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ABSTRAK 

Sebagai pusat transportasi darat utama di wilayah Surabaya dan sekitarnya, 
Terminal Tipe A Purabaya berperan strategis dalam mendukung mobilitas 
masyarakat. Tingginya aktivitas pelayanan penumpang menyebabkan kualitas 
pelayanan di terminal masih belum optimal, yang ditunjukkan oleh keluhan terkait 
kebersihan fasilitas, informasi jadwal bus, serta keamanan dan kenyamanan 
terminal. Tujuan penelitian ini adalah untuk mengetahui kualitas pelayanan 
terhadap kepuasan penumpang serta memberikan usulan perbaikan guna 
meningkatkan kualitas pelayanan di TTA Purabaya. Metode penelitian ini 
menggunakan Service Quality, Model Kano, dan usulan perbaikan dengan 5 Whys. 
Hasil penelitian menunjukkan nilai kualitas pelayanan sebesar 0,78 yang berarti 
pelayanan masih belum memenuhi harapan penumpang. Berdasarkan analisis 
servqual dan kano terdapat 12 atribut pelayanan yang perlu dipertahankan dan 8 
atribut yang harus ditingkatkan. Rekomendasi perbaikan yang diusulkan meliputi 
penerapan sistem poin pelanggaran bagi PO bus, penggunaan checksheet 
kebersihan toilet, penyediaan papan informasi digital real-time, layanan pengaduan 
digital, serta optimalisasi patroli keamanan pada jam sibuk. Usulan perbaikan yang 
diberikan diharapkan dapat meningkatkan kualitas pelayanan dan kepuasan 
penumpang di Terminal Tipe A Purabaya. 

 
Kata Kunci: 5 Why’s, Kepuasan Penumpang, Model Kano, Service Quality 
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ABSTRACT 

As the main land transportation hub in Surabaya and its surrounding areas, 
Purabaya Terminal Type A plays a strategic role in supporting public mobility. The 
high passenger service activity causes the quality of service at the terminal to be 
still less than optimal, as indicated by complaints related to facility cleanliness, bus 
schedule information, and terminal security and comfort. The purpose of this study 
is to determine the quality of service towards passenger satisfaction and to provide 
improvement suggestions to improve the quality of service at TTA Purabaya. This 
research method uses Service Quality, the Kano Model, and improvement 
suggestions with 5 Whys. The results show a service quality value of 0.78, which 
means the service still does not meet passenger expectations. Based on the servqual 
and kano analysis, there are 12 service attributes that need to be maintained and 8 
attributes that need to be improved. The proposed improvement recommendations 
include the implementation of a violation point system for bus POs, the use of toilet 
cleanliness checksheets, the provision of real-time digital information boards, 
digital complaint services, and optimization of security patrols during peak hours. 
The improvement suggestions are expected to improve the quality of service and 
passenger satisfaction at Terminal Type A Purabaya 

 
Keywords: 5 Why's, Kano Model, Passenger Satisfaction, Service Quality 
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