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Pengaruh Service Quality dan Perceived Value terhadap Behavioral 

Intention melalui Customer Satisfaction pada Penumpang Kereta Api 

Argo Bromo Anggrek di Surabaya 
 

 

ABSTRAK 

 

Seiring dengan perkembangan zaman dan perkembangan teknologi, 

sektor jasa merupakan sektor yang mengalami peningkatan dari tahun ke 

tahun. Macam-macam jenis transportasi dapat ditemui, mulai daerah 

pedesaan hingga perkotaan. Kereta api merupakan salah satu sarana 

transportasi publik (darat) yang juga relatif banyak, jumlah penumpangnya. 

Penelitian ini bertujuan untuk menganalisis pengaruh service quality 

dan perceived value terhadap behavioral intention melalui customer 

satisfaction pada Penumpang Kereta Api Argo Bromo Anggrek di Surabaya. 

Teknik analisis data yang digunakan adalah Structural Equation Modelling 

(SEM) dan menggunakan program LISREL. Teknik pengambilan sampel 

yang digunakan adalah nonprobability sampling, dengan cara purposive 

sampling. Penelitian ini mengambil 150 responden sebagai sampelnya. 

Karakteristik responden adalah penumpang yang pernah menggunakan jasa 

Kereta Api Argo Bromo Anggrek minimum dalam 2 tahun terakhir untuk rute 

Surabaya Pasar Turi – Jakarta Gambir PP, berusia minimal 17 tahun, dengan 

pertimbangan penumpang dianggap cukup umur untuk menentukan pilihan, 

dan berdomisili di Surabaya. 

Hasil penelitian ini membuktikan: (1) Service quality berpengaruh 

positif dan signifikan terhadap customer satisfaction; (2) Perceived value 

berpengaruh positif dan signifikan terhadap customer satisfaction; (3) 

Customer satisfaction berpengaruh positif dan signifikan terhadap behavioral 

intention; (4) Service quality berpengaruh positif dan signifikan terhadap 

behavioral intention; (5) Perceived value berpengaruh positif dan signifikan 

terhadap behavioral intention; (6) Service quality berpengaruh positif dan 

signifikan terhadap behavioral intention melalui customer satisfaction; (7) 

Perceived value berpengaruh positif dan signifikan terhadap behavioral 

intention melalui customer satisfaction pada Penumpang Kereta Api Argo 

Bromo Anggrek di Surabaya. 

 

Kata Kunci: Kualitas Pelayanan; Nilai yang Dirasakan; Kepuasan 

Pelanggan; Niat Berperilaku. 
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The Effect of Service Quality and Perceived Value on Behavioral 

Intention through Customer Satisfaction on Argo Bromo Anggrek 

Passengers Train in Surabaya 

 

 

ABSTRACT 

 

Along with the changing times and technological developments, the 

service sector is a sector that has increased from year to year. Various types 

of transportation can be found, from rural to urban areas. Train is one of the 

public transportation (land) which also has a relatively large number of 

passengers. 

This research aims to analyze the effect of service quality and 

perceived value on behavioral intention through customer satisfaction at 

Argo Bromo Anggrek Passengers Train in Surabaya. Structural Equation 

Modeling (SEM) and LISREL program are used to be the data analysis 

technique for this research. The sampling technique for this research is 

nonprobability sampling, with purposive sampling method. This research 

took 150 respondents as a sample. The characteristics of respondents are 

passengers who had used the Argo Bromo Anggrek Passengers Train at least 

in the last 2 years for Surabaya Pasar Turi – Jakarta Gambir depart and 

return route, at least 17 years old, with deliberation of passengers are 

considered old enough to make choices, and domiciled in Surabaya. 

The results of this research prove that : (1) Service quality has a 

significant positive impact on customer satisfaction; (2) Perceived value has 

a significant positive effect on customer satisfaction; (3) Customer 

satisfaction has a significant positive impact on behavioral intention; (4) 

Service quality has a significant positive impact on behavioral intention; (5) 

Perceived value has a significant positive effect on behavioral intention; (6) 

Service quality has a significant positive impact on behavioral intention 

through customer satisfaction; (7) Perceived value has a significant positive 

effect on behavioral intention through customer satisfaction on Argo Bromo 

Anggrek Passengers Train in Surabaya. 

 

Keywords: Service Quality; Perceived Value; Customer Satisfaction; 

Behavioral Intention. 
 


