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ABSTRAK 

 

Commuter Line Arjonegoro diresmikan pada tanggal 1 Juni 2023, di mana kereta 

pendahulunya adalah KRD Bojonegoro dan Commuter Line Lamongan jurusan 

Surabaya – Lamongan digabung menjadi satu dengan nama Commuter Line 

Arjonegoro. Penelitian ini bertujuan untuk menganalisis hal – hal yang menjadi 

prioritas perbaikan terhadap indikator yang mempengaruhi tingkat kepuasan 

penumpang. Metode yang digunakan adalah Customer Satisfaction Index (CSI) dan 

Importance Performance Analysis (IPA). Selain penelitian pada indikator perbaikan 

dan prioritas, penelitian ini juga menganalisis tingkat kelayakan tarif yang berlaku saat 

ini. Metode yang digunakan adalah Ability To Pay (ATP) dan Willingness To Pay 

(WTP). Pengumpulan data dilakukan dengan menyebarkan kuisioner kepada para 

responden untuk mendapatkan penilaian para penumpang. Dari hasil penelitian dapat 

diambil kesimpulan bahwa masih terdapat indikator belum memuaskan menurut 

penumpang, hal tersebut dapat dilihat dari nilai CSI yang diperoleh yaitu sebesar 

77,65%. Adapun hal yang perlu dilakukan perbaikan yaitu indikator yang terdapat 

pada kuadran A yang memiliki tingkat kepentingan tinggi dan dengan tingkat kinerja 

masih rendah. Sedangkan hasil penelitian kelayakan tarif didapatkan nilai ATP sebesar 

Rp 10.034,34 dan WTP sebesar Rp3.539,5. Dari hasil penelitian kelayakan tarif dapat 

diambil kesimpulan tarif saat ini masih dikatakan layak karena nilai tarif eksisting 

masih berada di antara nilai ATP dan WTP.  

Kata Kunci: Kinerja Pelayanan, Kelayakan Tarif, Kepuasan Penumpang, Importance 

Performance Analysis, Customer Satisfaction Index, Abillity To Pay, Willingness To 

Pay. 
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ABSTRACT 

 

The Arjonegoro Commuter Line train was inaugurated on June 1, 2023, where its 

predecessor train was the Bojonegoro KRD and the Surabaya-Lamongan Commuter 

Line, which were combined into one under the name of the Arjonegoro Commuter 

Line. This study aims to analyze the priority areas for improvement of indicators that 

affect passenger satisfaction levels. The methods used are the Customer Satisfaction 

Index (CSI) and Importance Performance Analysis (IPA). In addition to research on 

improvement indicators and priorities, this study also analyzes the level of feasibility 

of the current applicable fares. The methods used are Ability To Pay (ATP) and 

Willingness To Pay (WTP). Data collection was carried out by distributing 

questionnaires to respondents to obtain passenger assessments. From the results of the 

study, it can be concluded that there are still indicators that are not satisfactory 

according to passengers, this can be seen from the CSI value obtained, which is 

77.65%. The things that need to be improved are the indicators in quadrant A which 

have a high level of importance and with a low level of performance. Meanwhile, the 

results of the tariff feasibility study obtained an ATP value of Rp10,034.34 and a WTP 

of Rp3,539.5. From the results of the tariff feasibility study, it can be concluded that 

the current tariff is still considered feasible because the existing tariff value is still 

between the ATP and WTP values. It can be concluded that ATP is greater than WTP, 

this condition indicates that the ability to pay is greater than the desire to pay for the 

service. This occurs when users have a relatively high income but the utility of the 

service is relatively low. 

Keywords: Service Performance, Fare Eligibility, Passenger Satisfaction, Importance 

Performance Analysis, Customer Satisfaction Index, Ability To Pay, Willingness To 

Pay. 
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