuasan pelanggan 

sebesar 28%.  

 

Kata Kunci: Kualitas Pelayanan, Kepuasan Pelanggan, Third-Party Logistics.  
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SALSABILILAH NAS. 

PROGRAM STUDI LOGISTIK KELAUTAN 

UNIVERSITAS PENDIDIKAN INDONESIA 

“THE INFLUENCE OF THIRD-PARTY LOGISTICS (3PL) SERVICE 

QUALITY ON CUSTOMER SATISFACTION (CASE STUDY ON 

 PT RECKITT BENCKISER CILEUNGSI MANUFACTURE)” 

ABSTRACT 

PT Reckitt Benckiser Cileungsi Manufacture as a manufacturing company 

collaborates with logistics service providers to meet its supply chain needs. The quality 

of service from third parties (3PL) greatly affects the operation and customer 

satisfaction of PT Reckitt Benckiser Cileungsi Manufacture as a customer. The services 

needed include warehouse storage and transportation. In the three years of 

cooperation, several problems occurred such as delivery delays, material damage, 

quantity discrepancies, and shortage of pallet stock. This study aims to describe the 

quality of 3PL services and the satisfaction of PT Reckitt Benckiser Cileungsi 

Manufacture as well as the impact of 3PL service quality on customer satisfaction. A 

quantitative method with a case study approach was used, with 48 respondents selected 

through a random sampling technique from the Warehouse Department of PT Reckitt 

Benckiser Cileungsi Manufacture. Questionnaires are used as research instruments 

where data analysis is carried out descriptively and verifiably. The results of the study 

show that there is a positive and significant influence between the quality of 3PL 

services and customer satisfaction of PT Reckitt Benckiser Cileungsi Manufacture. 

However, a simple linear regression analysis shows that the contribution of 3PL service 

quality to customer satisfaction is 28%. 

 

Keywords: Service Quality, Customer Satisfaction, Third-Party Logistics.  
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