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ABSTRACT
This study aims to determine and analyze the effect of innovation, service quality and people on official visitor
satisfaction at the Banyuwangi Regional Government Lounge. The population in this study were official guests
who visited the loune of the Banyuwangi Regency Government, amounting to 6,923 people. Determination of
the number of samples using the Slovin formula so as to obtain the number of respondents as many as 100
visitors. To measure the measuring instrument in the form of a questionnaire, the validity test and data reliability
test were used. Research data were analyzed using SEM with Warp-PLS. The results of the tests carried out in
the study showed that the innovation variable had a significant effect on visitor satisfaction. The service quality
variable has a significant effect on visitor satisfaction. The people variable has a significant effect on visitor
satisfaction at the Banyuwangi Regional Government Lounge.
Keywords: innovation; service quality; people; visitor satisfaction; Lounge.

INTRODUCTION

One of the Government's policies as outlined in the Presidential Instruction Number 3 of 2003
concerning the development of electronic government is aimed at encouraging and realizing fast, precise, and
accurate information in lhca:vcl()pmcnt of electronic government. This development is ag:r supported by the
instruction of the President of the Republic of Indonesia Number 3 of 2003, dated June 9, 2003 concerning the
National Policy and Strategy for the Development of electronic government. Internet-based electronic
government is an advancement in public sector services. Basically, electronic govemment applications are a
basic need for today's society, so that people can easily get information that is fast, accurate and affordable. In
the context of public sector service innovation, it can change the quality of services in the public sector. The
problem of public services today must be services that can be accessed by all people. People who can access
public services easily will be satisfied with the existing public service offerings. Public services are currently still
provided by the government, both central and local governments. Regarding public services organized by the
government, employees who provide these public services mu sae able to provide satisfaction to the community.

According to (Kotler & Keller, 2016), satisfaction is a person's feelings of pleasure or disappointment
that arise after comparing the performance of the product thought to the expected performance. Meanwhile,
according to (Lovelock & Wright, 2012), consumer satisfaction is an emotional state, their post-purchase
reaction can be anger, irritation, dissatisfaction, excitement or pleasure. A person's feelings related to the
products and services provided if expectations exceed product performance then consumers will feel satisfied
(Qomariah, 2016). For every organization engaged in services, the thing that needs attention is the problem of
satisfaction felt by consumers. Many factors can increase customer satisfaction. Innovation in the field of
services organized by the government can also be categorized as one of the factors that can increase the
satisfaction of the public using public facilities. The quality of services provided by the government can also
increase people's satisfaction. In addition, people or staff who provide services can also increase community
satisfaction.

Innovation is the ability to provide new value to the community or interested parties (Makmur, 2015).
Innovation is more than creating and launching new products. Innovations can be in the form of services, such as
search engines or price comparison systems on the internet, ideas such as the earth orbiting the sun or humans
evolving from apes, ideologies such as democracy, capitalism and communism (Dhewanto et al., 2014). Social
includes Public health, welfare, new types of sports, processes such as total quality management or new teaching
methods, as well as business strategies such as launching a company or joining another (Indradewa et al., 2015).
Every organization that provides services or produces a product is required to innovate on the services and
products it produces. If the organization does not innovate on its products and services, customers will switch to
services or products from other companies. By innovating, there will be new variations related to the services or
products produced so that there is satisfaction for consumers. Research on product innovation and customer
satisfaction has been done by many previous researchers. Research conducted by (Sukarmen et al., 2013),
(Muslichati & Wartini, 2015), (Ghani & Brahmanto, 2015), (Antanegoro et al., 2017), (Aditi & Hermansur,
2018), (Rahman, 2019), (Woor & Meliana, 2019), (Putra P & Kusumadewi, 2019), (Fillayata & Mukaram,
2020), (Fadhli et al., 2021) states that product innovation can increase customer satisfaction.
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The quality of services provided by service providers must meet the criteria that have been proposed by
(Parasuraman et al., 1985), which is related to the service quality approach with the SERVQUAL method
(Service quality) with five SERVQUAL dimensions, namely tangibles, empathy, reliability, responsiveness, and
assurance. According to (Kotler, 2019), service quality is the ability of service companies to retain their
customers. That is, according to them, customer retention is the best measure of service quality. Good service
quality is service quality that can provide satisfaction to service users. Therefore, the service pmvide&uusl
always provide the best quality service that has ever been owned so that customers feel satisfied. Research on the
relationship between service quality and customer satisfaction has been widely carried out, with some supporting
and refusing. Research which states that service quality can increase satisfaction is carried out by: (Saidani &
Arifin, 2012), (Shanka, 2012), (Saputra, 2013), (Mardikawati & Farida, 2013),(Amin & Nasharuddin, 2013),
(Samal & Pradhan, 2014), (Shi et al., 2014), (Hasniaty, 2015), (Aliman & Mohamad, 2016), (Djanas, 2016),
(Mulyawan & Rinawati, 201(9(Heu‘peldeles et al,, 2016), (Kuntari et al., 2016), (Maskur et al., 2016), (Verriana
& Anshori, 2017), (Sutrisno et al., 2017), (Gera et al., 2017), (Sitinjak et al., 2017), (Muzammil et al., 2017),
(Gunawan & Wahyuni, 2018), (Sofiati et al., 2018), (Firmansyah & Prihandono, 2018), (Juniantara & Sukawati,
2018), (Atmanegara eal., 2019), (Ratnasari & Gumanti, 2019), (Purwati & Hamzah, 2019), (Muharmi & Sari,
2019), (Surjaatmadja et al., 2019), (Subagja & Susanto, 2019), (Fahrika et al., 2019),(Qomariah, Budiastuti, et
al., 2020), (Nursaid et al., 2020a), (Pahlevi et al., 2021). While the research which results state that service
quality s no effect on customer satisfaction is carried out by: (Qomariah, 2012), (Chinomona et al., 2014),
(Soliha et al., 2019), (Soliha et al., 2019) (Fahmi et al., 2020), (Sukamuljo et al., 2021), (Qomariah et al., 2021).

In the problem of providing services by service providers, the problem of people or people who provide
services also needs special attention. This is because these people will deal directly with service recipients or
consumers. According to (Lovelock & Wright, 2012), people are individuals who have interpersonal skills and
positive attitudes who interact directly with consumers. Opinions from other experts state that participants
(people) are all people who play a role in the presentation of services that can influence consumer perceptions
(Zeithaml et al., 2006). People who play a role in providing services must provide services that can provide
satisfaction to customers. Research on people associated with visitor satisfaction has been done by many
previous researchers. Research conducted by: (Sanjaya & Yuliastanty, 2017), (Fadli, 2018), (Daulay & Ikram,
2019), (Setianto et al., 2020), (Aisyah et al., 2022) states that people affect customer satisfaction.

The Banyuwangi Regency Government is one of the Regency Governments in the Eastern region of East
Java that has developed services in the field of electronic government. The Banyuwangi Regency Government
Secretariat Office now has special facilities for guests who come to the office area. The facility 1s an exclusive
and comfortable lounge or waiting room called the Public Service Lounge. In this room, all guests can access
various data needed within the Banyuwangi Regency Government. This lounge is also one of the efforts to
cultivate transparency in the district government. There are four large computer screens connected to the
internet. It contains various data regarding the performance of SKPD and APBD reports that can be accessed
easily. In addition, various programs such as home renovations, scholarships, youth training, and grants can be
monitored. Activities at hospitals, health centers, a number of markets, to offices can be monitored via CCTV
connected to a computer in the lounge.

In addition to electronic government facilities, the Banyuwangi Regency Government Lounge has another
attraction by providing a variety of special foods as one of its services. Although the facilities provided at the
lounge are fairly complete, the services provided are also an addition to the benchmark for official guests who
come. Providing the best service for visiting official guests is a benchmark for the success of a product.
Regarding visitors to the Banyuwangi Regency Government Lounge, it is presented in Figure 1.

Based on the data in Figure 1, that there was an increase from 2015 to 2017, but after 2017 visitors to the
Banyuwangi Regency Government Lounge experienced a decrease until 2019, This phenomenon indicates that
there is a potential that is not optimal in the Banyuwangi Regency Government Lounge, so efforts need to be
made to increase the number of visitors. Based on theories related to customer satisfaction, innovation, service
quality, people who provide services, and previous research that has been done as well as the phenomena that
occur in the Banyuwangi Regency Government Lounge, the question in this study is how to increase visitor
satisfaction. While the purpose of this study was to analyze and find out the influence of innovation, service
quality and people on the satisfaction of visitors to the Banyuwangi Regency Government Lounge. Based on the
theory and previous research that has been described previously, the conceptual framework (Figure 2) and the
research hypothesis will be presented in the following explanation.




Figure 1.
Number of Visitors to the Banyuwangi Regency Government Lounge
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Figure 2. Conceptual Framework
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Research Hypothesis

HI1: Banyuwangi Regency Government Lounge Innovation has a positive and significant effect on official visitor
satisfaction.

H2: The service quality of the Banyuwangi Regency Government Lounge has a positive and significant effect on
the satisfaction of official visitors.

H3: The Banyuwangi Regency Government's People Lounge has a positive and significant effect on official
visitor satisfaction.

RESEARCH METHODS
The type of research used is survey research, namely research that takes samples from a population and
uses a questionnaire as a tool to collect basic data. In accordance with the object in this study, the population
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who became the subject of this study were official guests who visited the Banyuwangi Regency Government,
amounting to 6,923 people as of the time this research was conducted. Determination of the sample size is
determined by the Slovin formula with an error of 10% and the total is 99 which is finally rounded up to 100
respondents. Meanwhile, the method of determining the sample to be addressed is the convenience sampling
method. Data analysis used description analysis which was used to describe respondents and research variables,
namely innovation variables, service quality, people and visitor satisfaction. To answer the test of measuring
instruments, the validity and reliability of the data are used. The research hypotheses were answered by using
SEM analysis tool with WarpPLS.

RESULTS AND DISCUSSION

Research Data Validity Test Results

This validity test shows the suitability of each indicator with the theories used to define a construct
(Ghozali, 2014). The validation test criteria in this study used the loadings factor criteria. The value scale used is
a value of more than 0.70 and the average variance extracted (AVﬂ with a value exceeding 0.70 for the
convergent validity test. As for the discriminant validity test, it uses alnmparison of the roots of the AVE with
the correlation between variables. The cc)laucl AVE value should be higher than the correlation between latent
variables (Solihin & Ratmono, 2013). The results of the convergent validity test are presented in Table 1.

Table 1.
AVE Comparison Calculation Results with Correlation Between Variables
X1 X2 X3 Y

Innovation 0.712 0.812 0.834 0.865
(XD

Service 0.745 0.774 0.768 0.843

Quality (X2)

People (X3) 0756 0.824 0.854 0787

Satizfaction 0791 0.732 0.735 0.624
(Y)

Research Data Reliability Test Results

Reliability testing in this study was carried out with the aim of ensuring that the research instrument
used could provide a consistent measurement of the concept without any bias. The results of data processing
calculations with WarpPLS 5.0 for data reliability tests are presented in Table 2.

Table 2.
Reliability Test Results
Variable Alpha Coefficient Comparison Information
Innovation (X1) 0616 0.6 Reliable
Service Quality (X2) 0.670 0.6 Reliable
People (X3) 0.661 0.6 Reliable
Satizfaction (Y) 0636 0.6 Reliable

The basis used in the reliability test is the value of composite reliabilincoefﬁcients and Cronbach's alpha
coefficients above 0.6. The results, which are presented in Table 2, indicate that the questionnaire instrument in
this study has met the requirements of the reliability test.

Path Coefficient Calculation Results

Each path tested shows the direct effect of innovation (X1), service quality (X2), and people on visitor
satisfaction (‘nzlt the Banyuwangi Regency Government Lounge. By knowing whether or not each path is
significant, it will answer whether the proposed hypothesis is accepted or rejected. Each path tested represents
the hypothesis in this study. The path coefficient values are presented in Table 3.




Table 3
Path Coefficient Calculation Results

Correlation Path P Values Information
Coefficient
X12>Y 0.761 0.010 Significant
X2=2>Y 0.711 0.010 Significant
X3=2>Y 0.741 0.012 Significant

The Result of Calculation of the Coefficient of Determination

The results of statistical calculations show that the R-squared value for Y reaches 70.7%. This means that
the effect on customer satisfaction can be affected up to 70.7% on the variables used in this study. While the
remaining 29.3% is influenced by other variables that are not used in this study.

Discussion
The Effect of Innovation on Service Visitor Satisfaction at the Banyuwangi Regency Government Lounge
Based on the results of testing the innovation variable (X1) on visitor satisfaction (Y), the path
coeflicient value 1s 0.762 with an -value of 0.01. Because the -value is smaller than (0.01 < 0.05) then HO is
rejected, thus there is a significant influence between innovation on visitor satisfaction. This means that the
hypothesis which states that innovation affects the satisfaction of official visitors to the Banyuwangi Regency
Government Lounge is proven true or H1 is accepted. The results showed that the innovation variable had a
positive and significant effect on consumer satisfaction. That is, after doing research, partially if the innovation
variable is increased, then customer satisfaction will increase. This shows that Pemjab Banyuwangi offers a
variety of lounge features and is good for being a pilot place for other districts or cities. (Amir, 2014) argues that
innovation is the initial commercialization of inventions by producing and selling a new product, service, or
process. One of the keys to increasing customer satisfaction in a business is to encourage the pace of innovation
in a business. Innovation is not something simple and also not something that can be obtained easily by every
business. With current conditions, it is necessary to develop inn()vea)ns in the products produced so that visitors
have satisfaction when visiting and more visitors will come. The results of this study are in line with research
(Sukarmen et al., 2013), (Muslichati & Wartini, 2015), (Ghani & Brahmanto, 2015), (Antanegoro et al., 2017),
(Aditi & Hermansur, 2018), (Rahman, 2019), (Woor & Meliana, 2019), (Putra P & Kusumadewi, 2019),
(Fillayata & Mukaram, 2020), (Fadhli et al., 2021).

The Effect of Service Quality on Service Visitor Satisfaction at the Banyuwangi Regency Government
Lounge

Based on the results of testing the service quality variable (X2) on visitor satisfaction (Y), the path
coefficient value is 0.711 with an -value of 0.01. Because the -value is smaller than (001 < 0.05), then HO is
rejected, thus there is a significant influence between service quality and visitor satisfaction. This means that the
hypothesis which states that service quality has an effect on satisfaction at the Banyuwangi Regional
Government Lounge on official visitor satisfaction and official visitor satisfaction at the Banyuwangi Regency
Government Lounge is proven true or H2 is accepted. The results also show that service quality has an effect on
customer satisfaction. With good service, visitor satisfaction is created. After visitors are satisfied with the
services received, visitors will compare the services provided. If visitors are really satisfied, visitors will make
return visits and will tell many people that the Banyuwangi Regency Government lounge has good features and
services. Research that also discusses the relationship between service quality and customer satisfaction
includes: (Nikmah et al., 2022), (Ambarwati et al., 2022), (Kustantia et al., 2021), (Qofariah et al., 2021),
(Mu’ah et al., 2020), (Fahrurrozi et al., 2020), (Qomariah, Budiastuti, et al., 2020), (Yanuar et al., 2017), (Ariska
et al., 2020a), (Atmanegara et al., 2019), (Nursaid et al., 2020b), (Setiawan et al., 2019), (Sutrisno et al., 2017),
(Qomariah, 2012), (Swatyas & Ny()memaum;u‘lini, 2022), (Sulaiman et al., 2020), (Yulisetiarini & Prahasta,
2019), (Setyawati et al., 2018), (Iriyanti et al., 2016), (Maskur et al., 20]6)“3()meu‘ielh, 2018), (Juanamasta et
al., 2019), (Qomariah, Fahrurrozi, et al., 2020), (Lie et al., 2019), (Anggriana et al., 2017), (Ariska et al., 2020b),
(Indarto et al., 2018), (Atmanegara et al., 2019).




The Influence of People on the Satisfaction of Official Visitors at the Banyuwangi Regency Government
Lounge

Based on the results of testing the variable people (X3) on visitor satisfaction (Y), the path coefficient
value is 0.741 with an -value of 0.01. Because the -value is smaller than (0.012 < 0.05), then HO is rejected, thus
there is a significant influence between people on visitor satisfaction. This means that the hypothesis which
states that people affect visitor satisfaction at the Banyuwangi Regency Government Lounge is proven true or
H3 is accepted. According to (Zeithaml et al., 2006), people are all actors who play a role in the presentation of
services so that they can influence buyer perceptions. If the person who provides the service provides the best
service, the visitor will feel satisfied. Research that is in line with this research is research conducted by:
(Sanjaya & Yuliastanty, 2017), (Setianto et al., 2020), (Aisyah et al., 2022).

CONCLUSIONS AND RECOMMENDATIONS
Conclusion
Based on the results of the research conducted, the following conclusions can be drawn.
1. Innovation variable has a significant effect on visitor satisfaction at the Banyuwangi Regency Government.
2. The service quality variable has a significant effect on visitor satisfaction at the Banyuwangi Regency
Government.,
3. The people variable has a significant effect on visitor satisfaction at the Banyuwangi Regency Government.

Suggestion
Based on the results of research and discussion in this study, the following suggestions can be given.

1. For innovation, it is hoped that the Banyuwangi Regency Regional Government Lounge can continue to
improve and develop creative ideas to continue to improve the features and services provided. This needs to
be done with the hope that it will be able to attract new visitors as well as old visitors who return to the
Banyuwangi Regency Government Lounge.

2. It is necessary to periodically assess the quality of service so that the services provided by the Banyuwangi
Regency Regional Government Lounge can be maintained as well as they are today, and can further improve
them.

3. For further research, it is hoped that this research will be able to further refine this research, for example by
adding other variables outside of this research so that it will be more useful.

REFERENCES

Aditi, B., & Hermansur, H. (2018). Pengaruh Inovasi Dan Kreativitas Terhadap Kepuasan Konsumen Pada
Umkm Di Kota Medan. JUMAN Tools (Jurnal Manajemen Tools), 7(1), 1-9.

Alsyah, S., Sari, M. I., Hermawan, H., & Jember, U. M. (2022). Pengaruh People , Proces Dan Physical
Evidence Terhadap Kepuasan Konsumen Pada Badan Usaha Milik Desa Karya Mandiri Desa Balung
Kulon. BASWARA: Jurnal Ekonomi dan Bisnis, 1(2), 123—-129.

Aliman, N. K., & Mohamad, W. N. (2016). Linking Service Quality, Patients” Satisfaction and Behavioral
Intentions: An Investigation on Private Healthcare in Malaysia. Procedia - Social and Behavioral
Sciences, 224(August 2015), 141-148. https://doi.org/10.1016/).sbspro.2016.05419

Ambarwati, I. U., Qomariah, N., & Sanosra, A. (2022). Impact of Service Quality and Trust on Patient
Satisfaction at Blambangan Hospital Banyuwangi. Quest Journals Journal of Research in Business and
Management, 10(2), 11-17. https://www internationaljournalssrg.org/ITEMS/paper-details?1d=920

Amin, M., & Nasharuddin, S. Z. (2013). Hospital service quality and its effects on patient satisfaction and
behavioural intention. Clinical Governance, 18(3), 238-254. https://doi.org/10.1108/CGIJ-05-2012-0016

Anggriana, R., Qomariah, N., & Santoso, B. (2017). Pengaruh Harga, Promosi, Kualitas Layanan Terhadap
Kepuasan Pelanggan Jasa Ojek Online «OM-JEK» Jember. Jurnal Sains Manajemen dan Bisnis Indonesia,
7(2), 137-156.

Antanegoro, R. Y., Surya, D., & Sanusi, F. (2017). Analisis Pengaruh Inovasi Produk, Inovasi Layanan dan
Kualitas Pelayanan Terhadap Kepuasan Dan Loyalitas Nasabah. Jurnal Riset Bisnis dan Manajemen
Tirtayasa, 1(2), 167-179. https://jurnal.untirta.ac.id/index.php/JRBM/article/view/3152/2395

Ariska, V., Qomariah, N., & Wijayanti, B. (2020a). The impact of service quality, price, products, and trust on

6




«kober mie setan» consumer satisfaction. International Journal of Scientific and Technology Research,
9(4), 1782-1785.

Ariska, V., Qomariah, N., & Wijayanti, B. (2020b). The impact of service quality, price, products, and trust on
«kober mie setan» consumer satisfaction. International Journal of Scientific and Technology Research,
9(4), 1782-1785. http://www ijstr.org/final-print/apr2020/The-Impact-Of-Service-Quality-Price-Products-
And-Trust-On-kober-Mie-Setan-Consumer-Satisfaction.pdf

Atmanegara, S. Y., Cahyono, D., Qomariah, N., & Sanosra, A. (2019). Pengaruh Kualitas Pelayanan , Citra
Perusahaan , dan Lokasi Terhadap Kepuasan Konsumen Hotel Ijen View Bondowoso. Jurnal Sains
Manajemen dan Bisnis Indonessia, E-ISSN : 2541-2566, 9(1), 79-89.
https://doi.org/10.32528/jsmbi.v9i1.2375

Chinomona, R., Masinge, G., & Sandada, M. (2014). The influence of E-service quality on customer perceived
value, customer satisfaction and loyalty in South Africa. Mediterranean Journal of Social Sciences, 5(9),
331-341. https://doi.org/10.5901/mjss.2014.v5n9p331

Daulay, R., & Ikram, M. (2019). Analysis Of The Effect Of Service, People And Physical Evidence Quality On
Customer Decisions In PT. Bank Tabungan Negara (Persero) Tbk. The I International Conference On
innovation Of Small Medium-Sized Enterprise (ICIS), 1(1), 83-92.

Dhewanto, W., Mulyaningsih, H. D., Permatasari, A., Grisna, A., & Ameka, 1. (2014). Manajemen Inovasi
Peluang Sukses Menghadapi Perubahan. Andi.

Djanas, A. (2016). Kualitas Pelayanan dan Citra Perusahaan terhadap Kepuasan Serta dampaknya terhadap
Loyalitas Wisatawan. JSM (Jurnal Sains Manajemen) Program, V(2), 184-192.

Fadhli, K., Komari, M., Rahmatika, A. N., & Ismail, A. N. (2021). Pengaruh Pelayanan Dan Inovasi Terhadap
Kepuasan Pelanggan CV. Afco Group Jombang. Jurnal Inovasi Penelitian, 2(3), 855-863. https://stp-
mataram.e-journal .id/JIP/article/view/735/618

Fadli, M. F. (2018). Pengaruh Orang, Proses, Kualitas Layanan dan Nilai Pelanggan Terhadap Kepuasan
Pelanggan Pada PT Prudential Life Assurance Pontianak. Jurnal Ekonomi Integra, 7(1), 015.
https://doi.org/10.51195/iga.v7i1.109

Fahmi, A., Qomariah, N., & Cahyono, D. (2020). Effect of Service Quality and Service Innovation of Patient
Satisfaction and Loyalty. International Journal of Engineering Research & Technology (IJERT), 9(06),
1085-1090.

Fahrika, A., Rachma, N., & Slamet, A.R. (2019). Pengaruh Online Marketing Dan E-Service Quality Terhadap
Loyalitas Dengan Kepuasan Sebagai Variabel Intervening Pada Online Shop Joyism Malang. Jurnal
Ilmiah Riset Manajemen, 8(4), 52—-63.

Fahrurrozi, A ., Rozzaid, Y., & Qomariah, N. (2020). Efforts to Increase Retail Customer Satisfaction. SSRG
International Journal of Economics and Management Studies (SSRG-LJIEMS), 7(7), 25-31.
https://www .internationaljournalssrg.org/ITEMS/paper-details 71d=655

Fillayata, V. E., & Mukaram. (2020). Pengaruh Inovasi Produk Terhadap Kepuasan Konsumen ( Studi pada
Road Café Steak & Pasta Bandung ). Prosiding The 11th Industrial Research Workshop and National
Seminar, 11, 969-976.
https://scholar.google.co id/citations 7user=PV AadCwAAAAJ&hl=1d#d=gs_md_cita-
dé&u=%2Fcitations%3Fview_op%3Dview_citation%26h1%3Did %26 user%3DPV AadCwA A A AT %26c¢itati
on_for_view%3DPVAadCwAAAAT%3ATQgYirikUclC%26tzom%3D-420

Firmansyah, D., & Prihandono, D. (2018). Pengaruh Kualitas Pelayanan dan Perceived Value terhadap Loyalitas
Pelanggan dengan Kepuasan. Management Analysis Journal, 7(1), 120-128.
https://doi.org/10.15294/maj.v7i1.20638

Gera, R., Mittal, S., Batra, D. K., & Prasad, B. (2017). Evaluating the effects of service quality, customer
satisfaction, and service value on behavioral intentions with life insurance customers in India.
International Journal of Service Science, Management, Engineering, and Technology, 8(3), 1-20.
https://doi.org/10 4018/LJSSMET.2017070101

Ghani, Y. A., & Brahmanto, E. (2015). Pengaruh Inovasi Sarana Prasarana Terhadap Kepuasan Pengunjung Di
Objek Wisata Karangsetra Waterland. Jurnal Pariwisata, 2(2), 98—110.

Ghozali, 1. (2014). Structural Equation Modeling Metode Alternatif dengan Partial Least Squares (PLS) (IV).
Badan Penerbit Universitas Diponegoro.

Gunawan, A., & Wahyuni, 5. F. (2018). The Effect of Marketing Mix, Service Quality, Islamic Values and
Institutional Image on Studentsé Satisfaction and Loyalty. Expert Journal of Marketing , 6(2), 95-105.
Harpadeles, 1., Jushermi, & Nursanti, A. (2016). PENGARUH KUALITAS PELAYANAN DAN NILAI

PELANGGAN TERHADAP KEPUASAN DAN LOYALITAS PELANGGAN TRANS METRO
PEKANBARU Oleh: JOM Fekon, 3(1), 43-56.
Hasniaty, H. (2015). Customer Perception On Products Pricing Service Quality Towards Customers Quality

7




Relationships And Loyalty Of Domestic Airlines Indonesia. International Journal of Scientific &
Technology Research,4(8), 181188, http://ww w ijstr.org/research-paper-publishing . php?month=apr2020

Indarto, E. W., Suroso, L., Sudaryanto, S., & Qomariah, N. (2018). the Effect of Brand Image and Product
Attributes on Customer Satisfaction and Customer Loyalty. Jurnal Aplikasi Manajemen, 16(3), 457-466.
https://doi.org/10.21776/ubjam 2018.016.03.10

Indradewa, R., Ulfah, W. N., Dhewanto, W., Rahmawati, S., Yoshanti, G., & Zendry, C. (2015). Manajemen
Inovasi Untuk Usaha Kecil & Mikro. Alfabeta.

Iriyanti, E., Qomariah, N., & Suharto, A. (2016). PENGARUH HARGA, KUALITAS PRODUK DAN LOKASI
TERHADAP LOYALITAS PELANGGAN MELALUI KEPUASAN SEBAGAI VARIABEL
INTERVENING PADA DEPOT MIE PANGSIT JEMBER. Jurnal Manajemen Dan Bisnis Indonesia,
2(1).

Juanamasta, I. G., Wati, N. M. N., Hendrawati, E., Wahyuni, W., Pramudianti, M., Wisnujati, N. S., Setiawati,
A. P., Susetyorini, S., Elan, U., Rusdiyanto, R., Astanto, D., Ulum, B., Khadijah, S. N., Trimarjono, A.,
Syafii, M., Mubarrog, A., Kristiningsih, K., Pratiwi, R. D., Veri, V., ... Umanailo, M. C. B. (2019). The
role of customer service through customer relationship management (Crm) to increase customer loyalty
and good image. International Journal of Scientific and Technology Research, 8(10), 2004-2007.

Juniantara, I. M. A., & Sukawati, T. G. R. (2018). PENGARUH PERSEPSI HARGA, PROMOSI, DAN
KUALITAS PELAYANAN TERHADAP KEPUASAN DAN DAMPAKNYA TERHADAP
LOYALITAS KONSUMEN. E-Jurnal Manajemen Unud, 7(11), 5955-5982.
https://doi.org/https://doi.org/10.24843/EIMUNUD.2018.v7.i11.p6

Kotler, P. (2019). Manajemen Pemasaran (Marketing Management). Edisi 13. Prentice Hall Inc.

Kotler, P., & Keller, K. L. (2016). Marketing Management 15¢. Person Prentice Hall, Inc.

Kuntari, B., Kumadji, S., & Hidayat, K. (2016). PENGARUH KUALITAS PELAYANAN TERHADAP
KEPUASAN DAN LOYALITAS PELANGGAN (Survei Pada Pelanggan Bengkel PT Astra International
Tbk d Daihatsu Malang). Jurnal Administrasi Bisnis S1 Universitas Brawijaya, 36(1), 196-202.

Kustantia, D. Al., Qomariah, N., & Rozi, A. F. (2021). PENGARUH KUALITAS LAYANAN DAN CITRA
PRODUK TERHADAP KEPUTUSAN PEMBELIAN PADA KONSUMEN CONATO BAKERY
GAJAH MADA JEMBER. Jurnal Manajemen dan Bisnis, 12(1), 173-182.
https://doi.org/http://dx.doi.org/10.36448/jmb.v 1211.2237

Lie, D., Sudirman, A., Efendi, E., & Butarbutar, M. (2019). Analysis of mediation effect of consumer
satisfaction on the effect of service quality, price and consumer trust on consumer loyalty. International
Journal of Scientific and Technology Research, 8(8),421-428.

Lovelock, C. H., & Wright, L. K. (2012). Principles of Service Marketing and Management. Prentice Hall Inc.

Makmur, R. T. (2015). Inovasi & Kreativitas Manusia Dalam Administrasi Dan Manajemen. Refika Aditam.

Mardikawati, W., & Farida, N. (2013). PENGARUH NILAI PELANGGAN DAN KUALITAS LAYANAN
TERHADAP LOYALITAS PELANGGAN, MELALUI KEPUASAN PELANGGAN PADA
PELANGGAN BUS EFISIENSI (Studi PO Efisiensi Jurusan Yogyakarta-Cilacap). Jurnal Administrasi
Bisnis, 2(1), 64-75. https://doi.org/10.14710/jab.v211.5355

Maskur, M., Qomariah, N., & Nursaidah. (2016). Analisis Pengaruh Kualitas Pelayanan, Harga, Dan Kepuasan
Pelanggan Terhadap Loyalitas Pelanggan (Studi Kasus pada Bengkel Mobil Larasati Lumajang). Jurnal
Sains Manajemen & Bisnis Indonesia, VI(2),212-221.

Mu’ah, M., Suyanto, U. Y., Syaputro, K. D., Musarofah, S., & Qomariah, N. (2020). Increasing Customers
Loyalty MSME of Focused E-Marketing and Quality of Service. International Journal of Engineering
Research and Technology, 13(10),2729-2735.

Muharmi, H., & Sari, K. (2019). Pengaruh Service Quality , Food Quality , Dan Perceived Value Terhadap
Consumer Satisfaction Dan Behavioral Intentions. Jurnal Manajemen Dan Bisnis Indonesia, 5(2), 193—
203. https://doi.org/https://doi.org/10.32528/jmbi.v5i2.2880

Mulyawan, A., & Rinawati. (2016). Pengaruh Kualitas Layanan Akademik Terhadap Kepuasan Mahasiswa Serta
Implikainya Pada Loyalitas Mahasiswa. Jurnal Ekonomi, Bisnis & Entrepreneurship, 10(2), 119-131.

Muslichati, E. Z., & Wartini, S. (2015). Pengaruh Kualitas Layanan Dan Inovasi Layanan Terhadap Kepuasan
Konsumen Pada Rumah Sakit Buah Hati Kudus. Management Analysis Journal, 4(4), 341-347 . https://stp-
mataram.e-journal id/JIP/article/view/735/618

Muzammil, A., Yunus, M., & Darsono, N. (2017). Pengaruh Kualitas Pelayanan Dan Citra Perusahaan Terhadap
Loyalitas Pelanggan Indihome Pt. Telkom Indonesia Di Banda Aceh Dengan Kepuasan Dan Kepercayaan
Pelanggan Sebagai Variabel Mediasi. Jurnal Manajemen dan  Inovasi, 8(3), 104-133.
http://www jurnal.unsyiah.ac.id/JInoMan/article/viewFile/9342/7643

Nikmah, H., Susbiyani, A., Nyoman, N, Martini, P., & Qomariah, N. (2022). The Role of Price , Promotion And
Quality Of Service in Improving Honda Motorcycle Customer Satisfaction and Loyalty. SSRG

8




International Journal of Economics and Management Studies, 9(1), 14-23.
https://doi.org/10.14445/23939125/ITEMS-VOI1P103

Nursaid, N., Purnomo, S. H., & Qomariah, N. (2020a). The Impact of Service Quality and Institutional Image on
the Satisfaction and Loyalty of Master of Management Students. Ist Borobudur International Symposium
on  Humanities, Economics and Social Sciences (BIS-HESS 2019, 436, 156-161.
https://doi.org/10.2991 /assehr k.200529.033

Nursaid, Purnomo, 5. H., & Qomariah, N. (2020b). The Impact of Service Quality and Institutional Image on the
Satisfaction and Loyalty of Master of Management Students. 1st Borobudur International Symposium on
Humanities, Economics and Social Sciences (BIS-HESS 2019), 436, 156-161.
https://doi.org/10.2991 /assehr k.200529.033

Pahlevi, A. F., Suwarni, S., & Nurzam, N. (2021). The Influence Of Service Quality And Customer Satisfaction
Towards Customer Loyalty At Bank Mega Syariah Bengkulu Pengaruh Kualitas Pelayanan Dan Kepuasan
Nasabah Terhadap Loyalitas Nasabah Pada Bank Mega Syariah Bengkulu. Jurnal Emak (Jurnal Ekonomi
Manajemen Akuntansi dan Keuangan, 2(4), 315-322.

Parasuraman, A., Zeithaml, V., & Berry, L. (1985). A conceptual model of service quality and its implications
for future research. Journal of Marketing, 49(Fall 1985), 41-50. http://www jstor.org/stable/1251430
Purwati, A. A., & Hamzah, M. L. (2019). Total service quality management and it’s impact on customer
satisfaction and loyalty of online transportation in Indonesia. International Journal of Scientific and

Technology Research. 8(11), 1066-1070.

Putra P, I. B. P., & Kusumadewi, N. M. W. (2019). Pengaruh Inovasi Produk Terhadap Niat Pembelian Ulang
Dimediasi Oleh Kepuasan Konsumen. E-Jurnal Manajemen Universitas Udayana, 8(8), 4983.
https://doi.org/10.2484 3/ejmunud.2019.v08.108 p10

Qomariah, N. (2012). Pengaruh Kualitas Layanan dan Citra Institusi Terhadap Kepuasan dan Loyalitas

Pelanggan. Jurnal Aplikasi Manajemen, 10(1), 177-187.
https://jurnaljam.ub.ac.id/index.php/jam/article/view/410/447
Qomariah, N. (2016). Marketing Adactive Strategy. Cahaya IImu.

https://www researchgate.net/publication/326623130_MARKETING_ADACTIVE_STRATEGY

Qomariah, N. (2018). Impact of Customer Value, Brand Image and Product Attributes to Satisfaction and
Loyalty Tourism Visitors in Jember Regency. Mediterranean Journal of Social Sciences, 8(5-1), 129-135.
https://doi.org/10.2478/mjss-2018-0105

Qomariah, N., Budiastuti, A., Sanosra, A., Susbiani, A., & Budisatoto, E. (2020). Building Student Satisfaction
and Loyalty Based on Service Quality and Institutional Image. SSRG International Journal of Economics
and Management Studies (SSRG-IJEMS), 7(9), 24-33. https://doi.org/10.14445/23939125/ITEMS-
V7I9P103

Qomariah, N., Fahrurrozi, A., & Rozzaid, Y. (2020). Efforts to Increase Retaill Customer Satisfaction.
International Journal of Economics and Management Studies (SSRG-IJEMS), 7(7),25-31.

Qomariah, N., Pangestu, M. K. M., Herlambang, T., & Putu, N. N. (2021). The Role of Promotion and Service
Quality in Increasing Consumer Satisfaction and Loyalty in Pawnshops. Journal of Economics, Finance
and Management Studies, 4(10), 1948—-1960. https://do1.org/10.47191/jefms/v4-110-17

Rahman, S. (2019). Pengaruh Kualitas Pelayanan Dan Inovasi Terhadap Kepuasan Pelanggan Pada Pt . Pln (
Persero ) Area Manado the Effect of Quality Service and Innovation Toward Customer Satisfaction. Jurnal
EMBA, 7(1),301-311. https://ejournal.unsrat.ac.id/index php/emba/article/view/22363/22886

Ratnasari, D., & Gumanti, T. A. (2019). Relationship marketing, service quality, satisfaction and customers
loyalty of bank sharia mandiri banyuwangi. International Journal of Scientific and Technology Research,
8(6), 7-10. https:/fwww.google.com/url’client=internal-element-
cse&ex=015665522297807158791:edankvq01v0&q=http:/'www ijstr.org/final-
print/june2019/Relationship-Marketing-Service-Quality-Satisfaction-And-Customers-Loyalty-Of-Bank-
Sharia-Mandiri-Banyuwangi.pdf&sa=U& ve

Saidani, B., & Arifin, S. (2012). Pengaruh kualitas produk dan kualitas layanan terhadap kepuasan konsumen
dan minat beli pada ranch market. Jurnal Riset Manajemen Sains Indonesia (JRMSI), 3(1), 1-22.

Samal, R., & Pradhan, S. K. (2014). Service Quality, Customer Satisfaction and Loyalty: An Empirical Analysis
of Public Sector Banks in Bhubaneswar. Siddhant- A Journal of Decision Making, 14(2), 97.
https://doi.org/10.5958/2231-0657.2014.00512.6

Sanjaya, S., & Yuliastanty, S. (2017). Effect of People, Process, and Physical Evidence on Satisfaction of
Services in Siti Rahmah Padang City. UNES Journal of Social and Economics Research, 2(1), 58—64.
https://doi.org/10.31933/ujser.2.1.058-064.2017

Saputra, F. I. (2013). Kualitas Layanan , Citra dan Pengaruhnya terhadap Loyalitas melalui Kepuasan Pelanggan
( Studi Pada PT Bank Bni 46 Sentra Kredit Kecil Surabaya ). Aplikasi Manajemen, 11(3), 445-457.

9




https://doi.org/10.1016/j eneco.2016 .05.009

Setianto, D. Y., Hidayatullah, N., & Sudrajat, A. (2020). Pengaruh People, Process, Dan Physical Evidence
Terhadap Kepuasan Konsumen Pt Kereta Commuter Indonesia (Kci). Jurnal Ekonomi, Bisnis, dan
Akuntansi, 22(2), 234-242 _https://doi.org/10.32424/jeba.v22i2 1598

Setiawan, A., Qomariah, N., & Hermawan, H. (2019). Pengaruh Kualitas Pelayanan Terhadap Kepuasan
Konsumen. Jurnal Sains Manajemen dan Bisnis Indonesia Bisnis Indonesia, 9(2), 114-126.
https://doi.org/http://dx .doi.org/10.32528/jsmbi.v0i2 2819

Setyawati, W. A, Rifai, M., & Sasmito, C. (2018). Pengaruh Kualitas Pelayanan , Fasilitas , Harga dan Citra
Institusi Terhadap Kepuasan Pasien. Madani, Jurnal Politik dan Sosial kemasyarakatan, 10(2), 50-63.

Shanka, M. S. (2012). Bank Service Quality, Customer Satisfaction and Loyalty in Ethiopian Banking Sector.
Journal of Business Administration and  Management  Sciences  Research, 1(1), 1-9.
http://www .apexjournal.org/IBAMSR

Shi, Y., Prentice, C., & He, W. (2014). Linking service quality, customer satisfaction and loyalty in casinos, does
membership  matter?  International  Jowrnal of  Hospirality — Management, 40, 81-91.
https://doi.org/10.1016/).1jhm.2014.03.013

Sitinjak, R., Jushermi, & Noviasari, H. (2017). ANALISIS PENGARUH ATRIBUT PRODUK ISLAMI DAN
KUALITAS PELAYANAN TERHADAP KEPUASAN NASABAH DAN LOYALITAS NASABAH
PADA PT BANK NEGARA INDONESIA SYARIAH (BNI SYARIAH) PEKANBARU. JOMFekom,
4(1), 843-857. https://media.neliti.com/media/publications/125589-1D-analisis-dampak-pemekaran-
daerah-ditinja.pdf

Sofiati, 1., Qomariah, N., & Hermawan, H. (2018). DAMPAK KUALITAS PELAYANAN TERHADAP
LOYALITAS KONSUMEN. Jurnal Sains Manajemen & Bisnis Indonesia, 8(2), 244-259.

Soliha, E., Rizal, A., Maskur, A., Mawarni, N. B., & Rochmani, R. (2019). Service quality, bank image, and
customer loyalty: The mediating role of customer satisfaction. International Journal of Scientific and
Technology Research, 8(10), 2667-2671.

Solihin, M., & Ratmono, D. (2013). Analisis SEM-PLS dengan WarpPLS. Pustaka Pelajar.

Subagja, I. K., & Susanto, P. H. (2019). Pengaruh Kualitas Pelayanan, Kepuasan Nasabah Dan Citra Perusahaan
Terhadap Loyalitas Nasabah Pt. Bank Central Asia Tbk Kantor Cabang Pondok Gede Plaza. Jurnal
Manajemen Bisnis Krisnadwipayana, 7(1), 69—-84. https://doi.org/10.35137/jmbk.v7i1.249

Sukarmen, P., Sularso, A., & Wulandari, D. (2013). Analisis Pengaruh Inovasi Produk Terhadap Kepuasan
Konsumen dengan Keunggulan Bersaing Sebagai Variabel Intervening Pada Produk Gula Pasir Sebelas
(GUPALAS) Pabrik Gula Semboro PTP Nusantara X1 (PERSERO). JEAM Vol XII No. 1/2013, X1I(1), 64—
79.

Sulaiman, Suriadi, Pratama, A., Veronika, & Agusthera, D. D. (2020). Analysis of the effect of store atmosphere
and store image and store location on customer loyalty through purchase decision customer Matahari
department store in Samarinda city. International Journal of Scientific and Technology Research, 9(3),
3508-3513. https:/fwww.google.com/url?client=internal-element-
cse&ex=015665522297807158791:edankvq01v0&qg=http:/www ijstr.org/final-print/mar2020/Analysis-
Of-The-Effect-Of-Store-Atmo sphere- And-Store-Image- And-Store-Location-On-Customer-Loyalty-
Through-Purchase-Decis

Surjaatmadja, S., Hubaib, A., & Muda, I. (2019). The effect of brand image, service quality and price towards
the decision of the use of remittance (The remittance from the indonesian migrant workers in hongkong to
Indonesia through the state-owned banks). International Journal of Scientific and Technology Research,
8(8),214-221.

Sutrisno, Cahyono, D., & Qomariah, N. (2017). ANALISIS KUALITAS PELAYANAN , KEPERCAYAAN
SERTA CITRA KOPERASI TERHADAP KEPUASAN DAN LOYALITAS ANGGOTA. Jurnal Sains
Manajemen & Bisnis Indonesia, 7(2), 157-174. https://doi.org/10.32528/smbi.v712.1230

Swatyas, D. R., & Nyomanputumartini, N. (2022). Impact of Service Quality and Product Innovation on Public
Satisfaction and Trust. American Journal of Humanities and Social Sciences Research (AJHSSR) A,
06(02), 15-24. https://ww w ajhssr.com/current-issue/

Verriana, R. 1., & Anshori, M. Y. (2017). Pengaruh Kualitas Layanan ( Service Quality ) Terhadap Loyalitas
Melalui Kepuasan. Accounting and Managemen Journal, 1(1),63-79.

Woor, S., & Meliana, V. (2019). Pengaruh Inovasi Proses T-Cash Tap Terhadap Kepuasan Pelanggan Serta
Dampaknya Terhadap Loyalitas Pelanggan Telkomsel. Jurnal Bisnis dan Komunikasi, 6(1).

Yanuar, M. M., Qomariah, N., & Santoso, B. (2017). Dampak kualitas produk, harga, promosi dan kualitas
pelayanan terhadap kepuasan pelanggan Optik Marlin cabang Jember. Jurnal Manajemen dan Bisnis
Indonesia, 3(1), 61-80. https://doi.org/10.32528/jmbi.v3i1.784

10




Yulisetiarini, D., & Prahasta, Y. A. (2019). The effect of price, service quality, customer value, and brand image
on customers satisfaction of telkomsel cellular operators in east Java Indonesia. International Journal of
Scientific and Technology Research, 8(3). 5-9. https://www.google.com/url?client=internal-element-
csefex=015665522297807158791:edankvq01v0&q=http:/'www ijstr.org/final-print/mar2019/The-Effect-
Of-Price-Service-Quality-Customer-Value-And-Brand-Image-On-Customers-Satisfaction-Of-Telkomsel-
Cellular-Opera

Zeithaml, Valarie, B., & Gremler. (2006). Service Marketing 2nd Edition (McGraw Hill (arg.)).

11




The Influence of Innovation, Service Quality and People on
Service Visitor Satisfaction at the Banyuwangi Regional
Government Lounge

ORIGINALITY REPORT

7% 6% 7% %

SIMILARITY INDEX INTERNET SOURCES PUBLICATIONS STUDENT PAPERS

PRIMARY SOURCES

Bartolomeus Galih Visnhu Pradana. "The Role 1 o
of Psychological Capital and Leader Member- ’
Exchange on Participatory Budgeting and
Managerial Performance”, Media Ekonomi
dan Manajemen, 2021

Publication
etd.aau.edu.et 1
Internet Source %
pinnacle.allenpress.com 1
Internet Source %
WWW.ijsrm.in 1
Internet Source %
journal.stiepertiba.ac.id 1
Internet Source %
H www.arjonline.org 1
Internet Source %
www.igi-global.com 1
Internet Source %




Internet Source

n jecombi.seaninstitute.org 1 y
0

n "Proceedings of Sixth International Congress 1
: I %
on Information and Communication

Technology", Springer Science and Business
Media LLC, 2022

Publication

Exclude quotes Off Exclude matches < 20 words

Exclude bibliography On



