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Abstract: The purpose of this study was to determine the effect of service quality and
innovation on visitor satisfaction and loyalty in Bogor City Public Service Mall. Another
thing that also needs to be answered from this study is whether there is an effect of
customer satisfaction on loyalty in using the services of the Bogor City Public Service Mall.
This study used primary data that were collected via interviews and questionnaires distri-
bution to 81 MPP Kota Bogor visitors who were selected by purposive sampling method.
The analysis used in this research is modeling analysis using Structural Equation Modeling
with the Partial Least Square (PLS) method. The results of this study indicate that service
quality has a significant effect on visitor satisfaction and loyalty. Another result is that
innovation has a significant effect on visitor satisfaction, but has no significant effect on
visitor loyalty. This study also shows that visitor satisfaction has a significant effect on
visitor loyalty. Further research is needed with a broader model to explain the diversity of
satisfaction and loyalty variables. It is also necessary to conduct a study comparing the
services in the Bogor City MPP with the services in the original institution in terms of the
level of satisfaction and loyalty of the community.

Public Service Mall (MPP)
is a form of integrated public
service from several institu-
tions such as the Ministry,
Local Government, BUMN,
BUMD, and the private sec-
tor. MPP is expected to pro-
vide efficient services to the
community. Service effi-
ciency can be realized by

harmonizing operational system procedures, harmo-
nizing service standards, utilizing single data, and
strengthening information technology-based services
(e-services).

Based on Kotler and Keller (2009), innovation
is not only limited to developing new products or
services. Innovation also includes new business
thinking and new process mechanisms for compa-
nies to adapt to dynamic environments. According
to Muluk (2008), Innovation in the public sector is
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carried out to increase efficiency and reduce costs,
considering that public sector organizations always
face scarce resources and budget constraints. In-
novation can also be used to develop the use of In-
formation and Communication Technology (ICT) to
improve the quality of public services, public par-
ticipation, and transparency. Public Service Mall was
formed to provide public services that provide a
variety of public service options, a variety of ICT-
supported service methods, and increase budget
efficiency.

Research related to service quality on satisfac-
tion and loyalty has previously been conducted by
Ristanti et al. (2011), Ashari et al. (2013),
Despriyatmoko et al. (2016), and Adil et al (2016).
The four of them want to know the dimensions of
service quality that affect customer satisfaction and
loyalty. The research on the effect of innovation on
satisfaction and loyalty has also been conducted by
Muslichati, et al (2015), Sinurat et al. (2017), and
Sasmiyarsi et al. (2019). Specific research on ser-
vice quality and innovation of Bogor City MPP on
customer satisfaction and loyalty has never been
done before, so research on the effect of service
quality and innovation of MPP Bogor City on qual-
ity and consumer loyalty needs to be done.

This study aims to: (1) determine the effect of
service quality at MPP Bogor City on visitor satis-
faction, (2) determine the effect of innovation in
MPP Bogor City on visitor satisfaction, (3) deter-
mine the effect of visitor satisfaction on visitor loy-
alty at MPP Bogor City, (4) knowing the effect of
service quality on visitor loyalty at MPP Bogor City,
and (5) knowing the effect of innovation on visitor
loyalty at MPP Bogor City.

The results of this study are expected to deter-
mine the extent of the relationship between service
quality and innovation on visitor satisfaction and loy-
alty, as well as the relationship between satisfaction
and visitor loyalty. Thus, the results of this study
will help the management of MPP Bogor City to
improve service strategies, especially in improving
service quality and increasing innovation to increase
visitor satisfaction and loyalty.

HYPOTHESIS DEVELOPMENT
Relationship between Service Quality and Sat-
isfaction

Alruwaiea et al. (2020), examines the factors
that influence the public using e-Government ser-
vices by integrating Social Cognitive Theory, Ex-
pectation Confirmation Theory, DeLone model,
McLean IS, and E-S-QUAL towards 471 British
citizens who are involved in online public services.
The results of his research concluded that service
quality has a significant effect on the satisfaction of
users of e-Government electronic services in the
UK.
H1: Service quality has a significant effect on satis-

faction.

Relationship between Innovation and visitor
satisfaction

Research that explores the relationship between
innovation and customer satisfaction has been con-
ducted on customers in Swedish hotels by Wikhamn
(2019). The findings show that the relationship be-
tween innovation and customer satisfaction depends
on sustainable HR practices in the organization. The
study concluded that sustainable HR practices in-
crease the ability of hotels to innovate and have
satisfied customers.
H2: Innovation has a significant effect on visitor

satisfaction.

Relationship between Service Quality and visi-
tor loyalty

Research on the Effect of Service Quality on
Loyalty was conducted by Zhang et al. (2019), on
transportation services in China which include 58
public transportation operators and is spread across
13 cities. The results of this study concluded that
aspects of service quality such as convenience,
safety, reliability, and comfort have a significant ef-
fect on passenger loyalty.
H3: Service quality has a significant effect on visi-

tor loyalty.
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Relationship between Innovation and visitor
loyalty

YuSheng and Ibrahim (2018), researched the
Effect of Service Innovation on Bank customer loy-
alty. YuSheng’s research results indicate that ser-
vice innovation has a direct effect on bank customer
loyalty.
H4: Innovation has a significant effect on visitor loy-

alty.

Relationship between Satisfaction and visitor
loyalty

Kasiri et al. (2017) in their research analyzed
the direct and indirect impacts of service standard-
ization and customization on customer satisfaction
and loyalty related to service quality. The results
showed that: (1) integration of standardization and
customization in various services is very important
to improve service quality; (2) standardization has a
higher impact on service quality when compared to

customization; (3) functional quality has a higher
effect on customer satisfaction when compared to
technical quality; and (4) customer satisfaction has
a significant effect on customer loyalty. H5: Satis-
faction has a significant effect on visitor loyalty.

METHOD
Framework

MPP Bogor City as a service facility owned by
the Bogor City Government is required to provide
quality, safe, easy, and comfortable public services
so that the public can obtain their public rights. Feed-
back from visitors in the form of perceptions of as-
pects of service quality, innovation, satisfaction, and
loyalty is an important input for public service malls
that have been operating for one year. This study
uses a structural equation modeling approach to
quantitatively measure visitors’ perceptions of ser-
vice quality, innovation, satisfaction, and loyalty. The
results of the analysis of the influence of service

Figure 1. Research Framework
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Latent Variable Indicator code

Tangible
Cleanliness of the room TG1
Supporting facilities TG2
Lounge comfort TG3
Officer appearance TG4
Reliability
The presence of employees is ready at any time RB1
The clerk arrived on time at the location RB2
Employee services do not discriminate against visitors RB3
The presence of employees is ready at any time when service activities
are carried out

Service quality Responsiveness
Officer service speed RP1
Employees are responsive to customer complaints RP2
Employee readiness in providing solutions RP3
to the customer
Assurance
The clerk is friendly in providing service AR1
The clerk is polite in providing services AR2
Employee technical knowledge skills AR3
The clerk always provides services thoroughly AR4
Empathy
Easy to contact service personnel EP1
The officer is responsible for the quality EP2
The clerk is attentive in providing service EP3

Innovation A complete range of services IN1
Ease of service through the MPP City Bogor website IN2
Ease of service via the Bogor City MPP mobile application IN3
Integration of services from various institutions IN4

Table 1. Research Variables and Indicators

quality and innovation on visitor satisfaction and loy-
alty are expected to have implications for policies
and improvements in the performance of the Bogor
City public service mall in the future. The research
framework is presented in Figure 1.

Research variable
The research variable is a concept that has value

and can be measured. The variables that will be
used in this study consist of latent variables and
manifest variables as indicators of latent variables.
Based on the formulation of the proposed problems,
in this study, there are four latent variables analyzed,

namely service quality, innovation, satisfaction, and
loyalty. Each of these variables will be reflected by
several indicators. Latent variables and research
indicators are presented in Table 1.

In this study, the initial SEM model was adopted
from the research of Adil et al. (2016), on the
effect of service quality and price on visitor satis-
faction and loyalty at Bogor City Hospital. Service
quality and innovation are predicted to affect visitor
satisfaction, while service quality, innovation, and
satisfaction variables are predicted to affect visitor
loyalty. The initial research model is presented in
Figure 2.
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Types and Sources of Data
The types of data collected in this study are

primary data and secondary data. Primary data in
this study is data obtained from visitors to the Bogor
City MPP. The data were obtained through filling
out online questionnaires regarding the variables of
service quality, innovation, satisfaction, and loyalty.
Secondary data is data obtained from MPP Kota
Bogor, including service data such as types of ser-
vices, number of visits, service procedures, and MPP
facilities. Secondary data were also obtained from
the internet, literature studies, and previous research
related to this research.

Population and Sample
The population in this study were all visitors to

the Bogor City MPP since it started operating until

July 28, 2020, with a total visitor number of 55,901
people. In this study, the sample was taken using a
purposive sampling method that focuses on the lat-
est visitors, namely in the time range July 10 - July
28, 2020. In this range, 392 potential respondents
were obtained. Of the 392 visitors, 110 respondents
filled out a questionnaire. This questionnaire is veri-
fied and obtained 81 questionnaires that can be pro-
cessed. Following the analysis tools used, namely
Structural Equation Modelling-Partial Least Square
(SEM-PLS), the minimum sample size is 10 times
the number of paths built for structural model test-
ing (Abdillah and Hartono 2015). In this research
model, there are 5 lines, which means that a mini-
mum of 50 samples is needed. The number of
samples of 81 samples obtained from this study is
sufficient.

Satisfaction MPP Bogor City has met customer expectations KP1
Visitors are satisfied with the Bogor City MPP procedure KP2
Customer satisfaction with overall service KP3

Loyalty Trust LP1
A sense of belonging LP2
Loyal LP3
Give recommendations LP4
Informs good ideas LP5

Figure 2. Initial Research Model
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Method of Analysis
The data analysis tool used in this research is

Structural Equation Modeling Partial Least Square
(SEM-PLS). PLS is a causal model approach that
aims to maximize the variance of the latent variable
criteria which can be explained (explained variance)
by the predictor latent variables. PLS can work ef-
ficiently with small sample sizes and complex mod-
els. The assumption of data distribution in PLS is
relatively looser because it does not require a nor-
mal distribution and can manage multicollinearity
problems. PLS can analyze reflective and forma-
tive measurement models as well as latent variables
with one indicator without causing identification prob-
lems (Sholihin and Ratmono, 2013; Abdillah and
Hartono, 2015).

RESULTS
Based on the results of the study, it is known

that respondents who visited the Bogor City MPP
were dominated by women with a percentage of
61.7% and male visitors 38.3%. The highest per-
centage of respondents was in the range 41-50
years, namely 38.3%, followed by the age range
31-40 years, 21-30 years, 51-60 years, and> 60 years
with the consecutive percentages, 34.6%, 17.3%,
7.4%, and 2.5%.

In the education variable, respondents were
dominated by strata 1 at 56.8%. Respondents’ oc-
cupations were 43.2% housewives, 24.7% private
employees, 19.8% self-employed, civil servants
7.4%, other jobs 2.5%, and students 2.5%. Respon-
dents were dominated by visitors who live in Bogor,
namely 93.8% and the remaining 6.2% who do not
live in Bogor. Based on the economic level variable,
the respondent has characteristics with the total
expenditure of IDR 1,500,100 - IDR 3,000,000 of
36%, IDR 500,000 - IDR 1,500,000 of 32%,> IDR
500,000 of 15%, IDR 3,000,100 - IDR 5,000,000 of
9 %, and> IDR 5,000,000 of 8%. The frequency of
respondent visits to the Bogor City MPP was 59%
one time, 20% two visits, 6% three visits, and 15%
more than three visits.

PLS model evaluation is done by evaluating the
outer model and inner model. The outer model is a
measurement model to assess the validity and reli-

ability of the model. Through the algorithm iteration
process, the measurement model parameters (con-
vergent validity, discriminant validity, composite re-
liability, and Cronbach’s alpha) were obtained, in-
cluding the R2 value as a parameter of the predic-
tion model accuracy. The inner model is a struc-
tural model to predict causality between latent vari-
ables. Through the bootstrapping process, the t-count
parameter is obtained to predict a causality rela-
tionship.

According to Abdillah and Hartono (2015), al-
though the reflective measure of the indicator is said
to be valid if it has an outer loading e” of 0.7, re-
searchers should not remove indicators that have
an outer loading between 0.5-0.7 as long as the AVE
score and the variable communality are more than
0.5. Factor load weights of 0.50 or more are con-
sidered to have sufficiently strong validity to explain
latent constructs (Hair et al., 2014). According to
Sharma (1996), the weakest acceptable outer load-
ing is 0.40 so that in this study, indicators that have
an outer loading above 0.4 are still used. The re-
sults of the outer loading output can be seen in Fig-
ure 3.

The result of outer loading output is strength-
ened by the next step, which is to ensure that the
AVE value and the commonality of all latent vari-
ables have a value above 0.5. The AVE and com-
munality values   of all latent variables can be seen
in Table 2. The results of data processing show that
all latent variables in the model have AVE and com-
munality values of more than 0.5, which means that
all indicators are convergent valid.

Testing the discriminant validity of the outer
model is done by comparing the correlation value of
the latent variable with the AVE root. Based on Table
3, it is known that the majority of the AVE Root
values are greater than the correlation values be-

Variable  AVE Communality

Quality 0.545393 0.545393
Innovation 0.671042 0.671043
Satisfaction 0.769377 0.769377
Loyalty 0.666343 0.666343

Table 2. Convergent validity test results
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tween latent variables. This indicates that the latent
variable has fairly high discriminant validity.

In addition to the validity test, a reliability test
was also conducted to measure the internal consis-
tency of the measuring instrument. Reliability shows

the accuracy, consistency, and accuracy of a mea-
suring instrument in making measurements. In this
study, a variable is said to have sufficient reliability
if the variable has a composite reliability value and
Cronbach’s alpha is greater than 0.7. Table 4 pre-
sents the results of the variable reliability test for
each of the latent variables in the model.

Based on Table 4, the test results show that all
latent variables in the study all have composite reli-
ability and Cronbach’s alpha values   greater than
0.7. These results can conclude that the indicators
used in latent variables already have strong reliabil-
ity or can measure the variables.

The structural model in PLS is evaluated using
R2 for the dependent variable, path coefficient value,

Quality Innovation Satisfaction Loyalty AVE roots

Quality 1       0.738507278
Innovation 0.612538 1     0.819171533
Satisfaction 0.823142 0.600027 1   0.87714138
Loyalty 0.757946 0.568926 0.810588 1 0.816298352

Table 3. Correlation values   of latent variables and AVE roots

Variable

Quality 0.943852 0.95136
Innovation 0.830476 0.889083
Satisfaction 0.849318 0.908261
Loyalty 0.871625 0.907682

Table 4. Reliability Testing

Figure 3. Outer Model Output Results

Cronbachs Composite
Alpha Reliability

RB 3

RP 1

RP 2

RP 3

AR 1

AR 2

AR 3

AR 4

0.748

0.876

0845

0.770

0.832

0.855

0.888

0.774

RB 2 RB 1 TG 4 TG 3 TG 2 TG 1 KP 1 KP 2 KP 3

0.681 0.720 0.481 0.449 0.451 0.477 0.950 0.745 0.922

0.692
Satisfaction

0.000
Service Quality

0.687
Loyalty

0.000
Innovation

EP 1 EP 2 EP 3 IN 1 IN 2 IN 3 IN 4

0.688 0.875 0.814 0.634 0.928 0.827 0.859

LP 1

LP 2

LP 3

LP 4

LP 5

0.751

0.905

0.900

0.852

0.641

0.251

0.153

0.554

0.082



ACCREDITED by Ministry of Research and Technology Republic of  Indonesia, No 200/M/KPT/2020 ISSN: 1693-5241 51

Evaluation of Service Quality and Innovation of Bogor City Public Service Mall

Kurniawati, Desi T. and Yaakop, Azizul Y. 2021. Tokopedia E-Store during Covid-19 Pandemic
The Influence of Transformational Leadership Style on Work Engagement Remuneration Dimediation and

and t-count for each path to test the significance be-
tween variables in the model. Table 5 presents the
R2 value for the dependent variable of the study,
namely the satisfaction variable and the loyalty vari-
able.

From Table 5, it is known that the R2 value in
the satisfaction variable is 0.6922 and the R2 value
in the loyalty variable is 0.6866. This shows that the
independent variables (service quality and innova-
tion) can explain the moderate diversity of visitor
satisfaction, which is 69.22%. The remaining
30.78% is explained by other variables outside the

Dependent Variable R2 Interpretation

Satisfaction 0.6922 Moderate
Loyalty 0.6866 Moderate

Table 5. R2 value of the inner model model. The variables of service quality, innovation,
and satisfaction can explain the moderate diversity
of loyalty variables, which is 68.66%. The remain-
ing 31.34% is explained by other variables outside
the model.

The path coefficient value shows the level of
significance in testing the hypothesis. The path co-
efficient score shown by the t-count must be above
the t-table value with an alpha significance level of
5%, which is 1.96. Hypothesis testing is done by
looking at the results of the bootstrapping analysis
on the path coefficient, namely by comparing the t-
count with the t-table. When the value of tcount > ttable
(1.96), then the formulation of the hypothesis is ac-
cepted, but if the value of tcount < ttable (1.96), then
the formulation of the hypothesis is rejected. The
results of the analysis using the bootstrapping pro-
cess on the path coefficient with a 95% confidence
interval are presented in Figure 4.

Figure 4 shows the t-count value of all paths in
the structural model of the study. In summary, the

results of the T-Test analysis output on the path coef-
ficient are presented in Table 6.

RB 3

RP 1

RP 2

RP 3

AR 1

AR 2

AR 3

AR 4

16.081

42.306

31.298

20.092

24.411

37.653

41.349

17.192

RB 2 RB 1 TG 4 TG 3 TG 2 TG 1 KP 1 KP 2 KP 3

13.390 13.424 7.824 5.365 4.148 5.267 113.594 13.280 56.952

Satisfaction

Service Quality Loyalty

Innovation

EP 1 EP 2 EP 3 IN 1 IN 2 IN 3 IN 4

11.082 37.599 25.520 7.584 76.248 20.895 37.845

LP 1

LP 2

LP 3

LP 4

LP 5

0.751

0.905

0.900

0.852

0.641

2.561

1.974

4.822

0.869

11.020

Figure 4. The Output of the Bootstrapping Path Coefficient
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formation about the requirements needed. The
website and the MPP City Bogor application pro-
vide detailed information about things needed be-
fore coming to MPP as well as providing informa-
tion about the number of customers that can be
served on that day so that there is no accumulation
of queues at the Bogor City MPP.

The satisfaction variable has a significant ef-
fect on visitor loyalty. Visitors who are satisfied with
the Bogor City MPP service tend to come back
again. This is in line with various similar studies,
one of which is the research result of Zhang et al.
(2019), on public transportation services in China
which states that the customer satisfaction variable
has a significant effect on loyalty.

The innovation variable has no significant ef-
fect on loyalty. This is different from the findings of
YuSheng and Ibrahim (2018), in their research on
the banking sector in Ghana which shows that ser-
vice innovation has a significant effect on customer
loyalty. The innovative form of Bogor City MPP in
the form of integrated services, websites, and ap-
plications has not had enough effect on loyalty. Apart
from the diversity of services in one place, website
and application services are not only available at
MPP Kota Bogor. Several main institutions outside
the Bogor City MPP have also used website and
application services to make it easier for the com-
munity, for example, the population services at the
Population and Civil Registry Office already have
the Kancil application, West Java Samsat has the
Sambara application, and BPJS has the JKN mo-
bile application. 

The service quality variable has a significant
effect on visitor loyalty, which means that improv-
ing service quality at MPP Bogor City can increase

DISCUSSION
In the results of the T-test analysis output on

the path coefficient (Table 6), the variable service
quality has a significant effect on visitor satisfac-
tion. Strengthening the dimensions of service qual-
ity includes physical aspects (tangible) in the form
of the cleanliness of the room, adequate facilities,
comfort in the waiting room, appearance of offic-
ers, playroom, and reading corner; reliability aspects
such as friendly and courteous officers, service
speed of officers, and employees who are respon-
sive and always provide a solution; assurance as-
pects in the form of friendly, polite, and skilled of-
ficers; aspects of empathy such as ease in contact-
ing officers and services regardless of social sta-
tus. This is in line with previous research conducted
by Alruwaiea et al. (2020), who stated that service
quality has a significant effect on user satisfaction
of UK government electronic services.

The innovation variable has a significant effect
on visitor satisfaction. Public service innovation can
increase MPP visitor satisfaction so that manage-
ment needs to increase innovation in the form of a
variety of complete services, easy access to the
Bogor City MPP website, ease of MPP application
services, and integrated services of various institu-
tions. This is in line with research on hotel custom-
ers in Sweden by Wikhamn (2019), which states
that innovation has a significant effect on customer
satisfaction.

The collection of various services in one place
in the form of a mall is one form of public service
innovation that makes it easier for people to obtain
service rights. The availability of website and appli-
cation services means that people do not need to
come to the location to get queue numbers and in-

Path Coefficient T-count Conclusion

Quality  Satisfaction 0.729201 11.019731 Significant
Quality  Loyalty 0.251007 2.560813 Significant
Innovation  Satisfaction 0.153363 1.973685 Significant
Innovation  Loyalty 0.082463 0.869234 Non-Significant
Satisfaction  Loyalty 0.554493 4.821996 Significant

Table 6. Path Coefficient T-Test Results
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visitor loyalty. This is in line with the research find-
ings of Kasiri et al. (2017) and Adil et al. (2016),
which state that service quality has a significant
effect on service user loyalty.

Service quality has an indirect effect on loy-
alty, greater than the direct effect of service quality
on loyalty. From this value, it can be concluded that
the total effect of service quality on loyalty, the sum
of the direct and indirect effects of service quality
on loyalty. The indirect effect of innovation on loy-
alty is greater than the direct effect of innovation
on loyalty.

Based on the results of the bootstrapping path
coefficient output, it can be seen that the variable
service quality is the dominant factor affecting visi-
tor satisfaction. The coefficient value is greater than
the coefficient of the influence of the innovation
variable on satisfaction. On the other hand, the sat-
isfaction variable is the dominant factor affecting
the loyalty variable. The coefficient value is greater
than the coefficient of influence of the service quality
variable on loyalty and the coefficient of influence
of the innovation variable on loyalty.

Based on the results of the inner model evalu-
ation, the conclusions on the hypothesis test results
proposed at the beginning of the study are presented
in Table 7. Hypotheses 1, 2, 3, and 5 are accepted,
while hypothesis 4 is not relevant to the research
model.

As an institution that is not yet 1 year old, the
Bogor City MPP needs to continue to improve its
services. The results of this study can be used as
recommendations for making policies related to ser-
vice quality, innovation, satisfaction, and visitor loy-
alty. The variables that have a significant effect on
satisfaction and loyalty should be considered and
followed up with managerial policies. The most
dominant factor affecting satisfaction and loyalty is
service quality. Policies that will be implemented
regarding service quality can be emphasized on
strengthening the physical aspects (tangible), reli-
ability (reliability), responsiveness (responsiveness),
assurance (assurance), and empathy (empathy). 

Bogor City MPP needs to make more inten-
sive efforts to develop innovation in its services. As
a third-generation form of public service, the qual-

ity of innovation in the form of mobile applications
and services via the website is not sufficient to pro-
vide superiority when compared to services avail-
able in several institutions outside the Bogor City
MPP.

CONCLUSIONS
Based on the analysis that has been described,

it can be concluded that service quality has a sig-
nificant effect on visitor satisfaction at MPP Bogor
City, innovation has a significant effect on visitor
satisfaction at MPP Bogor City, visitor satisfaction
has a significant effect on visitor loyalty at MPP
Bogor City, service quality has a significant effect
on visitor loyalty at MPP Bogor City, and innovation
has no significant effect on visitor loyalty at MPP
Bogor City.

RECOMMENDATIONS
Suggestions that can be recommended in this

study include: first, to increase visitor satisfaction
to MPP, it can be done by improving and strength-
ening service quality through policies and programs
that strengthen the dimensions of tangibles, reliabil-
ity, responsiveness, assurance, and empathy. Sec-
ond, increasing visitor loyalty, it can be done by im-
proving service quality and increasing visitor satis-
faction to the Bogor City MPP. Third, MPP Bogor
City needs to make more intensive efforts to de-
velop innovations in its services. Fourth, further re-
search is needed with a broader model to explain
the diversity of satisfaction and loyalty variables.
Fifth, It is also necessary to conduct a study com-
paring the services in the Bogor City MPP with the
services in the original institution in terms of the level
of satisfaction and loyalty of the community.
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