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ABSTRAK

AnalisisPelayananAngkutanUmumbDalam Kota (Angkot)
BerdasarkanPersepsiPenumpang Di Purwokerto

Yudhistira Irwan Susanto, 2015

Kunci kualitas pelayanan sangat tergantung dari Kinerja operator
selakupenyelenggara angkot dan dapat diukur melalui tingkat kepuasan konsumen
(penumpang). Penelitian ini bertujuan untuk menganalisis pelayanan yang
diberikan oleh pihak penyelenggara angkutankota di Purwokerto. Teknik
pengambilan sampel yang digunakan adalah metode purposive sampling. Metode
analisis yang digunakan yaitu analisis GAP antara kinerja denganharapan dimensi
pelayanan atau menggunakan metode SERVQUAL (service quality) yang terdiri
dari atributTangible (bukti fisik), Reliability (keandalan), Responsiveness (daya
tanggap), Assurance (jaminan), Empathy (empati).

Hasil penelitian menunjukan nilai kinerja (2,9) dan Harapan (3,9) jadi ada
Gap (-1,0) yang berarti penumpang tidak puas terhadap pelayanan angkutan
umum dalam kota di Purwokerto, dikarenakan terdapatllvariabel yang
dinyatakan tidak puas dan 6 variabel cukup puas sedangkan harapan penumpang
angkot12 variabel dinyatakan cukup penting dan5 variabel penting.

Kata Kunci : Pelayanan, Angkot, Servqual, Gap
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ABSTRACT

An Analysis Of Public Transportion Service Based On

Passengers At Purwokerto
Yudishthira Irwan Susanto, 2015

The Key quality despends on the operator’s performance as the caretaker
of the public transportation and can be measured by the satisfaction level of the
consumer (passenger). The research was aimed at analyzing services given by the
caretaker of public transportation at Purwokerto. The sampling technique was
purposive sampling. The analysis method was GAP analysis between performance
and the hope of service dimension or used SERVQUAL method (service quality)
that which consistedof tangible attribute, reliability, responsiveness, assurance,
empathy.

The results show the research showed that performance score was (2,9)
and hope was (3,9) so the Gap was (-1,0) which meant that the passengers were
not satisfy with the public transportation’s service at Purwokerto, it was caused by
11 variables that stated dissatisfy and 6 variables satisfy enough, meanwhile, the
12 variables of passengers hope was stated important enough and 5 important
variables.

Keywords: service, public transportation, Servqual, Gap,
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