ABSTRACT

This research aims to improve the PT.Thomas Expasdung freight
forwarding by increasing customer satisfaction thitswill put up the
amount of freight forwarding customer. AccordingBT.Thomas Expres
Bandung can increases their revenue without addingew customer. The
proposed variables that have associated with custogatisfaction are
responsiveness, assurance, tangible, empathy biktya corporate image,
and price. In addition, this research also measuhesrelationship between

customer satisfaction and customer loyalty.

Based on the calculation of the value of signif@arand correlation of
several hypotheses, it is known that all the hygsgls are decided to be
accepted. Responsiveness, assurance, tangible, teynpaeliability,
corporate image and prideave a relationship with customer satisfaction. It
also proved that customer satisfaction has a refeghip with customer
loyalty with value correlation 0,242. Reliabilityas high value correlation

with 0,670 and value of significance is 0,000.

Due to formulate the recommendations, it has cotetu@n analysis to

determine improvement priorities based on the posidf certain variables

in the diagram of actual performance and importateel. The sequence
of variables that have the highest improvementrpyido the lowest are

reliability, responsiveness, and price. Recommgada are formulated

based on the complaint, suggestion of customer Hiomas Expres
Bandung and benchmark programs with freight foriragdothers such as
TIKI, JNE and LTH (Elteha). The superior progranfstlus research are

Confirm Customer, Received Data Complement, andceePackage.
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