
ANALISIS TINGKAT KEPUASAN PENUMPANG TERHADAP PELAYANAN 

FASILITAS LANDSIDE DI TERMINAL 2 BANDAR UDARA INTERNASIONAL 

JUANDA SIDOARJO 

 

 

TUGAS AKHIR 

 

 

 

DISUSUN OLEH: 

 

AINUN OKTAVIA 

NPM. 18035010014 

 

 

 

PROGRAM STUDI TEKNIK SIPIL 

FAKULTAS TEKNIK DAN SAINS 

UNIVERSITAS PEMBANGUNAN NASIONAL “VETERAN” 

JAWA TIMUR 

2025 

 







ii 
 

ANALISIS TINGKAT KEPUASAN PENUMPANG TERHADAP 

PELAYANAN FASILITAS LANDSIDE DI TERMINAL 2 BANDAR UDARA 

INTERNASIONAL JUANDA SIDOARJO 

 
 

Oleh : Ainun Oktavia 
 

NPM. 18035010014 
 
 

ABSTRAK 

Layanan pengelola bandara sangat diharapkan mampu mengoptimalkan minat 

penumpang terhadap maskapai penerbangan. Untuk menghindari sebaran virus, 

pandemi COVID-19 serta isu yang muncul saat pembukaan Terminal 2 Bandara 

Internasional Juanda menyebabkan Terminal 1 ditutup. Karena fasilitas yang tersedia, 

layanan di Terminal 1 bandara menjadi terbatas. Misalnya, fasilitas meja check-in 

ditutup sebagian, akibatnya waktu tunggu menjadi lebih lama. Karyawan dari 

departemen dokumentasi barang serta staf lainnya juga ditugaskan untuk memantau 

bandara lebih lanjut. Selain itu, layanan yang sebelumnya disediakan di Terminal 1 

kini ditawarkan di Terminal 2 selama pandemi. 

Penelitian ini bertujuan dapat meningkatkan kepuasan penumpang di Bandara 

Internasional Juanda Sidoarjo. Dalam konteks ini, karakteristik fisik bandara seperti 

keselamatan, keamanan, dan keselamatan dikaji. Untuk menentukan tingkat kualitas 

layanan yang dibutuhkan, layanan juga dinilai. Data dievaluasi menggunakan 

Importance Performance Analysis (IPA). Peserta studi ialah penumpang di ruang 

tunggu Bandara Internasional Juanda Sidoarjo. Berdasarkan hasil studi, kepuasan 

penumpang terhadap layanan darat di Terminal 2 Bandara Internasional Juanda 

Sidoarjo tergolong sedang, sedangkan kepuasan mereka terhadap kualitas layanan 

tergolong tinggi. Dengan nilai 3,82, 47 atribut tersebut dinilai “cukup puas”. 

 

Kata Kunci: Pelayanan, Kepuasan Penumpang, Terminal 2, Bandar Udara 
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ABSTRACT 

Airport management services are highly expected to be able to optimize 

passenger interest in airlines. To avoid the spread of the virus, the COVID-19 

pandemic and issues that arose during the opening of Terminal 2 of Juanda 

International Airport caused Terminal 1 to be closed. Due to the available facilities, 

services at Terminal 1 of the airport are limited. For example, check-in desk facilities 

are partially closed, resulting in longer waiting times. Employees from the baggage 

documentation department and other staff are also assigned to monitor the airport 

further. In addition, services previously provided at Terminal 1 are now offered at 

Terminal 2 during the pandemic.  

This study aims to improve passenger satisfaction at Juanda International 

Airport, Sidoarjo. In this context, the physical characteristics of the airport such as 

safety, security, and safety are examined. To determine the level of service quality 

required, services are also assessed. Data are evaluated using Importance 

Performance Analysis (IPA). Study participants were passengers in the waiting room 

of Juanda International Airport, Sidoarjo. Based on the results of the study, passenger 

satisfaction with ground services at Terminal 2 of Juanda International Airport, 

Sidoarjo is classified as moderate, while their satisfaction with service quality is 

classified as high. With a value of 3.82, 47 of these attributes are considered “quite 

satisfied”. 
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