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Analisis Tingkat Kepuasan Penumpang Terhadap Pelayanan Angkutan Umum
Dalam Kota Di Cilacap
Nur Hidayah® , Juanita?, Sulfah Anjarwati’

ABSTRAK

Angkutan umum dalam kota di kota Cilacap jumlahnya semakin menurun
yang disebabkan dengan penurunan jumlah penumpang dan persaingan layanan jasa
dengan angkutan umum lainnya, sehingga diperlukan penelitian tingkat kepuasan
penumpang terhadap pelayanan jasa angkot untuk memperbaiki kinerja layanan
tersebut. Penelitian -ini-bertujuan: untuk menganalisis pelayanan yang diberikan
operator kepada pengguna angkot. Pengumpulan data menggunkan kuesioner yang
dibagikan kepada pengguna angkot yang ditemui pada saat melakukan survey.
Pengambilan sampel’ menggunakan teknik random 'sampling ( sampel acak
sederhana). Mengukur kualitas jasa dengan metode Servqual dengan 5 variabel yaitu
bukti langsung -(tangible), keandalan' (reability), daya tanggap (responsiveness),
jaminan (assurance), dan empati-(empaty). Hasil-penelitian menunjukan nilai Kinerja
rata-rata Severity. Index (SI) adalah .78,466% ~yang artinya menunjukan bahwa
kepuasan pelayanan angkutan umum dalam kota (angkot) di Cilacap memiliki tingkat
yang sedang. Semakin tinggi nilai-SI-maka semakin tinggi pula tingkat kepuasannya.
Dengan 3 variabel parameter pelayanan-tingkat kepuasannya menunjukan sedang
yaitu keandalan(reability), jaminan-(assurance), dan-langsung (tangible), kemudian
2 variabel parameter pelayanan lainnya ‘menunjukan tinggi dan sangat tinggi yaitu
empati (empaty), dan daya tanggap (responsiveness).

Kata Kunci : Angkot, Pelayanan, , Servqual, Severity Index
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Analysis of Passenger Satisfaction Level on Public Transportation Service in
Cilacap
Nur Hidayah® , Juanita? , Sulfah Anjarwati’

ABSTRACT

Public transportation in the city of Cilacap is declining due to a decrease in
the number of passengers and competition in services with other kinds of
transportations, so that a research on the level of passenger satisfaction on public
transportation services is needed.to improve the performance of the services. This
study aimed to analyze the services provided by operators to public transportation
users. Data collection was conducted using questionnaires which were distributed to
public transportation users met during the survey. Research sample was taken using
random sampling technique. The quality of the services was measured through
Servqual method with 5 variables: ‘tangible; reliability, responsiveness, assurance,
and empathy. The results indicated that
the average performance value of Severity-Index (SI)was 78.466%, which means that
the satisfaction of public transport services in the city (called as.angkot) of Cilacap
was on the moderate level. -The higher the  SI-value the greater the level of
satisfaction. Three parameters of Service satisfaction indicated moderate level,
namely reliability, assurance, and tangible: Then 2 -other parameters, empathy and
responsiveness,-indicated high.and-very high level respectively.

Keywords : Public Transportation, Service, Servqual, Severity Index
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