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ABSTRAK 

Judul Tugas Akhir : Analisis Persepsi Pengguna Terhadap Layanan Angkutan Umum 
Kereta Rel Listrik Commuter Line (Studi Kasus : Rute Cawang - Bogor), Penulis : Danisy 
Ardanil Syarif, NIM : 41121120058, Pembimbing : Dr. Raden Hendra Ariyapijati, S.T., 
M.T. 

Stasiun Cawang, sebuah stasiun kereta api kelas II, berlokasi di Jalan Tebet Timur Dalam 
11, Kelurahan Tebet Timur, Kecamatan Tebet, Jakarta Selatan. Studi ini mengadopsi 
metode kuantitatif untuk menilai kualitas layanan kereta api. Penelitian bertujuan 
mengukur tingkat kepuasan pengguna, mengidentifikasi aspek layanan yang perlu 
diprioritaskan untuk perbaikan, serta mengevaluasi kesesuaian layanan dengan 
Permenhub Nomor 63 Tahun 2019 mengenai Standar Pelayanan Minimum Angkutan 
Orang dengan Kereta Api. 

Pengumpulan data dilaksanakan melalui survei di lapangan, kemudian dianalisis dengan 
menerapkan metode Importance Performance Analysis (IPA) yang didasarkan pada 
Service Quality (SERVQUAL) dan menggunakan metode Customer Satisfaction Index 
(CSI). Metode-metode ini digunakan untuk mengevaluasi tingkat kepuasan pengguna dan 
mengenali kesenjangan antara ekspektasi dan persepsi pengguna terhadap layanan yang 
disediakan. Selain itu, dilakukan pengamatan langsung dengan mengacu pada Standar 
Pelayanan Minimum yang diatur dalam Permenhub No. 63 tahun 2019 pasal 6 ayat 2. 

Berdasarkan analisis Importance Performamce Anaysis (IPA), ditemukan bahwa 11,11% 
(3 indikator) faktor layanan berada di Kuadran 1. Salah satu indikator tersebut berkaitan 
dengan ketepatan waktu kedatangan kereta sesuai informasi yang tertera di papan. 
Sementara itu, hasil analisis menggunakan metode Customer Satisfaction Index (CSI) 
mengindikasikan tingkat kepuasan pelanggan terhadap kinerja pelayanan stasiun 
mencapai 82,74%, serta termasuk dalam kategori 'puas'. Selain itu, observasi langsung di 
lapangan mengungkapkan adanya 5 indikator di Stasiun Cawang dan 2 indikator pada 
Kereta Rel Listrik yang tidak selaras dengan variabel yang tercantum dalam Standar 
Pelayanan Minimum. 

Kata kunci: Stasiun Cawang, Standar Pelayanan Minimum, Importance Performamce 
Anaysis (IPA), Customer Satisfaction Index (CSI), Standar Pelayanan Minimum (SPM) 
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ABSTRACT 

Final Assignment Title: Analysis of User Perceptions of Commuter Line Electric Train 
Public Transport Services (Case Study: Cawang - Bogor Route), Author: Danisy Ardanil 
Syarif, NIM: 41121120058, Supervisor: Dr. Raden Hendra Ariyapijati, S.T., M.T. 

Cawang Station, a class II train station, is located on Jalan Tebet Timur Dalam 11, Tebet 
Timur Village, Tebet District, South Jakarta. This study adopts quantitative methods to 
assess the quality of train services. The research aims to measure the level of user 
satisfaction, identify service aspects that need to be prioritized for improvement, and 
evaluate the suitability of services with Minister of Transportation Regulation Number 63 
of 2019 concerning Minimum Service Standards for Transporting People by Train. 

Data collection was carried out through field surveys, then analyzed by applying the 
Importance Performance Analysis (IPA) method which is based on Service Quality 
(SERVQUAL) and using the Customer Satisfaction Index (CSI) method. These methods 
are used to evaluate the level of user satisfaction and identify gaps between user 
expectations and perceptions of the services provided. In addition, direct observations 
were carried out referring to the Minimum Service Standards regulated in Minister of 
Transportation Regulation No. 63 of 2019 article 6 paragraph 2. 

Based on the Importance Performance Analysis (IPA) analysis, it was found that 11.11% 
(3 indicators) of the service factor were in Quadrant 1. One of these indicators relates to 
the punctuality of train arrival times according to the information listed on the board. 
Meanwhile, the results of analysis using the Customer Satisfaction Index (CSI) method 
indicate that the level of customer satisfaction with station service performance reached 
82.74%, and is included in the 'satisfied' category. Apart from that, direct observations in 
the field revealed that there were 5 indicators at Cawang Station and 2 indicators on the 
Electric Rail Train that were not in line with the variables listed in the Minimum Service 
Standards.. 

Keywords: Cawang Station, Minimum Service Standards, Importance Performance 
Analysis (IPA), Customer Satisfaction Index (CSI), Minimum Service Standards. 
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