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Abstrak

ABSTRAK

Judul: Analisis Kepuasan Penumpang Terhadap Pelayanan Serta Fasilitas Dan
Kinerja Operasional Terminal Bus Pondok Cabe Dengan Metode IPA Dan CSI
2025. Nama: Muhammad Adhwa, NIM: 41118120026, Dosen Pembimbing:
Widodo Budi Dermawan S.T.,M.Sc.

Terminal berfungsi tidak hanya sebagai titik perpindahan moda, tetapi juga sebagai
pusat layanan transportasi dengan berbagai fasilitas pendukung. Penelitian ini
berfokus pada Terminal Pondok Cabe (tipe A) dengan tujuan mengevaluasi kinerja
operasional dan kondisi eksisting terminal terhadap standar yang berlaku, serta
mengukur kualitas pelayanan dan tingkat kepuasan penumpang. Hasil analisis
diharapkan menjadi dasar dalam upaya peningkatan kinerja dan optimalisasi

pelayanan Terminal Pondok Cabe.

Penelitian ini dilaksanakan melalui penyebaran kuesioner kepada 100 responden
guna memperoleh persepsi pengguna jasa terhadap tingkat kepentingan dan kinerja
pelayanan. Selain itu, dilakukan survei lapangan untuk mengumpulkan data terkait
luas area serta kesesuaian kondisi eksisting dengan ketentuan yang tercantum dalam
Peraturan  Menteri  Perhubungan  Nomor 40  Tahun 2015, SK
DIRJEN.6251/AJ.104/DRJD/2017, dan Peraturan Menteri Perhubungan Nomor 24
Tahun 2021. Data yang diperoleh kemudian dianalisis dengan menggunakan

metode Customer Satisfaction Index (CSI) dan Importance Performance Analysis

(IPA).

Hasil analisis menggunakan metode Customer Satisfaction Index (CSI)
menunjukkan tingkat kepuasan penumpang sebesar 57,08%, yang tergolong cukup
puas. Metode Importance Performance Analysis (IPA) mengidentifikasi enam
aspek pelayanan yang perlu ditingkatkan, di antaranya tempat penitipan barang,
informasi tarif angkutan secara tertulis, jadwal dan informasi tertulis, serta fasilitas

penunjang lainnya.

Kata Kunci: Terminal Pondok Cabe, Kinerja, Kepuasan pengguna jasa, Customer

Satisfaction Index (CSI), Importance Performance Analysis (IPA).
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Abstract

ABSTRACT

Title: Passenger Satisfaction Analysis on Service, Facilities, and Operational
Performance of Pondok Cabe Bus Terminal Using IPA and CSI Methods 2023. Name:
Muhammad Adhwa, NIM: 41118120026, Advisor: Widodo Budi Dermawan S.T., M.Sc.

Terminals function not only as transfer points between modes of transportation but also
as service centers providing various supporting facilities. This study focuses on Pondok
Cabe Terminal, a Type A terminal, with the objective of evaluating its operational
performance and existing conditions based on applicable standards, as well as assessing
service quality and passenger satisfaction. The results of this analysis are expected to
serve as a foundation for improving performance and optimizing service delivery at

Pondok Cabe Terminal.

The research was conducted by distributing questionnaires to 100 respondents to gather
user perceptions regarding the importance and performance of services. In addition, field
surveys were carried out to collect data on area size and the conformity of existing
conditions with the standards outlined in Ministry of Transportation Regulation No. 40
of 2015, Directorate General Decree No. 6251/4J.104/DRJD/2017, and Ministry of
Transportation Regulation No. 24 of 2021. The data were analyzed using the Customer
Satisfaction Index (CSI) and Importance Performance Analysis (IPA) methods.

The CSI analysis showed a passenger satisfaction level of 57.08%, indicating a
“moderately satisfied” category. The IPA results identified six service aspects that
require improvement, including baggage storage, written fare information, written

schedules and travel information, and other supporting facilities.

Keywords: Pondok Cabe Terminal, Performance, User Satisfaction, Customer

Satisfaction Index (CSI), Importance Performance Analysis (IPA).
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