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ABSTRAK

Suyanto Marhendra, Pengaruh Kinerja Layanan Balai Karantija Hewan, lkan dan
Tumbuhan Jawa Timur terhadap Kepuasan dan Loyalitas Mitra Eksportir Pala (Myristica
fragrans houtt)

Dibimbing oleh Dr. Ir. Mubarokah, MT dan Dr. Ir. Taufik Setyadi, MP.

Kinerja Balai Karantina Hewan, lkan dan Tumbuhan (BKHIT) Jawa Timur dalam
rangka membina dan mengawasi eksportir pala telah dijalankan dengan baik,
melalui berbagai aspek layanan, baik kompetensi petugas, SOP layanan,
maupun dengan aplikasi digital yang inovatif. Eksportir harus mampu
menyediakan pala yang berkualitas dan memenuhi standar keamanan pangan
yang ditentukan oleh masing-masing negara, agar tidak terjadi Notification of Non
Compliance (NNC). Tujuan penelitian adalah (1) Menganalisis kinerja layanan
BKHIT Jawa Timur (2) Menganalisis tingkat kepuasan mitra eksportir pala
terhadap kinerja layanan BKHIT Jawa Timur dan (3) Menganalisis pengaruh
kinerja layanan BKHIT Jawa Timur terhadap kepuasan dan loyalitas mitra
eksportir pala. Metode penelitian ini menggunakan data kualitatif dan kuantitatif,
sedangkan pengambilan sampel dengan menggunakan purposive sampling,
terhadap populasi 192 eksportir pala dengan 19 perusahaan dan 36 responden.
Adapun metode analisa data menggunakan IPA, CSI dan SEM-PLS.

Hasil metode analisis IPA untuk menentukan skala prioritas yang akan diperbaiki
oleh BKHIT Jawa Timur yaitu memperbaiki layanan terhadap eksportir, dengan
cara memberikan pelatihan atau bimbingan teknik kepada seluruh pegawai
terutama di bagian pelayanan operasional terkait dengan prosedur dan ketepatan
waktu pemeriksaan dan pengetahuan teknis dalam pelaksanaan ekspor. Analisa
CSI untuk mengukur tingkat kepuasan layanan, diperoleh angka rata-rata
87,83%, yang menunjukkan pada kriteria sangat puas. Selanjutnya SEM-PLS
yang menghasilkan nilai rata-rata loading factor: Kinerja (X): 0,777, kepuasan (Z):
0,896, loyalitas (Y): 0,867, sedangkan nilai Average Variance Extracted (AVE)
pada indikator kinerja: 0,705, kepuasan: 0,806 dan Loyalitas: 0,752. Nilai rata-
rata validitas diskriminan kinerja: 0,756, kepuasan: 0.709, loyalitas: 0,761,
menunjukkan nilai valid dan sangat puas. Nilai tertinggi validitas diskriminan
kinerja: 0,827, kepuasan: 0,968, loyalitas: 0,889. Sedangkan nilai reliabilitas
komposit kinerja: 0,928, kepuasan: 0,946 dan Loyalitas: 0,921 vyang

menunjukkan nilai valid dan sangat puas. Pada uji R Square (R2) untuk
indikator kepuasan: 0.590 dan loyalitas: 0,894 sehingga dapat dinyatakan valid

dan nilai R® = 0,894 = 0,75, sedangkan Q Square (QZ) sebesar : 0,9565, menurut
Hair, 2014 ini menunjukkan substansial (kuat), maka hipotesis HO dinyatakan
ditolak dan H; diterima. Selanjutynya pada Path coefficients, kepuasan: 0,518,
kepuasan: 0,767, loyalitas: 0,508, menurut menurut Hair, 2014 dinyatakan
moderat. Kemudian total effect adalah VAF (Variance Accounted For) Kinerja (X)
-> Kepuasan (Z) -> Loyalitas (Y), indirect mempunyai pengaruh mediasi sebesar
0,397 dan mempunyai pengaruh total Kinerja (X) -> Loyalitas (Y) = 0,905 atau
nilai VAF: 43,87% yang menunjukkan adanya mediasi parsial.

Kata Kunci : NNC, pala, kinerja, kepuasan, loyalitas, eksportir




ABSTRACT

Suyanto Marhendra, Pengaruh Kinerja Layanan Balai Karantija Hewan, lkan dan
Tumbuhan Jawa Timur terhadap Kepuasan dan Loyalitas Mitra Eksportir Pala (Myristica
fragrans houtt)

Dibimbing oleh Dr. Ir. Mubarokah, MT dan Dr. Ir. Taufik Setyadi, MP.

The performance of the Animal, Fish and Plant Quarantine Agency (BKHIT) of East Java in
fostering and supervising nutmeg exporters has been carried out well, through various
service aspects, including officer competency, service SOP, and innovative digital
applications. Exporters must be able to provide quality nutmeg and meet food safety
standards determined by each country, to avoid Notification of Non-Compliance (NNC).
The objectives of this study are (1) to analyze the performance of the East Java BKHIT
service (2) to analyze the level of satisfaction of nutmeg exporter partners with the
performance of the East Java BKHIT service and (3) to analyze the effect of the
performance of the East Java BKHIT service on the satisfaction and loyalty of nutmeg
exporter partners. This research method uses qualitative and quantitative data, while
sampling uses purposive sampling, on a population of 192 nutmeg exporters with 19
companies and 36 respondents. The data analysis method uses IPA, CSI and SEM-PLS.The
results of the IPA analysis method to determine the priority scale to be improved by
BKHIT East Java are to improve services to exporters, by providing training or technical
guidance to all employees, especially in the operational service section related to
procedures and timeliness of inspections and technical knowledge in implementing
exports. CSl analysis to measure the level of service satisfaction, obtained an average
figure of 87.83%, which indicates the criteria of very satisfied. Furthermore, SEM-PLS
produces the average loading factor value: Performance (X): 0.777, satisfaction (Z):
0.896, loyalty (Y): 0.867, while the Average Variance Extracted (AVE) value on
performance indicators: 0.705, satisfaction: 0.806 and Loyalty: 0.752. The average value
of discriminant validity of performance: 0.756, satisfaction: 0.709, loyalty: 0.761,
indicating valid and very satisfied values. The highest value of discriminant validity of
performance: 0.827, satisfaction: 0.968, loyalty: 0.889. While the composite reliability
value of performance: 0.928, satisfaction: 0.946 and Loyalty: 0.921 which indicates valid

and very satisfied values. In the R Square (Rz) test for satisfaction indicators: 0.590 and
2
loyalty: 0.894 so that it can be declared valid and the value of R = 0.894 > 0.75, while Q

Square (Qz) is: 0.9565, according to Hair, 2014 this shows substantial (strong), then the
hypothesis Ao is rejected and H; is accepted. Furthermore, in the Path coefficients,
satisfaction: 0.518, satisfaction: 0.767, loyalty: 0.508, according to Hair, 2014 is stated
as moderate. Then the total effect is VAF (Variance Accounted For) Performance (X) ->
Satisfaction (Z) -> Loyalty (Y), indirect has a mediation effect of 0.397 and has a total
effect of Performance (X) -> Loyalty (Y) = 0.905 or VAF value: 43.87% which indicates the
presence of partial mediation.

Keywords: NNC, nutmeg, performance, satisfaction, loyalty, exporter
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