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Abstrak

ABSTRAK
Nama : Sony
NIM 141120120143
Program Studi : Teknik Sipil
Judul : Evaluasi Kinerja Pelayanan BRT Semarang (Studi Kasus:

Koridor 4, Trayek Terminal Cangkiran-Stasiun Tawang)
Pembimbing : Ir. Aditia Kesuma Negara Dalimunthe, M.Sc, IPM,
ASEAN Eng

Tingginya arus urbanisasi sejalan dengan meningkatnya kepadatan penduduk di
Kota Semarang. Untuk memenubhi tingginya kebutuhan transportasi umum di Kota
Semarang, pemerintah menyediakan layanan Bus Rapid Trans (BRT) sejak tahun
2010. Akan tetapi, beberapa titik di Kota Semarang masih tetap terjadi kemacetan,
karena kecenderungan masyarakat yang lebih memilih memakai transportasi
pribadi disbanding menggunakan transportasi umum. Penelitian ini bertujuan untuk
mengetahui Customer Satisfaction Index (CSI), Quality Function Development
(QFD), dan kinerja operasional BRT Semarang Koridor 4. Data yang digunakan
dalam penelitian ini adalah data primer berupa jawaban kuesioner pengguna, load
factor, serta headway time dan data sekunder berupa data spesifikas bus dan standar
layanan minimal. Hasil penelitian menunjukkan, Customer Satisfaction Index (CSI)
dari BRT Semarang Koridor 4 sebesar 80%, yang berarti masuk dalam kategori
puas. Beberapa indikator kinerja operasional masih memerlukan perbaikan, karena

belum memenuhi standar pelayanan minimal.

Kunci: Kinerja Pelayanan, Bus Rapid Trans (BRT), Customer Satisfaction Index

(CS1), Quality Function Development (QFD).
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ABSTRACT
Name : Sony
NIM 141120120143
Study Program : Civil Engineering
Title : Evaluation of Semarang BRT Service Performance (Case

Study: Corridor 4, Cangkiran Terminal-Tawang Station
Route)
Counsellor : Ir. Aditia Kesuma Negara Dalimunthe, M.Sc, IPM,
ASEAN Eng

The high flow of urbanization is in line with the increasing population density in
Semarang City. To meet the high demand for public transportation in Semarang
City, the government has provided Bus Rapid Trans (BRT) services since 2010.
However, some points in Semarang City still experience congestion, due to the
tendency of people who prefer to use private transportation rather than public
transportation. This study aims to determine the Customer Satisfaction Index (CSI),
Quality Function Development (QFD), and operational performance of BRT
Semarang Corridor 4. The data used in this study are primary data in the form of
user questionnaire answers, load factors, and headway time and secondary data in
the form of bus specification data and minimum service standards. The results of
the study showed that the Customer Satisfaction Index (CSI) of BRT Semarang
Corridor 4 was 80%, which means it is included in the satisfied category. Several
operational performance indicators still need improvement, because they have not

met the minimum service standards.

Keywords: Service Performance, BRT (Bus Rapid Trans), Customer Satisfaction

Index (CSI), Quality Function Development (QFD).
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