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EVALUASI KUALITAS PELAYANAN BANDAR UDARA BERDASARKAN
PERSEPSI PENUMPANG DI TERMINAL 3 SOEKARNO-HATTA
DARAAULIA

ABSTRAK

Bandar Udara Internasional Soekarno-Hatta, khususnya Terminal 3, memiliki peran
penting dalam pelayanan penerbangan domestik sehingga kualitas pelayanannya perlu
dievaluasi secara berkelanjutan. Penelitian ini bertujuan untuk mengevaluasi kualitas
pelayanan penerbangan domestik di Terminal 3 berdasarkan persepsi penumpang serta
merumuskan rekomendasi perbaikan pelayanan.

Penelitian ini menggunakan metode kuantitatif deskriptif dengan pengumpulan data
melalui kuesioner terhadap 128 responden. Analisis data dilakukan menggunakan metode
Importance—Performance Analysis (IPA) untuk mengidentifikasi kesenjangan antara
Kinerja dan harapan penumpang, serta Quality Function Deployment (QFD) untuk
menentukan prioritas perbaikan pelayanan.

Hasil penelitian menunjukkan bahwa tingkat kesesuaian pelayanan di Terminal 3
sebesar 92,46%, yang menandakan bahwa kualitas pelayanan secara umum telah
mendekati harapan penumpang. Pemetaan IPA menunjukkan tidak terdapat atribut pada
Kuadran |, sebagian besar atribut berada pada Kuadran Il dan perlu dipertahankan,
sementara beberapa atribut pada Kuadran Il masih menunjukkan kesenjangan kinerja,
terutama pada aspek fasilitas kesehatan, ketepatan proses operasional, serta kejelasan
informasi dan respons petugas saat terjadi gangguan penerbangan. Berdasarkan analisis
QFD, perbaikan pelayanan difokuskan pada peningkatan kompetensi petugas, penguatan

koordinasi operasional, serta optimalisasi sistem informasi penerbangan.

Kata kunci: kualitas pelayanan, Terminal 3 Bandara Soekarno-Hatta, persepsi

penumpang, Importance—Performance Analysis (IPA), Quality Function Deployment

(QFD).
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EVALUATION OF AIRPORT SERVICE QUALITY BASED ON PASSENGER
PERCEPTIONS AT TERMINAL 3 OF SOEKARNO-HATTA INTERNATIONAL
AIRPORT
DARAAULIA

ABSTRACT

Soekarno-Hatta International Airport, particularly Terminal 3, plays an important
role in serving domestic flights. Therefore, the quality of its services needs to be
continuously evaluated. This study aims to evaluate the quality of domestic flight services
at Terminal 3 based on passenger perceptions and to formulate services improvement
reccomendations.

This research employs a descriptive quantitative approach using questionnaire
surveys distributed to 128 domestic flight passengers. Data analysis was conducted using
the Importance—Performance Analysis (IPA) method to identify gaps between service
performance and passenger expectations, and the Quality Function Deployment (QFD)
method to determine service improvement priorities.

The results indicate that the overall service conformity level at Terminal 3 is
92.45%, suggesting that service quality has generally approached passenger
expectations. The IPA mapping shows that no service attributes fall into Quadrant I, most
attributes are located in Quadrant Il and should be maintained, while several attributes
in Quadrant 111 still exhibit performance gaps, particularly related to health facilities,
operational timeliness, and the clarity of information and staff responsiveness during
flight disruptions. Based on the QFD analysis, service improvements should focus on
enhancing staff competencies, strengthening operational coordination, and optimizing
real-time flight information systems.

Keywords: service quality, Terminal 3 Bandara Soekarno-Hatta, passenger perception,

Importance—Performance Analysis (IPA), Quality Function Deployment (QFD).

viii

https://lib.mercubuana.ac.id



DAFTAR ISI

HALAMAN SAMPUL ..ot 0
HALAMAN JUDUL ...ttt [
LEMBAR PERNYATAAN KARYA SENDIRI .....cooviiiiiiieeee e I
SURAT KETERANGAN HASIL UJI TURNITIN ..o ii
HALAMAN PENGESAHAN......cciii s \Y%
KATAPENGANTAR ... v

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI TUGAS AKHIR DI

REPOSITORI UMB ... Vi
ABSTRAK ettt b e bt e e ann e e be e nneere e vii
AB ST R A CT ettt b bt e et hn e b nan e viil
DAFTAR ISL... ettt et e e neesnne s IX
DAFTAR TABEL ... Xii
DAFTAR GAMBAR ...ttt e be et es Xiv
DAFTAR LAMPIRAN ...ttt XV
BAB | PENDAHULUAN......ooiie e 1
1.1 Latar Belakang Masalah...........ccccoveeiieiiicseccc e 1

1.2 Identifikasi Masalah ... 3

1.3 Perumusan Masalah...........cccoiiiiiiiiieicseeee 3

1.4 Maksud dan Tujuan Penelitian ...........cccooeiiiiiiiiiic e 3

1.5  Manfaat PENEITIAN. ........cccoviiiiiiieiiee e 4

1.6 Pembatasan dan Ruang Lingkup Masalah.............c.cccceeiiiiiiiiiiiciecic e 4

1.7 Sistematika PenuliSan ... 5
BAB Il TINJAUAN PUSTAKA . . ettt 7
2.1 Bandar UGAra.........cccooeiiiiiiiiiiiiiiseseeese e 7

2.2 Terminal PENUMPANG .......ccoiiiiiiiieieieieee et 8

IX

https://lib.mercubuana.ac.id



221 Terminal SiSi Darat ........ooovvveeeeee e, 8

2.2.2  Terminal SiSi Udara.........cooviiiiiieiiieie s 10
2.3 Standar Pelayanan di Bandara............cccoceoeiiiininininieeeee e 11
2.3.1  PM 381ahun 2015 ......cciiiiiiiiiiiee e 12
2.3.2  PMAL1ahun 2023 .......ccoiiiiiiiiiieie e 18
2.4 Kepuasan Pelanggan (Customer Satisfaction)..........ccccoeevviieiivenesiiesinennnns 22
2.5 MELOUE SUIVET ...coviiiiieceee e 23
2.6 Importance-Performance Analysis (IPA) ........cccooeiiiieiieeie e 24
2.7 Quality Function Deployment (QFD)......cccccoviieiieiiiieceece e 27
2.7.1  House of Quality (HOQ) .......cooveieiiiii e 31
2.8 Kerangka Berpikir ..........ccooioiiiiiiiiiesie e 33
2.9  Penelitian Terdahulu ... 34
2.10 RESEAICH GAP ...viiiiiiieie et 35
BAB 11l METODOLOGI PENELITIAN ...cooiiii s 39
3.1 Metode PENEIITIAN .....cveiiiiiicese e 39
3.2 DIAgramM AT ..o 40
3.3 Lokasi dan Waktu Penelitian ..o 41
3.4 Pengumpulan Data.........ccccoveieeiieieiieie e 41
341 Data PrIMEN .o 41
342 Data SEKUNET ......coviiicieiiee e 42
3.5 Penentuan Jumlah Sampel.........cccoeiieiiiiiiie e 42
351 POPUIASE ..ot 42
3.5.2  Jumlah SAMPEL .....ooieei e 43
3.6 INStrumen Penelitian ... 44
3.6.1  Uji Validitas dan Reliabilitas.........cccccooviiiiiiiiiiiiece e 47
BAB IV HASIL DAN PEMBAHASAN......cooie e 48
4.1  Hasil dan Analisis Penelitian ... 48
X

https://lib.mercubuana.ac.id



411  Gambaran Umum RESPONTEN .......cooveiiiiiiriiiieiisiieie e 48

4.2 Uji Validitas dan Reliabilitas ... 50
421 UJEVAHAIES. ..o 51

4.2.2  UJi REHADIIAS ...oovveieiieciice e 54

4.3 Importance Performance Analysis (IPA).......cccocoieiieie s 56
4.3.1  Perhitungan Tingkat KeSeSUAIAN...........c.ccvriuereeriesieerieeieseesiesiesaesaeas 56

4.3.2  Diagram Kartesius dan Kuadran IPA ..........ccccoveieiiieni e 58

4.4 Quality Function Deployment (QFD)........cccooveieiiienieeieeie e 64
441  VOICE OF CUSIOMEN ...c.oivieiiiiisieiteietis et 64

4.4.2  Importance of Customer (I0C) ........ccccevveiiiieii e 65

4.4.3  SAlES POINE (SP)..ciiiiiiieiiee e 67

4.4.4  Improvement RAtio (IR) .....ccooiiiiiiiiieiee e 67

445  Raw Weight (RW) dan Normalized Raw Weight (NRW)...........cccecveneene 68

446  Technical Response (Respon TEKNIS) .......cccoereriririieiienienieniesiesesieeias 70

4.5 House of Quality (HOQ) .....oiuiiiiiiiiieieiesie e 72
451  RelationsShip MatriX.......ccocoiiiiiiiieiiesese e 72

452  Corellation MatriX.......ccocooveiiiireiiinieese s 73

4.5.3  Nilai Bobot Aspek Teknikal ............ccccevieiiiiieiiieie e 73

4.6 Rekapitulasi ANALISIS ......ccviveiieieiieseese e 82
BAB V KESIMPULAN DAN SARAN ..ot 84
5.1 KESIMPUIAN.....cciiiiic e 84

0.2 SAIAN ...ttt 84
DAFTAR PUSTAKA et 86
LAMPIRAN L.t e et e e e e e e e e 89
Xi

https://lib.mercubuana.ac.id



DAFTAR TABEL

Tabel 2.1 Komponen pelayanan berdasarkan PM 38/2015..........c.cccccoeviveiieieciiesnennns 13
Tabel 2. 2 Indikator variabel pelayanan penumpang berdasarkan PM 41/2023. ........... 19
Tabel 2. 3 Variabel pelayanan fasilitas kenyamanan berdasarkan PM 41/2023............. 20
Tabel 2. 4 Variabel pelayanan fasilitas nilai tambah berdasarkan PM 41/2023. ............ 21
Tabel 2.5 Perbedaan metode survei SP dan RP ... 24
Tabel 2. 6 Tabel nilai Sales POINt..........cccviiiiieiice e 29
Tabel 2. 7 Nilai Relationship MatriX...........ccooieiiiienieiiiie e 30
Tabel 2. 8 Nilai Technical Corellation ............ccoccvoviieriiiie e 30
Tabel 2. 9 Penelitian terdahulu...........c.cooooiiiiiiii s 34
Tabel 2. 10 RESEAICH GaAP ....c.vciieiicie e nae s 36
Tabel 3. 1 Jumlah penumpang domestik Bandara Soekarno-Hatta.................ccccceveennns 43
Tabel 3.2 Indikator pelayanan terperikSa .........cooeerererenenisesieeee s 44
Tabel 4. 1 1=TaDEL.......coveieiieee e 51
Tabel 4. 2 Hasil uji validitas untuk faktor Kinerja.............cccooeveivieiicii s 52
Tabel 4. 3 Hasil uji validitas faktor harapan.............ccceoiiieiiieniei e 53
Tabel 4. 4 Nilai Cronbach’s AIPha ... 54
Tabel 4. 5 Hasil uji reliabilitas faktor Kinerja...........cccevveieiieeie s 55
Tabel 4. 6 Hasil uji realiabilitas faktor harapan ............ccccccoveviiiiicie e 55
Tabel 4. 7 Kinerja atribUt L........ccooiiiiiieiie e e e 57
Tabel 4. 8 Harapan atribDUL L .........ccooiiiiiiiiiieeee s 57
Tabel 4. 9 Tabel rekapitulasi kesesuaian antara kinerja dan harapan..........c.c.ccccceeevennine 57
Tabel 4. 10 Nilai rata-rata X dan Y .....ccoocoiiiiiininieieese e 59
Tabel 4. 11 Atribut Kuadran Tl ..o e 62
Tabel 4. 12 Atribut Kuadran T ..o 63
Tabel 4. 13 Atribut KUAdran 1V .......co.ooiiiiiiice s 64
Tabel 4. 14 VOICE OF CUSTOMET ......coieiiiiiiesice e 65
Tabel 4. 15 Importance Of CUSTOMET .......cc.eiiiiieiiiie e e 66
Tabel 4. 16 SAIES POINT ..ot 67
Tabel 4. 17 IMProvement Fatio .........c.eciveiueiieieere e sra e 68
Tabel 4. 18 RAW WEIGNT ..o 69
Tabel 4. 19 Normalized raw WeIght ..........cooiiiiiiie e 70

Xii

https://lib.mercubuana.ac.id



Tabel 4. 20 RESPON TEKNIS ..o 71

Tabel 4. 21 Urutan prioritas (importance) atribut pada matriks HOQ.........c.cccccoevvennne 73
Tabel 4. 22 Nilai Bobot Aspek TeKnikal ...........ccccooeiieiiiiiiiesece e 74
Xiii

https://lib.mercubuana.ac.id



DAFTAR GAMBAR

Gambar 2.1 Check-iN COUNLET.........ccociiiiiiieieee e e 9
Gambar 2.2 Ruang Kedatangan............coueiiieiieniiie e 9
Gambar 2.3 Baggage Conveyor Belt...........coovoeiiiiiiieeee e 10
Gambar 2.4 Ruang Tunggu Bandara............cccecveeiieie e 11
Gambar 2.5 Security Check POINt ........cccooiviieiiic e 11
Gambar 2.6 Diagram Kartesius Metode IPA..........cccooi e 27
Gambar 2.7 Ilustrasi House of QUalItY.........ccooiiiiiiiiiiiee e 32
Gambar 2.8 Kerangka Berpikir ..........ccccuiiiiiiiieieiese e 33
Gambar 3.1 Bagan AlIT ..o 40
Gambar 3.2 Lokasi Penelitian — Terminal 3 Soekarno-Hatta.............cccocoocvniiiininnnnnns 41
Gambar 4. 1 Data responden berdasarkan jenis kelamin ... 48
Gambar 4. 2 Data responden berdasarkan Usia ...........cccccevvereiinnenne e 49
Gambar 4. 3 Data responden berdasarkan frekuensi penerbangan di Terminal 3......... 49
Gambar 4. 4 Data responden berdasarkan keperluan penerbangan...............cc.ccccvennee. 50
Gambar 4. 5 Diagram KarteSius IPA.........covo i 61
Gambar 4. 6 Matriks House of Quality pelayanan penerbangan domestik di Terminal 3
Bandara SO0eKarnO-Hatta...........c.ooiiiiiiiiiiiie e 76
Xiv

https://lib.mercubuana.ac.id



DAFTAR LAMPIRAN

Lampiran 1. Kartu ASISTENSI........ccveiiiiiiicieiieie et sre e ns 89
Lampiran 2. Uji Validitas Kinerja & Harapan ... 91
Lampiran 3. Uji Realibilitas Kinerja & Harapan ..........cccccoovvvrinieiiienenc e 96
Lampiran 4. Hasil Tabulasi Data Kuesioner Kinerja & Harapan.........c....ccccceevevvrnenne. 98
Lampiran 5. Validasi EKSISTING .....c.ccveiiiiiiieesiesice e 104

XV

https://lib.mercubuana.ac.id





