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ABSTRAK

Penelitian tertulistujuan untuk: (1) Mengkaji pengaruh inovasi layanan terhadap kepuasan
pelanggan PT Cipta Sarana Transportindo; dan (2) Mengkaji pengaruh kepuasan pelanggan
terhadap loyalitas pelanggan PT Cipta Sarana Transportindo. (3) mengetahui pengaruh inovasi
layanan terhadap loyalitas pelanggan PT Cipta Sarana Transportindo. Penelitian dengan
pendekatan kuantitatif yakni jenis penelitian digunakan. Populasi penelitian tertulisyakni seluruh
PT Cipta Sarana Transportindo. Penentuan sampel dalam penelitian tertulis menggunakan sensus
sampel sehingga diperoleh total sampel sejumlah 79 sampel dari pelanggan. Metode analisis data
dalam penelitian tertulisyaknidengan uji validitas, reliabilitas, analisis jalur, uji pengaruh mediasi,
dan alat analisis SPSS. Hasil penelitian memperlihatkan (1) Inovasi Layanan adanya pengaruh
signifikan terhadap Kualitas Layanan. Inovasi layanan berupa GPS yang lebih baik dapat
meningkatkan kualitas layanan. (2) Inovasi Layanan tidak adanya pengaruh signifikan pada
Loyalitas Pelanggan. Layanan real time 24 jam yakni fitur wajib dalam perusahaan ekspedisi
sehingga tidak meningkatkan loyalitas pelanggan. (3) Kualitas Pelayanan adanya pengaruh
signifikan terhadap Loyalitas Pelanggan. Pelayanan yang diberikan tidak berbeda pada seluruh
anggota PT. Cipta Sarana Transportindo.

Kata Kunci : Inovasi Layanan, Kualitas Layanan, Loyalitas Pelanggan.
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ABSTRACT

The purpose of the written research is to: (1) Study the influence of service innovation on customer
satisfaction at PT Cipta Sarana Transportindo; and (2) Study the influence of customer
satisfaction on customer loyalty at PT Cipta Sarana Transportindo. (3) determine the influence of
service innovation on customer loyalty at PT Cipta Sarana Transportindo. Research with a
quantitative approach, namely the type of research used. The population of the written research is
all of PT Cipta Sarana Transportindo. Determination of samples in written research using a
sample census so that a total sample of 79 samples from customers is obtained. The data analysis
method in written research is by testing validity, reliability, path analysis, mediation effect test,
and SPSS analysis tools. The results of the study show (1) Service Innovation has a significant
influence on Service Quality. Service innovation in the form of better GPS can improve service
quality. (2) Service Innovation has no significant influence on Customer Loyalty. 24-hour real-
time service is a mandatory feature in expedition companies so it does not increase customer
loyalty. (3) Service Quality has a significant influence on Customer Loyalty. The services provided
are no different for all members of PT. Cipta Sarana Transportindo.

Keywords : Service Innovation, Service Quality, Customer Loyalty.
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