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Analisis Tingkat Kepuasan Pengguna Jasa Kereta Rel (KRL)
Yogyakarta-Solo

Tiara Oktaviani!, Juanita?, Iskahar3

ABSTRAK

Tingginya jumlah penduduk di Kota Yogyakarta dapat berpotensi terhadap
kemacetan lalulintas. Salah satu moda transportasi alternatif untuk mengatasi
kebutuhan transportasi tersebut adalah Kereta Api Rel Listrik. KRL mempunyai
keunggulan dibandingkan angkutan universal yang lain, antara lain kecepatan
waktu tempuh, konektivitas, kepatuhan tempat duduk serta kemudahan membeli
tiket. Penelitian ini bertujuan untuk menganalisis seberapa besar pengaruh kualitas
kinerja pelayanan terhadap tingkat kepuasan pelanggan pengguna jasa transportasi
Kereta Rel Listrik Yogyakarta-Solo. Penelitian ini dilakukan dengan metode
kuesioner yang dibagikan kepada pengguna KRL sebanyak 100 responden
menggunakan metode non probability sampling dengan teknik convenience
sampling dan dilakukan analisis kuantitatif berupa uji validitas dan uji reliabilitas,
Importance Performance Analysis (IPA), Customer Satisfaction Index (CSI).
Hasil penelitian dari Importance Performance Analysis didapatkan tingkat
kesesualan 92% dapat dikatakan bawa tingkat kesesuaian harapan konsumen
dalam hal ini masih dibawah harapan konsumen, dan secara keseleruhan
pelayanan masih harus ditingkatkan lagi. Terdapat 5 atribut yang memiliki tingkat
kepentingan yang tinggi namun tingkat kinerjanya masih kurang antara lain
fasilitas khusus bagi penyandang disabilitas, fasilitas penunjang protokol
kesehatan: handsanitizer, masker dll, ketersediaan alat evakuasi saat dalam
keadaan darurat, Kemudahan meperoleh informasi layanan KRL (jadwal dan
harga tiket), informasi gangguan perjalanan KRL. Hasil penelitan dari Customer
Satisfaction Index 82.77%. Nilai tersebut menunjukan kepuasan pengguna jasa
Kereta Rel Listrik Yogyakarta-Solo “Sangat Puas” terhadap kinerja pelayanan di
dalam rangkaian Kereta Rel Listrik Yogyakarta-Solo.

Kata kunci: Kereta Rel Listrik, Harapan Penumpang Kinerja Pelayanan,
Importance Performance Analysis, Customer Satisfaction Index
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An Analysis of the Satisfaction Level of Yogyakarta-Solo
Commuter Line Train (KRL) Service Users

Tiara Oktaviani!, Juanita?, Iskahar3

ABSTRACT

The high population in the city of Yogyakarta has the potential to cause traffic
jams. One of the alternative modes of transportation to overcome these
transportation needs is the Electric Rail Train. KRL has advantages over other
universal transportation, including speed of travel time, connectivity, seat
compliance, and ease of buying tickets. This study aims to analyze how much
influence the quality of service performance has on the level of customer
satisfaction of users of Yogyakarta-Solo Electric Rail transportation services. This
research was conducted using a questionnaire method which was distributed to
KRL users as many as 100 respondents using a method non-probability sampling
with a convenience sampling technique and quantitative analysis was carried out
in the form of validity and reliability tests, Importance Performance Analysis
(IPA), Customer Satisfaction Index (CSI). The results of the study from
Importance Performance Analysis obtained a 92% level of conformity, it can be
said that the level of conformity of consumer expectations, in this case, is still
below consumer expectations, and overall service still needs to be improved. 5
attributes have a high level of importance but the level of performance is still
lacking, including special facilities for people with disabilities, health protocol
supporting facilities: hand sanitizer, masks, etc., availability of evacuation
equipment during an emergency, Ease of obtaining information on KRL services
(schedule and ticket prices), KRL trip disruption information. Research results
from the Customer Satisfaction Index 82.77%. This value shows the satisfaction
of users of the Yogyakarta-Solo Electric Rail Train "Very Satisfied" with the
service performance in the Yogyakarta-Solo Electric Railroad series.

Keywords: Commuter Line Train, Passengers Expectation Service, Performance
Importance Performance Analysis, Customer Satisfaction Index
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