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ABSTRAK 

 

Peningkatan kualitas pelayanan publik di sektor transportasi menjadi prioritas 

utama dalam mendukung keberlanjutan mobilitas masyarakat. Inovasi armada bus 

listrik merupakan upaya pemerintah dalam memberikan kesejahteraan layanan 

sosial di bidang transportasi publik yang aman bagi lingkungan dan nyaman bagi 

masyarakat. Penelitian ini bertujuan untuk mengkaji kualitas layanan electric 

Suroboyo Bus sebagai moda transportasi publik angkutan perkotaan ramah 

lingkungan di Surabaya yang dikelola oleh Dinas Perhubungan Kota Surabaya. 

Penelitian ini menggunakan metode kualitatif deskriptif, pengumpulan data melalui 

observasi, wawancara mendalam, dan dokumentasi. Analisis data menggunakan 

pendekatan Miles dan Huberman yang meliputi pengumpulan data, kondensasi 

data, penyajian data dan penyusunan kesimpulan. Fokus penelitian diarahkan pada 

lima dimensi kualitas pelayanan berdasarkan teori Zeithaml, yaitu responsivness, 

reliability, assurance, empathy, dan tangible. Temuan menunjukkan bahwa kualitas 

pelayanan Electric Suroboyo Bus secara keseluruhan berkualitas pada empat 

dimensi diantaranya responsivness, reliability, assurance, dan empathy. Namun 

untuk dimensi tangible memerlukan perbaikan pada fasilitas halte dan aplikasi 

digital berupa Gobis. Rekomendasi penelitian ini menekankan perlu kerja sama 

lebih lanjut dengan pihak pengelola terkait perbaikan halte dan aplikasi Gobis serta 

evaluasi berkala terhadap standar operasional layanan.  

 

Kata Kunci: Electric Suroboyo Bus, Kualitas, Pelayanan Publik 
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ABSTRACT 
 

Improving the quality of public services in the transportation sector is a top priority 

in supporting the sustainability of community mobility. The innovation of the 

electric bus fleet is the government's effort to provide social service welfare in the 

field of public transportation that is safe for the environment and comfortable for 

the community. This research aims to examine the service quality of electric 

Suroboyo Bus as an environmentally friendly urban transportation public 

transportation mode in Surabaya managed by the Surabaya City Transportation 

Agency. This research uses descriptive qualitative method, data collection through 

observation, in-depth interviews, and documentation. Data analysis uses the Miles 

and Huberman approach which includes data collection, data condensation, data 

presentation and conclusion preparation. The focus of the research was directed at 

the five dimensions of service quality based on Zeithaml's theory, namely 

responsiveness, reliability, assurance, empathy, and tangibility. The findings show 

that the service quality of Electric Suroboyo Bus is overall quality in four 

dimensions including responsiveness, reliability, assurance, and empathy. 

However, the tangible dimension requires improvement in bus stop facilities and 

digital applications such as Gobis. The recommendations of this study emphasize 

the need for further cooperation with the management regarding the improvement 

of bus stops and Gobis applications as well as periodic evaluation of service 

operational standards.  
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