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ABSTRAK

Penelitian mi1 bertujuan menganalisis Pengaruh Kualitas Pelayanan dan
FEeputasi Perusahaan terhadap Kepuasan Pengguna Jasa dengan Perceived Value
sebagat Variabel Intervening pada Crew Mamning Agency PT. Jasinde Duta
Segara. Sampel penelitian dalam penelitian sebanvak 110 staf dann 17 perusahaan
pengguna jasa PT. Jasindo Duta Segara. Jemis data penchitian um adalah data
kuantitatif Sumber data penchitian adalah data primer berupa kuesioner. Analisis
data vang digunakan vaitu upn validitas dan reliabilitas yang terdinn dan
Comvergence Validity, Average Variance Extracted (AVE), Discriminant Validity,
dan Construct Reliability. teknik analisis vang digunakan adalah SEM (Structioal
Eguation Modelling) vang dioperasikan melalul program AMOS. Hasil analisis
dapat disimpulkan kualitas pelayanan berpengaruh positif dan signifikan terhadap
kepuasan pengguna jasa, reputasi perusahaan berpengaruh positif dan signifikan
terhadap kepuasan pengguna jasa, kualitas pelayvanan berpengaruh positif dan
signifikan terhadap perceived value, reputast perusahaan berpengaruh positif dan
signifikan terhadap perceived value, perceived value berpengaruh positif dan
signifikan terhadap kepuasan pengguna jasa, kualitas pelavanan berpengamh
positif dan sigmifikan terhadap kepuasan pengguna jasa dengan melalui atau tanpa
melaln perceived value, reputast perusahaan berpengaruh positif dan signifikan
terhadap kepuasan pengguna jasa dengan melalui atau tanpa melalui perceived
value.

Kata Kunci: Kualitas pelavanan_ reputast perusahaan, perceived value, kepuasan
pengguna.
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ABSTRACT

This research aims to analvze the influence of service quality and company
reputation on service user satisfaction with perceived value as an intervening
variable at Crew Mawming Agency PT. Jasinde Duta Segava. The research sample
in the study was 110 staff from 17 companies using PT services. Jasindo Duta
Segara. The type of data for this research is quantitative data. The research data
source is primary data in the form of a questionnaire. The data analysis used is
validity and reliability tests consisting of Convergence Validitv, Average Variance
Extracted (AVE), Diseriminant Validity, and Construct Reliability, The analysis
technigue used is SEM (Structural Equation Modeling) which is operated through
the AMOS program. The results of the analvsis can be concluded that service
guality has a positive and significant effect on service user satisfaction, company
reputation has a pasitive and significant effect on service user satisfaction, service
guality has a positive and significant effect on perceived value, company reputation
has a positive and significant effect on perceived value, perceived value has a
positive and significant effect on service user satisfaction, service guality has a
positive effect and Significant fo service user satisfaction through or without
through perceived value, company reputation has a positive and significant effect
on service user satisfaction through or without through perceived value,

Eevwords: Service guality, company reputation, perceived value, user satisfaction.
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