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CHAPTER I 

INTRODUCTION 

 

1.1 BACKGROUND OF THE STUDY 

In the globalized era, products or services that compete in one 

market become more numerous and various due to market openness. It 

also requires each company to re-strategize. So there is competition 

between companies to be able to meet customer needs and provide 

customer satisfaction to the maximum, because basically the purpose 

of a business is to create a sense of satisfaction to the customer. One 

of the actions to satisfy the consumer is by giving the best service to 

the consumer. 

According to Parasuraman et al in Jahmani (2017, p.521), “the 

relationship of service quality and customer satisfaction is asymmetric 

where the level of satisfaction of a customer based on their perception 

of the service to be received”. Service quality has a close relationship 

with customer satisfaction, thus providing incentives to customers to 

establish strong ties with the company. To know the level of customer 

satisfaction, it is needed to know first the service quality provided a 

company to the customers. Customer satisfaction will arise after a 

person experiences with the quality of experience provided by the 

service provider. Service quality can improve customer satisfaction. In 

this case the tangible attribute of the employee contributes the 

maximum in affecting customer satisfaction. This is because 

interpersonal interaction between consumers and employees can 

increase customer satisfaction. The perceived service quality has been 

based on the difference between the value that customers expect from 

the service. Service quality has a great impact on customer 

satisfaction. Customer satisfaction means comparing whether the 

customer has received what they expected or not, and measured the 
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customer's short-term positive or negative response to the service they 

received. Service quality has a positive and significant effect on 

customer satisfaction. The empathic indicator contributed the most in 

shaping customer satisfaction, but indeed all service quality indicators 

contributed all in satisfying customers. 

That competition was also felt by logistics service providers or 

express delivery. This is due to the increasing demand of logistics 

services users lately. Seeing the existence of business opportunities in 

logistics service providers, the businessman competes to establish a 

company engaged in the field. Basically this company helps 

companies engaged in the producer of goods in serving consumers 

who are far from the company for the achievement of ease and 

satisfaction of the community as a consumer. Considering that the 

society is busy with the daily routine that must be done, so that the 

demand to follow the development, where everything is expected to be 

done quickly, practically and at affordable price especially in doing 

the process of delivery of goods. This is what encourages the 

emergence of companies providing logistics services or express 

delivery. The main benefit of this company is to facilitate the 

community in reaching a place to deliver an item that cannot be 

reached directly by the sender. 

One of the companies is engaged in the delivery service is CV. 

ZC Fast. It is a company that engages in the field of service provider 

or known as a freight forwarder. It located at Jln. Dr. FL.Tobing No. 

107. The company has been getting in the business for more than 10 

years. It provides either airfreight or sea freight. The company 

provides services from 4 countries such as China, Thailand, Malaysia, 

and Singapore either for airfreight or sea freight. CV. ZC Fast also 

provides custom clearance service only in Indonesia. It means 

customer through their shipping agent send goods to Indonesia and 

CV. ZC Fast only does the custom clearance from Sea Port or Airport. 
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The writer discovers that the problems occurred in this 

company are the goods delivered are frequently dealt with lateness, 

some goods are damaged post-delivery which make the customer 

asking for responsibility, and some items could have been lost. These 

problems could let the customer switching to the competitor, thus they 

have to be solved to maintain the customer. 

Based on the explanation above, considering the importance of 

the problem regarding the service quality to customer satisfaction, the 

writer is interested to conduct research with the title: "The Influence 

of Service Quality on Customer Satisfaction at CV ZC Fast in 

Medan”. 

 

1.2 PROBLEM LIMITATION 

Due to writer’s limitation of time, knowledge, and information, 

this research will limit indicators of service quality and customer 

satisfaction. The indicators of service quality are reliability, 

responsiveness, tangible, emphaty and assurance (Jahmani, 2017, 

p.521) and the indicators of customer satisfaction are price, 

information, processing, attitude and integrity. (Chen and Qi, 2016, 

p.202).  

 

1.3 PROBLEM FORMULATION 

 Based on the background study above, the writer can take 

problem formulation as follows : Does the service quality have 

influence on customer satisfaction at CV ZC Fast in Medan? 

 

1.4 OBJECTIVE OF THE RESEARCH 

 The purposes in doing this research are as follows to know 

whether there is the influence of service quality on customer 

satisfaction at CV ZC Fast in Medan. 
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1.5 BENEFIT OF THE RESEARCH 

The benefits from conducting this research are as follows: 

1.5.1 THEORETICAL BENEFIT 

1. This paper can give information and ease the reader to see the 

influence of service quality on customer satisfaction 

2. As for the future researcher with the similar topic, this research 

can be used as a reference 

1.5.2 PRACTICAL BENEFIT 

The writer hopes that this research paper can solve the problem 

occurred in the company and be a guideline for improving their 

service quality to obtain customer satisfaction as expected. As for 

other company with similar problem, this research can provide 

information and knowledge needed.  

 

1.6 SYSTEMS OF WRITING 

The research will consist of five chapters with systems of 

writing as follows: 

Chapter I: INTRODUCTION 

This chapter consists of the background the study, 

problem limitation, problem formulation, objective of the 

research, benefit of the research: theoretical benefit and 

practical benefit, and systems of writing. 

Chapter II: LITERATURE REVIEW AND HYPOTHESIS 

DEVELOPMENT 

This chapter contains about the grand theories and the 

supporting theories that relate to the topic especially 

about service quality and customer satisfaction, previous 

research, hypothesis development of the topic, research 

model to be used, and framework of thinking. 
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Chapter III: RESEARCH METHODOLOGY 

This chapter contains about description of research 

design applied, the quantity of population and sample, 

data collection method to be used, operational variable 

definition and variable measurement, and data analysis 

method to be applied. 

Chapter IV: DATA ANALYSIS AND DISCUSSION 

This chapter is explaining about general view of research 

object, data analyzing of descriptive statistic, result of 

data quality testing, result of hypothesis testing and 

discussion of the data. 

Chapter V: CONCLUSION 

Conclusion of the research, implication of the research 

and giving recommendation about the problem to the 

company. 


