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PENGALAMAN PELANGGAN DALAM TRANSISI LAYANAN DIGITAL  

PENGARUH KUALITAS LAYANAN DIGITAL DAN KUALITAS 

KOMUNIKASI TERHADAP LOYALITAS PELANGGAN MELALUI 

KEPUASAN PELANGGAN PADA LAYANAN PENGIRIMAN KONTAINER 

DI JAKARTA 

 TRI RAHMAT RASID 

ABSTRAK 

 
Industri pengiriman kontainer di Jakarta tengah mengalami transisi layanan digital 

hibrida, di mana platform digital dan sistem manual beroperasi secara bersamaan. 

Kondisi ini memicu risiko inkonsistensi informasi antara sistem digital dan interaksi 

langsung dengan petugas layanan, yang berpotensi menurunkan kepuasan dan loyalitas 

pelanggan B2B. Penelitian ini bertujuan menganalisis pengaruh kualitas layanan digital 

dan kualitas komunikasi terhadap kepuasan pelanggan, pengaruh kepuasan pelanggan 

terhadap loyalitas pelanggan, serta peran mediasi kepuasan pelanggan dalam hubungan 

antara kualitas layanan digital dan kualitas komunikasi terhadap loyalitas pelanggan pada 

layanan pengiriman kontainer di Jakarta. Kerangka teoritis yang digunakan meliputi 

Service-Dominant Logic, Expectation Confirmation Theory, dan Information Asymmetry 

Theory. Penelitian menggunakan pendekatan kuantitatif explanatory dengan desain 

cross-sectional. Data dikumpulkan melalui kuesioner berskala Semantic Differential 

tujuh poin dari  responden valid yang merupakan karyawan pelanggan B2B aktif pada 

perusahaan pelayaran peti kemas yang menjadi lokus penelitian, dan dianalisis 

menggunakan Structural Equation Modeling berbasis Partial Least Squares (SEM-PLS). 

Hasil penelitian menunjukkan bahwa Kualitas Layanan Digital berpengaruh positif dan 

signifikan terhadap Kepuasan Pelanggan, Kualitas Komunikasi berpengaruh positif dan 

signifikan terhadap Kepuasan Pelanggan dengan kontribusi yang relatif lebih kuat, dan 

Kepuasan Pelanggan berpengaruh positif dan signifikan terhadap Loyalitas Pelanggan. 

Hasil pengujian mediasi menunjukkan bahwa Kepuasan Pelanggan secara signifikan 

memediasi penuh (fully mediating) pengaruh Kualitas Layanan Digital maupun Kualitas 

Komunikasi terhadap Loyalitas Pelanggan. Seluruh hipotesis penelitian dinyatakan 

diterima. Penelitian ini berkontribusi pada pemahaman mengenai peran Kepuasan 

Pelanggan sebagai mekanisme penghubung tunggal antara kualitas layanan pada masa 

transisi digital hibrida dengan loyalitas pelanggan dalam konteks logistik maritim B2B di 

Jakarta. 

Kata kunci: Kualitas Layanan Digital; Kualitas Komunikasi; Kepuasan Pelanggan; 

Loyalitas Pelanggan; Layanan Digital Hibrida.  
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THE EFFECT OF DIGITAL SERVICE QUALITY AND COMMUNICATION 

QUALITY ON CUSTOMER LOYALTY THROUGH CUSTOMER 

SATISFACTION IN CONTAINER SHIPPING SERVICES IN JAKARTA 

 TRI RAHMAT RASID 

ABSTRACT 

 
The container shipping industry in Jakarta is undergoing a hybrid digital service 

transition, in which digital platforms and manual systems operate simultaneously. This 

condition creates the risk of information inconsistency between digital systems and direct 

interactions with customer service staff, which may reduce B2B customer satisfaction 

and loyalty. This study aims to analyze the influence of digital service quality and 

communication quality on customer satisfaction, the influence of customer satisfaction 

on customer loyalty, and the mediating role of customer satisfaction in the relationship 

between digital service quality, communication quality, and customer loyalty in Jakarta’s 

container shipping sector. The theoretical framework integrates Service-Dominant 

Logic, Expectation Confirmation Theory, and Information Asymmetry Theory. A 

quantitative explanatory approach with a cross-sectional design is employed. Data were 

collected via a seven-point Semantic Differential scale questionnaire from  valid 

respondents , consisting of employees of B2B customer companies of the container 

shipping company under study, and analyzed using Partial Least Squares-based 

Structural Equation Modeling (PLS-SEM). The results show that digital service quality 

has a positive and significant effect on customer satisfaction, communication quality has 

a positive and significant effect on customer satisfaction with a relatively stronger 

contributio, and customer satisfaction has a positive and significant effect on customer 

loyalty .. Mediation testing confirms that customer satisfaction fully and significantly 

mediates the effects of digital service quality and communication quality (on customer 

loyalty. All research hypotheses are supported. This study contributes to understanding 

customer satisfaction as the sole linking mechanism between service quality during the 

hybrid digital transition and customer loyalty within the B2B maritime logistics context 

in Jakarta. 

Keywords: Digital Service Quality; Communication Quality; Customer Satisfaction; 

Customer Loyalty; Hybrid Digital Service 
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