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QUALITY EXPERIENCE IS INFLUENCED BY CO-CREATION AND 
EXCELLENT SERVICE WITH CURRENCY MODERATION 

(Study On Sinar Jaya Bus Transportation Services In Bekasi District) 
 
 

Sheila Ramadhani Krisanti1) 
Surya Bintarti2) 

 
ABSTRACT 

 
Transportation is a major need in the community's economy. The role of 
transportation has a very positive impact on regional economic development as a 
whole, especially in relations between organizations. Realizing the importance of 
transportation, several parties have decided to open transportation service 
companies which aim to help the community and make transportation a business 
sector (Faiza et al., 2022). Customer experience quality has become an important 
concept in consumer behavior research. The conceptualization of experience 
quality includes visitors' affective responses to the psychological benefits they want 
from the visiting experience (Otto and Ritchie, 1996) in (Bintarti et al, 2017). This 
growth is influenced by several factors. 7p namely promotion, physical, place, 
people, and price. This research shows the influence or role of other variables 
outside of product variation and service quality on the quality of experience, namely 
price. This research aims to test and explain whether Co-Creation and Excellent 
Service offered by Sinar Jaya bus transportation services have an effect on Quality 
Experience with Currency as Moderation. The sampling method in this research 
used Non-Probability Sampling which is purposive sampling, resulting in the 
acquisition of data of 103 respondents who had used Sinar Jaya bus transportation 
services and then analyzed with the help of SmartPLS 3.2.9 software. This research 
obtained results namely 1). Co-Creation can encourage the level of Quality 
Experience 2). Excellent Service can encourage Quality Experience levels 3). The 
currency set in moderating Co-Creation can encourage the level of Quality 
Experience provided 4). The currency set to moderate Service Excellent can 
encourage the level of Quality Experience provided. 
 

Keywords : Co-Creation, Service Excellent, Currency, Quality Experience 
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ABSTRAK 

 
Transportasi merupakan kebutuhan utama dalam perekonomian masyarakat. 

Peran transportasi mempunyai dampak yang sangat positif terhadap perekonomian 
pembangunan daerah secara keseluruhan, khususnya dalam hubungan antar 
organisasi. Menyadari pentingnya transportasi, beberapa pihak memutuskan untuk 
membuka perusahaan jasa transportasi yang bertujuan untuk membantu masyarakat 
serta menjadikan transportasi sebagai sektor bisnis (Faiza et al., 2022). Kualitas 
pengalaman pelanggan telah menjadi konsep penting dalam penelitian perilaku 
konsumen, Konseptualisasi kualitas pengalaman mencakup respons afektif 
pengunjung terhadap manfaat psikologis yang mereka inginkan dari pengalaman 
berkunjung (Otto dan Ritchie, 1996) dalam (Bintarti et al, 2017), Pertumbuhan 
tersebut dipengaruhi oleh beberapa faktor 7p yaitu promosi, physical, place, people, 
dan price. penelitian ini menunjukkan adanya pengaruh atau peran dari variabel lain 
diluar dari variabel variasi produk dan kualitas pelayanan terhadap kualitas 
pengalaman yaitu harga. 

Penelitian ini bertujuan untuk menguji dan menjelaskan apakah Co-Creation 
dan Service Excellent yang ditawarkan oleh jasa transportasi bus sinar jaya 
berpengaruh terhadap Quality Experience dengan Currency sebagai Moderasi. 
Metode pengambilan sampel dalam penelitian ini menggunakan Non-Probability 
Sampling yang bersifat purposive sampling menghasilkan perolehan data sebanyak 
103 responden yang pernah menggunakan jasa transportasi bus sinar jaya dan 
kemudian dianalisa dengan bantuan Software SmartPLS 3.2.9. Penelitian ini 
memperoleh hasil yaitu 1). Co-Creation dapat mendorong tingkat Quality 
Experience 2). Service Excellent dapat mendorong tingkat Quality Experience 3). 
Currency yang ditetapkan dalam memoderasi Co-Creation dapat mendorong 
tingkat Quality Experience yang diberikan 4). Currency yang ditetapkan dalam 
memoderasi Service Excellent dapat mendorong tingkat Quality Experience yang 
diberikan. 
 

Kata Kunci : Variasi Produk, Kualitas Pelayanan, Harga, Kualitas Pengalaman 


