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ABSTRAK 

STRATEGI PENNGKATAN KUALITAS PELAYANAN UJI KELAYAKAN 

KENDARAAN DRIVE THRU DI UNIT PELAKSANA TEKNIS 

PENGUJIAN KENDARAAN BERMOTOR KABUPATEN SIDOARJO 

MUHAMMAD AKBAR PUTRA HANDOYO 

21041010152 

 

Penelitian ini dilatarbelakangi oleh menurunnya jumlah pengguna layanan drive 

thru di UPT PKB Kabupaten Sidoarjo pada tahun 2024. Adanya antrian yang 

panjang karena terbatasnya jumlah loket pelayanan, tidak adanya jalur khusus untuk 

drive thru, tempat parkir yang kurang memadai, dan adanya praktik percaloan telah 

menghambat kelancaran proses pelayanan uji KIR drive thru. Penelitian ini 

bertujuan untuk menganalisis strategi peningkatan kualitas pelayanan uji kelayakan 

kendaraan bermotor melalui sistem drive thru di Unit Pelaksana Teknis Pengujian 

Kendaraan Bermotor (UPT PKB) Kabupaten Sidoarjo. Penelitian ini menggunakan 

metode kualitatif dengan pendekatan deskriptif, dan menggunakan teori strategi 

peningkatan kualitas pelayanan menurut Tjiptono (2016) yang meliputi delapan 

dimensi. Dimensi mengidentifikasi determinan utama kualitas pelayanan/jasa 

dinilai belum berjalan optimal; mengelola harapan pelanggan juga belum optimal; 

mengelola bukti kualitas pelayanan/jasa belum berjalan optimal. Sementara itu, 

mendidik pelanggan tentang pelayanan dinilai sudah berjalan optimal. 

Mengembangkan budaya kualitas juga sudah optimal. Menciptakan otomatisasi 

layanan (mengotomatisasi kualitas) dinilai berjalan optimal. Menindaklanjuti 

layanan juga dinilai sudah optimal. Namun, mengembangkan sistem informasi 

pelayanan  optimal. Dapat dilihat bahwa strategi peningkatan kualitas pelayanan 

menurut pada Tjiptono (2016) sudah cukup optimal dengan 5 dimensi yang dinilai 

optimal dan 3 lainnya belum berjalan otpimal. 

Kata Kunci: Strategi Peningkatan Kualitas Layanan, Uji Kelayakan Kendaraan, 

Drive Thru 
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ABSTRACT 

STRATEGY OF THE SIDOARJO DISTRICT TRANSPORTATION 

OFFICE IN IMPROVING SERVICE QUALITY THROUGH THE DRIVE 

THRU DRIVER'S LICENSE TEST 

MUHAMMAD AKBAR PUTRA HANDOYO 

21041010152 

This study was motivated by the declining number of drive thru service users at 

UPT PKB Sidoarjo Regency in 2024. The existence of long queues due to the 

limited number of service counters, the absence of a special lane for drive thru, 

inadequate parking, and brokering practices have hampered the smooth process of 

drive thru KIR test services. This study aims to analyze strategies to improve the 

quality of motor vehicle feasibility test services through the drive thru system at the 

Sidoarjo Regency Motor Vehicle Testing Technical Implementation Unit (UPT 

PKB). This research uses a qualitative method with a descriptive approach, and uses 

the theory of service quality improvement strategies according to Tjiptono (2016) 

which includes eight dimensions. The dimension of identifying determinants of 

service quality is considered not running optimally; managing customer 

expectations is also not optimal; managing evidence of service quality is not 

running optimally. Meanwhile, educating customers about services is considered to 

be running optimally. Developing a culture of quality is also optimal. Creating 

service automation (automating quality) is considered to be running optimally. 

Following up on services is also considered optimal. Service Information System 

Development is running optimally. It can be seen that the strategy to improve 

service quality according to Tjiptono (2016) is quite optimal with 5 dimensions 

considered optimal and 3 other dimensions not running optimally.  

Keywords: Service Quality Improvement Strategy, Vehicle Feasibility Test, Drive 

Thru 

 

 


