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CHAPTER I 

INTRODUCTION 

1.1  Background   

Along with the development of an increasingly fast era and progress of a 

more prosperous economy, changes in the socio-culture of society, as well as the 

development of sophisticated science and technology, means of transportation and 

communication are increasingly advanced and easy so that human activities 

become faster and more practical. With the increasingly rapid development of the 

times, people are increasingly creative and innovative in creating new businesses, 

especially businesses that provide transportation services. 

Transportation is an important means of development in accelerating the 

economy and affecting all aspects of life. Transportation can help a good economy 

in an area even in a country. The better and organized the transportation in an 

area, the better the economy. With the increasing population growth the need for 

transportation services will also increase, this is what has led to the growing 

business world in the transportation service sector. 

At this time technology and communication cannot be separated from 

human life, these two things are very important to make work easier. Humans 

currently have a variety of activities and to carry out these activities requires 

transportation as a support tool or aids to make it easier to carry out their 

activities. 

As in the densely populated area of Bengkalis City, and considering the 

outbreak of the Corona Virus Disease (Covid-19) that has hit the entire country 

and even the world, including the City of Bengkalis, people in the City 

of Bengkalis panic and result in people having to limit social interactions between 

themselves. With these various problems emerging, more and more transportation 

service sector businesses have the opportunity to do business. To meet customer 

satisfaction with transportation services, it is necessary to have service providers 
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who provide services that are not only good and quality but also innovative. So 

that transportation service companies make innovations that make it easier for 

people and shorten travel time, namely by presenting online motorbikes in the 

midst of society. 

Based on the results of interviews, GoBeng was founded in 2019 with the 

names of the founders M. Agung Suganda and Muhammad Intan Permata who are 

students State Polytechnic of Bengkalis. However, this gobeng is more managed 

and controlled by M. Agung Suganda. With the existence of GoBeng in Bengkalis 

City, it is hoped that it can make it easier for pedestrians who come to Bengkalis, 

as we know that many foreigners come to Bengkalis, especially students who 

come from outside Bengkalis who do not bring vehicles. As well as with Gobeng 

it also adds to customer confidence because in this day and age most people 

choose things that are more effective and efficient, and can guarantee their safety. 

And this online gojek also aims to increase the creativity of the children of the 

Bengkalis area that in modern times like now ojegs no longer need to look for 

available ojek bases. Apart from being time consuming, the targeted safety and 

prices are not consistent because they are not well organized and well managed.  

Therefore, to simplify and speed up your movement, we, the founders of 

GoBeng, hope that this can be the best solution for you. There are two services 

provided by GoBeng, namely Food Delivery, and shuttle taxis provided by 

GoBeng at different costs, but with the same ordering system, namely via 

telephone, SMS, or WhatsApp. For Food Delivery, the rate set is Rp. 

3,000/portion, while for shuttle taxis the fare is Rp. 10,000/person. GoBeng 

started operating on September 2, 2019, with 8 drivers. At this time, GoBeng has 

not provided an online ordering system based on Android and IOS, but GoBeng 

provides a tool for customers to find out the latest information that can be 

obtained through Instagram with the name @gojekbengkalis. M. Agung Suganda 

as the founder and manager of GoBeng also said that at this time I really hope that 

GoBeng can help make it easier for people in the City of Bengkalis to meet their 

online service needs during the Corona Virus Disease (Covid-19) Outbreak, 

especially for people who want to limit social interactions. 
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Customer satisfaction is a very important factor for the existence, 

continuity and development of a company. Today many companies are 

increasingly understanding the importance of customer satisfaction and 

implementing strategies to provide satisfaction to their customers. According 

to Kotler  (2015) satisfaction is the level of a person's satisfaction after comparing 

the performance or perceived results compared to expectations. So satisfaction or 

dissatisfaction is the conclusion of the interaction between expectations and 

experiences after using the services or services provided. According 

to Tjiptono (2015), "customer satisfaction is the feeling of pleasure or 

disappointment of someone who appears after comparing perceptions of the 

performance (results) of a product with expectations". 

It can be concluded that customer satisfaction is the feeling of pleasure or 

disappointment of someone who appears after comparing the perceived product 

results with the expected outcome. If the results are below expectations, the 

customer is not satisfied. If the results meet expectations, the customer is 

satisfied. If results exceed expectations, the customer is very satisfied or happy. 

The quality of information systems is important in service businesses, 

because information systems will attract customers to use these services. With 

good quality information systems, customers will find it easier to use information 

systems created by service providers, this will foster satisfaction. But the higher 

the quality of the information system usually also affects the company's basic 

costs, which of course will be borne by customers. The higher the company's cost 

of goods will definitely affect the price. Affordable prices will generate customer 

interest and provide a sense of economic benefit in using these services. 

According to Kotler and Armstrong (2016) defines that: "Price the amount of 

money charged for a product or service, or the sum of the value that customers 

exchange for the benefits or having or using the product or service". Satisfaction 

is very important for companies so that customers want to reuse these services 

without worry and will foster customer loyalty. The greater customer satisfaction 

will create loyalty which has an impact on increased revenue for the company. 
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Loyalty means customers continue to make purchases on a regular basis. 

Customer loyalty in general can be defined as one's loyalty to a product, both 

certain goods and services. Kotler and Keller (2016) define that consumer loyalty 

is: "A deeply held commitment to rebuy or repatronize a preferred product or 

service in the future despite situational influences and marketing efforts having 

the potential to cause switching behavior." Meanwhile, according 

to Wantara (2015) states that loyalty is a deep commitment to buy or reuse a 

product or service consistently in the future, thus encouraging the purchase of the 

same brand even though there are situational influences and marketing efforts that 

have the potential to cause behavior to shift to other manufacturers. This shows 

that loyalty is not only determined by customer decisions, but also the efforts of 

business actors that can make customers loyal. 

From the explanation of the experts above, it can be seen that each 

customer has a different base of loyalty, this depends on their respective 

objectivity. Loyalty can be defined as an emotional tendency towards an object. 

This refers to the affective (like / dislike) aspect, this emotional tendency is 

obtained by consumers through previous experiences or comes from information 

obtained from other people. In conclusion, loyalty is a bond of feeling or 

someone's dependence on an object in which there is a desire to maintain, possess, 

and be loyal to that object. 

Based on the description above, the author will conduct research with the 

title Influence of Information System Quality and Prices on Customer 

Loyalty GoBeng Online Transportation Services in the City of Bengkalis. 

 

1.2  Formulation of the Problem 

Based on the background of the problems described above, the problem 

formulations in this study are as follows: 

1. Is there any influence and how much influence the quality of information 

systems on customer loyalty GoBeng online transportation services in the 

City of Bengkalis? 
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2. Is there any influence and how much influence does price have on 

customer loyalty GoBeng online transportation services in the City 

of Bengkalis? 

3. Is there any influence and how much influence the quality of information 

systems and prices on customer loyalty GoBeng online transportation 

services in the City of Bengkalis? 

 

1.3  Purpose of the Study 

Based on the formulation of the problem above, it can be concluded that 

the research objectives are as follows: 

1. To determine the influence and how much influence the quality of 

information systems on customer loyalty GoBeng online transportation 

services in the City of Bengkalis. 

2. To determine the influence and how much influence price on customer 

loyalty GoBeng online transportation services in the City of Bengkalis. 

3. To determine the influence and how much influence the quality of 

information systems and prices on customer loyalty GoBeng online 

transportation services in the City of Bengkalis. 

 

1.4  Significance of the Study 

Based on the results of this study, it is hoped that it will provide the 

following benefits: 

1. Theoretical Benefits 

The results of this study are expected to contribute to science to add 

insight and test the ability of students regarding the factors that affect 

customer loyalty. 

2. Practical Benefits 

a. For Writers 

This research can be used as a means to apply the theories that have 

been obtained during the lecture and add to the writer's insight by 

providing knowledge about the factors that affect customer loyalty. 
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b. For Companies  

Provide input to the company to pay more attention to customer 

satisfaction in this case pay attention to the quality of information 

systems and prices so that customers provide loyalty to the company. 

c. For State Polytechnic of Bengkalis  

This research can add references to the knowledge and information of 

readers, especially students who will do the same research. 

 

1.5  Scope and Limitation of the Problem 

In this study, the scope of this study is limited to the quality of information 

systems and prices, as factors that affect customer loyalty to online transportation 

services. This research is associative, conducted to determine the effect or 

relationship between two or more variables contained in the study. The object to 

be studied is customers who have used online transportation services in the City 

of Bengkalis known as GoBeng. 

 

1.6  Writing Systematic 

In order for the writing of this thesis report to be systematic and neatly 

structured, a systematic report writing is required. The following is the 

systematics of writing a thesisreport: 

CHAPTER I  : INTRODUCTION  

This chapter describes the background, problem formulation, 

research objectives, research benefits, scope and limitations of 

the problem, and the systematics of report writing. 

CHAPTER  II  : LITERATURE REVIEW  

This chapter describes previous research, theoretical basis, and 

framework of thought. 

CHAPTER III : METHODOLOGY AND COMPLETION PROCESS 

This chapter describes in detail the steps taken to complete the 

selected thesis topic, such as location, time and object of 

research, population and samples, sampling techniques, data 
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collection techniques, scale measurement, data processing 

techniques, scale measurement, validity testing. and reliability, 

data analysis methods, research hypotheses, research models, 

types of research, concept definition and operational variables 

studied. 

CHAPTER IV : RESEARCH RESULTS AND DISCUSSION 

This chapter contains the results and discussion. The results of 

this final project contain data that includes: to determine the 

effect of information system quality and price on customer 

loyalty of gobeng online transportation services in the city of 

bengkalis 

CHAPTER V :  CONCLUSION AND SUGGESTION 

This chapter is the last chapter, in which conclusions will be 

presented from the results of the research carried out, then the 

writing provides suggestions that may be useful. 
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