Daftar Isi

DAFTAR ISl

HALAMAN JUDUL ...t
LEMBAR PENGESAHAN ...
LEMBAR PERNYATAAN ..ot
ABSTRAK . s
KATA PENGANTAR ...ttt
DAFTAR ISIH ..ottt e
DAFTAR TABEL ..o
DAFTAR GAMBAR. ...ttt
DAFTAR LAMPIRAN ...
BAB | PENDAHULUAN. ...t
1.1 Latar Belakang ......ccooveieeiieeee e
1.2 Identifikasi Masalah ...........cccccovevieiiiiiiiec e
1.3 Perumusan Masalah............cccoeiiiiiiiiniiiceee,
1.4  Maksud dan Tujuan Penelitian ..........cccoovveieninenenciieee,
1.5 Manfaat Penelitian..........ccccooovveieiieniiic e
1.6 Pembatasan dan Ruang Lingkup Penelitian ..............ccccevneee.
1.7 Sistematika Penelitian.. .........cccocoiiiiiiiiiii e,
BAB Il TINJAUAN PUSTAKA ...
2.1  Pengertian TranSPOrtaSi.........c.cooerererieerieiienieniesiesieseseeeeeens

2.1.1 Peranan TranSPOrtash ........cucvrverierieriene e

2.1.2 Tujuan TranSPOrtaSi........cceeverveereeresieeseeseeeeseeseeeeenns

2.1.3 Manfaat TransSpoOrtasi........cccceevevveresieesieeseeee e e

http://digilib.mercubuana.ac.id/



Daftar Isi

2.2 Transportasi UMUM ........ooiiiiiiiiieieeee s 11-6
2.1.1 Transportasi DArat .........cccceoeierenerieiisise e -7
2.3 Transportasi KEreta API ..o 11-15
2.3.1 Sejarah Kereta Api INAONESIA.........coviiiiiiiiiieicieee e 11-16
2.3.1.1 JeniS Kereta APi.. ...cccoeeeiiriiiiiiieeeieiee e 11-20
2.3.2 PT Kereta Api INAONESIA .......coveiviiiiriiiiiiisieeieeeee e 11-28
2.3.3 Anak Perusahaan PT Kereta Api INdONESIA .......cccoeivirinininiiieiene, 11-29
2.4 Kereta Rel Listrik COMMUEET LINE ......cooiiiiiiiiiiieieiese e 11-35
2.4.1 Keunggulan dan Kelemahan Kereta Rel Listrik Commuter Line....... 11-36
2.4.2 Rute Pelayanan Kereta Rel Listrik Commuter Line...........ccccoevvenee. 11-37
2.4.3 Kuantitas Perjalanan Kereta Rel Listrik Commuter Line................... 11-39
2.4.4 Tarif Kereta Rel Listrik Commuter LINe.. .......cccooeveniienininesieeenn 11-39
2.5  Kualitas Pelayanan ..........cccooeiiiiiiiiieiese s 11-40
2.6 Kepuasan Pelanggan...........cociiiiiiiiieiese s 11-42
2.6.1 Mengukur Persepsi Pelanggan ... 11-43
2.6.2 Mengukur Kepuasan Pelanggan ..o 11-44
2.7 Teknik Pengambilan Data ..........cccocereieiieiiiiiiiieeee s 11-46
2.7.1 DEeFiNIST SUMVEI....cviiiiiiiiiiiiieieie et 11-46
2.7.2 Metode ANQKEL .....oc.oiiiiiieieee s 11-46
2.7.3 Teknik SAMPIING ...ccooiiiiiiiee e 11-47
2.7.4 Importance Performance Analysis (IPA).. ... 11-48
2.7.5 Statistical Product and Service Solutions (SPSS)........ccccoevvveivennnn. 11-51
2.8 Penelitian Terdanulu...........cccooveiiiiiiiiii e 11-51
BAB Il METODOLOGI PENELITIAN .....ooiiiiieeeeeeee e -1
3.1 Diagram Alir Penelitian.........cccoiiieiieiiiiieeie e -1
X

http://digilib.mercubuana.ac.id/



Daftar Isi

3.2 Gambaran UmUM ..o -2
3.3 Tahapan Penelitian.. ... -2
3.4 TP PEISIAPAN ....eeieiiiiieieieere e -3
3.4.1 Menentukan Komponen Pelayanan............cccccooeieiiienincneninsineen -3
3.4.2 Menentukan Variabel Penelitian .............ccooooiiiiiiiiiieee I1-4
3.4.3 LoKasi Penelitian ............ccoiiiiiiieiec s I1-4
3.5 Tahap Pengumpulan Data ...........coovrieiiieieieeeseee e -5
3.5.1 Menentukan Jumlah Responden (Sampling) ........ccccoeevvriniiiniennenn -5
3.5.2 DAta PIIMEN ..ot 111-6
3.5.3 Data SEKUNUET ....c.viiiiiiiieeee e -7
3.6 Analisis dan Pengolahan Data...........cccoeierininininieieeese e, 11-8
3.6.1 Analisis DeSKITPLIT........cccuiiiiiiiieiee s 11-8
3.6.2 Operasionalisasi Variabel ... 11-8
3.6.3 Mengukur Tingkat Kinerja dan Kepuasan dengan Importance
Performance ANAIYSIS.........coviiiiii e 11-8
3.6.4 Pengujian Validitas..........ccoiiiiiiiiniieeeee s -11
3.6.5 Pengujian Reliabilitas. ... 1-12
3.6.6 Pengujian NOrmMalitas ..........cccovveeieniiiiisiseeeee e 1-12
BAB IV PERENCANAAN DAN ANALISIS ... V-1
4.1 Analisis Tanggapan PENUMPANG ......ccceoverierererinenieieie e, V-1
4.2 Analisis Karakteristik RESPONAEN ........cooviiiiiiiirieieee e, V-1
4.3 ANALISIS DALA .....c.veviiiiiieiiiteeee e V-4
4.4 Perhitungan Rata-Rata...........ccccoviveiiiiiiiiieieeie e IV-15
4.5 Perhitungan Tingkat Prioritas.........ccccccviieriiieiieene e 1V-20
4.6 Pengujian Hasil ANALISIS .....c.cccvviieieiiiiiese e IV-33
Xi

http://digilib.mercubuana.ac.id/



Daftar Isi

4.6.1 Pengujian Validitas.........cccoieiieiiiiiesiieeeeee s 1V-33
4.6.2 Pengujian Reliabilitas. . .........ccooiiiiiiiiii e 1V-36
4.6.3 Pengujian NOrmMalitas .........cccooveieiiiiiiiiiieeeee s Iv-37
BAB V PENUTUP ... V-1
5.1 KESIMPUIAN......oiiiiiiiie e V-1
5.2 SAIAN ...t V-2
DAFTAR PUSTAKA e Pustaka-1
LAMPIRAN ... Lampiran-1
Xii

http://digilib.mercubuana.ac.id/





