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ABSTRAK 

Transportasi laut memiliki peran penting dalam mendukung mobilitas masyarakat, 

khususnya di wilayah kepulauan yang bergantung pada konektivitas antar pulau. Salah 

satu jalur vital adalah rute Bawean–Gresik yang dilayani Kapal Cepat Express Bahari. 

Moda ini menjadi pilihan utama karena menawarkan waktu tempuh lebih singkat 

dibandingkan kapal lainnya. Seiring meningkatnya kebutuhan dan harapan 

penumpang, aspek kepuasan dan kelayakan tarif perlu dikaji agar pelayanan sesuai 

standar dan kebutuhan masyarakat. Penelitian ini bertujuan mengevaluasi kesesuaian 

tarif dengan kualitas layanan serta mengukur tingkat kepuasan penumpang. Metode 

yang digunakan dalam penelitian ini meliputi Importance Performance Analysis (IPA) 

untuk mengukur tingkat kepuasan penumpang terhadap pelayanan, serta Ability To Pay 

(ATP) dan Willingness To Pay (WTP) untuk mengevaluasi kesesuaian tarif dengan 

kondisi ekonomi penumpang jasa. Hasil penelitian menunjukkan adanya beberapa 

indikator pada kuadran I yang menjadi prioritas perbaikan, yaitu ketersediaan 

informasi dan fasilitas kesehatan darurat, informasi pengaduan terkait gangguan 

keamanan, fasilitas sirkulasi udara, serta ruang publik untuk bersantai. Indikator ini 

dinilai penting oleh penumpang, tetapi kinerjanya masih rendah sehingga perlu 

ditingkatkan. Dari sisi tarif, rata-rata ATP penumpang sebesar Rp202.565 dan WTP 

sebesar Rp190.517. Angka ini menandakan bahwa secara ekonomi mereka mampu 

membayar tarif eksisting Rp200.000, namun kesediaan membayar lebih rendah. 

Perbedaan ini biasanya terjadi ketika pendapatan penumpang cukup tinggi, tetapi 

kepuasan terhadap layanan belum sebanding dengan tarif yang berlaku. Oleh karena 

itu, peningkatan kualitas layanan terutama pada indikator prioritas menjadi penting 

agar kesesuaian antara kemampuan dan kesediaan membayar dapat tercapai. 

Kata kunci: Ability To Pay, Importance Performance Analysis, Kelayakan tarif,       

         Kepuasan penumpang, Kinerja Pelayanan, Willingness To Pay. 
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AN EVALUATION OF THE SERVICE PERFORMANCE OF THE EXPRESS 

BAHARI FAST FERRY ON THE BAWEAN–GRESIK ROUTE BASED ON 

FARE FEASIBILITY AND PASSENGER SATISFACTION 

Oleh: 

Isnaina Safarela 

NPM. 21035010022 

ABSTRACT 

Sea transportation plays a vital role in supporting community mobility, particularly in 

archipelagic regions that rely on inter-island connectivity. One important route is 

Bawean–Gresik, served by the Express Bahari Fast Ferry, which is the main choice of 

passengers due to its shorter travel time compared to other vessels. With the growing 

needs and expectations of passengers, satisfaction and fare feasibility need to be 

evaluated to ensure services meet proper standards and user demands. This study aims 

to evaluate whether the applied fare corresponds with service quality and to measure 

passenger satisfaction. The methods used include Importance Performance Analysis 

(IPA) to assess satisfaction, and Ability to Pay (ATP) and Willingness to Pay (WTP) to 

analyze fare affordability. The results show several indicators in Quadrant I that 

require priority improvements, namely the availability of emergency health 

information and facilities, security complaint information, air circulation facilities, 

and public spaces for relaxation. These indicators are highly important for passengers 

but still perform poorly, thus requiring improvements.From the fare perspective, the 

average ATP was IDR 202,565 and the average WTP was IDR 190,517. This indicates 

that passengers are economically able to pay the existing fare of IDR 200,000, but 

their willingness to pay remains lower. Such a gap usually occurs when passengers’ 

income is sufficient, but the level of satisfaction does not match the fare charged. 

Therefore, improving service quality, particularly in priority indicators, is crucial to 

align passengers’ ability and willingness to pay. 

Keywords:Ability To Pay, Fare Feasibility, Importance Performance Analysis, Service  

    Performance, Passenger Satisfaction, Willingness To Pay.   
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