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ABSTRAK

Transportasi publik perkotaan berperan penting dalam mendukung mobilitas
masyarakat dan mewujudkan sistem transportasi yang berkelanjutan. Pemerintah telah
menetapkan Standar Pelayanan Minimum (SPM) sebagai tolok ukur kualitas
pelayanan angkutan umum yang mencakup aspek keamanan, keselamatan,
kenyamanan, kesetaraan, dan keteraturan. Namun, masih terdapat kesenjangan antara
standar pelayanan yang ditetapkan dengan persepsi pengguna terhadap pelayanan yang
diterima. Penelitian ini bertujuan untuk mengevaluasi tingkat kepuasan penumpang
Suroboyo Bus rute Purabaya — Terminal Bratang berdasarkan Standar Pelayanan
Minimum (SPM) menggunakan metode Importance Performance Analysis (IPA).
Penelitian ini menggunakan pendekatan kuantitatif dengan metode survei melalui
penyebaran kuesioner kepada 100 responden. Data dianalisis menggunakan uji
validitas, uji reliabilitas, analisis tingkat kepentingan, tingkat kepuasan, tingkat
kesesuaian, dan [Importance Performance Analysis (IPA). Hasil penelitian
menunjukkan bahwa karakteristik penumpang didominasi oleh perempuan berusia 17
— 25 tahun, berstatus sebagai pelajar/mahasiswa, berdomisili di Kota Surabaya,
menggunakan Suroboyo Bus sebanyak 2 — 4 kali per minggu, serta memiliki tujuan
perjalanan menuju kawasan pendidikan. Nilai rata-rata tingkat kepentingan pelayanan
sebesar 3,43, sedangkan nilai rata-rata tingkat kepuasan sebesar 3,22. Tingkat
kesesuaian pelayanan mencapai 94%, yang menunjukkan bahwa pelayanan Suroboyo
Bus telah mendekati harapan penumpang meskipun masih terdapat kesenjangan pada
beberapa atribut pelayanan. Hasil Importance Performance Analysis (IPA)
menunjukkan bahwa strategi peningkatan pelayanan perlu difokuskan pada
optimalisasi aksesibilitas bagi penyandang disabilitas serta mempertahankan kualitas
atribut pelayanan yang telah memenuhi harapan pengguna melalui evaluasi
operasional secara berkala.

Kata kunci: Kepuasan Penumpang, Suroboyo Bus, Standar Pelayanan Minimum
(SPM), Ketepatan Waktu, Aksesibilitas, Importance Performance Analysis (IPA).



EVALUATION OF THE SATISFACTION LEVEL OF THE SUROBOYO BUS
PURABAYA — BRATANG TERMINAL ROUTE BASED ON MINIMUM
SERVICE STANDARDS (SPM) IN 2015
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ABSTRACT

Urban public transportation plays an important role in supporting community mobility
and realizing a sustainable transportation system. The government has established
Minimum Service Standards (SPM) as a benchmark for the quality of public
transportation services that include aspects of security, safety, comfort, equality, and
regularity. However, there is still a gap between the established service standards and
user perceptions of the services received. This study aims to evaluate the level of
satisfaction of Suroboyo Bus passengers on the Purabaya — Bratang Terminal route
based on Minimum Service Standards (SPM) using the Importance Performance
Analysis (IPA) method. This study uses a quantitative approach with a survey method
by distributing questionnaires to 100 respondents. Data were analyzed using validity
tests, reliability tests, analysis of the level of importance, level of satisfaction, level of
suitability, and Importance Performance Analysis (IPA). The results show that the
characteristics of passengers are dominated by women aged 17-25 years, are students,
domiciled in Surabaya City, use Suroboyo Bus 2 — 4 times per week, and have travel
destinations to educational areas. The average value of the level of service importance
is 3.43, while the average value of the level of satisfaction is 3.22. The service
conformity rate reached 94%, indicating that Suroboyo Bus services have approached
passenger expectations, although gaps remain in several service attributes. The
Importance Performance Analysis (IPA) results indicate that service improvement
strategies need to focus on optimizing accessibility for people with disabilities and
maintaining the quality of service attributes that have met user expectations through
regular operational evaluations.

Keywords: Passenger Satisfaction, Suroboyo Bus, Minimum Service Standards (SPM),
Punctuality, Accessibility, Importance Performance Analysis (IPA).
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