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ABSTRAK
Judul: Evaluasi Kinerja Stasiun LRT Rasuna Said Berdasarkan Standar Pelayanan
Minimum. Nama: Muhammad Arditya, NIM: 41122110025 Dosen Pembimbing:
Sylvia Indriany, Ir, MT., 2026.

Transportasi massal perkotaan seperti LRT Jabodebek memiliki peran krusial
dalam mendukung mobilitas harian masyarakat, sehingga standar kenyamanan dan
keselamatan fisik menjadi aspek fundamental. Penelitian ini bertujuan untuk
mengevaluasi kelayakan operasional fasilitas dan mengukur tingkat kepuasan
pengguna jasa terhadap kualitas pelayanan di Stasiun LRT Jabodebek Rasuna Said.
Standar regulasi menggunakan PM No. 29 Tahun 2011, PM No. 63 Tahun 2019
dan Pergub DKI Jakarta No. 95 Tahun 2019. Untuk analisis data menggunakan
metode Customer Satisfaction Index (CSI), Importance-Performance Analysis
(IPA), dan Potential Gain in Customer Value (PGCV).

Berdasarkan hasil analisis, kapasitas luasan gedung pokok telah memenuhi standar
minimum, namun dimensi lebar peron eksisting belum sesuai standar sehingga
berpotensi memicu penumpukan penumpang. Pada evaluasi kelayakan fasilitas,
sebanyak 35 indikator dinyatakan Sesuai dengan regulasi, 1 indikator Kurang
Sesuai, dan 5 indikator Tidak Sesuai. Dari sisi persepsi pengguna, pemetaan IPA
mengidentifikasi 12 atribut yang berada pada Kuadran | yang merupakan prioritas
peningkatan kinerja. Lebih lanjut, pengukuran kepuasan penumpang secara
keseluruhan menunjukkan perolehan indeks CSI sebesar 77,83% yang berada pada
kategori "Puas". Selanjutnya, berdasarkan pengurutan nilai PGCV terhadap atribut-
atribut pada Kuadran 1 tersebut, dirumuskan lima faktor prioritas mendesak yang
wajib diperbaiki secara berurutan, yaitu sirkulasi udara dan suhu ruangan,
penerangan area stasiun, ketersediaan kursi tunggu, fungsi fasilitas elektronik, serta

kebersihan area stasiun.
Kata Kunci: Kualitas Pelayanan, Stasiun LRT, Customer Satisfaction Index (CSl),

Importance-Performance Analysis (IPA), Potential Gain in Customer Value
(PGCV)
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ABSTRACT

Title: Performance Evaluation of Rasuna Said Light Rail Transit Station Based on
Minimum Service Standards. Name: Muhammad Arditya, Student ID:
41122110025, Advisor: Sylvia Indriany, Ir., M.T., 2026.

Urban mass transportation such as the Jabodebek LRT plays a crucial role in
supporting daily public mobility, making physical comfort and safety standards
fundamental aspects. This research aims to evaluate the operational adequacy of
the facilities and measure the level of user satisfaction regarding service quality at
the Jabodebek LRT Rasuna Said Station. The regulatory standards used refer to the
Minister of Transportation Regulation (PM) No. 29 of 2011, PM No. 63 of 2019,
and the Jakarta Gubernatorial Regulation (Pergub) No. 95 of 2019. Data analysis
utilizes the Importance-Performance Analysis (IPA), Customer Satisfaction Index
(CSI), and Potential Gain in Customer Value (PGCV) methods.

Based on the analysis results, the area capacity of the main building has met the
minimum standards; however, the existing platform width dimensions do not
comply with the standards, potentially triggering passenger overcrowding. In the
facility adequacy evaluation, 35 indicators were declared Compliant with the
regulations, 1 indicator was Partially Compliant, and 5 indicators were Non-
Compliant. From the users' perspective, the IPA mapping identified 12 attributes
located in Quadrant I, which is the priority for performance improvement.
Furthermore, the overall passenger satisfaction measurement showed a CSI index
of 77.83%, which falls into the "Satisfied" category. Subsequently, based on the
ordering of PGCV values for the attributes in Quadrant I, five urgent priority
factors that must be improved sequentially were formulated: air circulation and
room temperature, station area lighting, availability of waiting seats, functionality

of electronic facilities, and station area cleanliness.

Keywords: Service Quality, LRT Station, Customer Satisfaction Index (CSI),
Importance-Performance Analysis (IPA), Potential Gain in Customer Value
(PGCV)
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