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ANALISIS KEPUASAN PENUMPANG DAN KELAYAKAN TARIF BUS
DAMRI RUTE BANDARA JUANDA TERMINAL 1 - TERMINAL BUNDER
GRESIK BERDASARKAN BIAYA OPERASIONAL KENDARAAN (BOK),
ABILITY TO PAY (ATP), DAN WILLINGNESS TO PAY (WTP)

Oleh:
RANI ARDIANSYAH ARDJITO
NPM: 22035010041

ABSTRAK

Bus DAMRI merupakan layanan angkutan penumpang yang beroperasi pada
rute Bandara Juanda Terminal 1-Terminal Bunder Gresik. Untuk meningkatkan minat
masyarakat dalam menggunakan angkutan umum, diperlukan evaluasi terhadap
kualitas pelayanan serta kesesuaian tarif yang diberlakukan. Penelitian ini bertujuan
untuk menganalisis tingkat kepuasan penumpang menggunakan metode Importance
Performance Analysis (IPA) serta mengevaluasi kelayakan tarif berdasarkan Biaya
Operasional Kendaraan (BOK), Ability to Pay Ability To Pay (ATP), dan Willingness
to Pay (WTP). Penelitian menggunakan metode deskriptif kuantitatif dengan
pengumpulan data primer melalui penyebaran kuesioner kepada 100 responden dan
data sekunder yang diperoleh dari Perum DAMRI. Hasil analisis IPA menunjukkan
tingkat kesesuaian (TKI) tertinggi sebesar 88,89% pada atribut informasi jadwal
kedatangan, keberangkatan, serta perubahan jadwal bus disampaikan dengan jelas
kepada penumpang, sedangkan TKI terendah sebesar 81,88% pada atribut tersedia
fasilitas pengaduan dan keselamatan di dalam bus. Hasil tersebut menunjukkan bahwa
pelayanan Bus DAMRI secara umum telah memenuhi harapan penumpang, meskipun
masih terdapat beberapa atribut yang memerlukan peningkatan kualitas pelayanan.
Selanjutnya, hasil analisis tarif menunjukkan BOK sebesar Rp40.174,87/rit, ATP
sebesar Rp57.283,33/rit, dan WTP sebesar Rp74.750,00/rit. Tarif eksisting Bus
DAMRI sebesar Rp70.000,00/rit berada di atas nilai ATP dan di bawah nilai WTP,
sehingga telah mampu menutupi BOK serta masih dapat diterima berdasarkan
kesediaan membayar penumpang. Dengan demikian, tarif eksisting dinilai mampu
untuk dipertahankan, dengan tetap mengutamakan peningkatan kualitas pelayanan
pada atribut yang memiliki tingkat kesesuaian rendah agar kepuasan penumpang
semakin meningkat.

Kata kunci: Importance Performance Analysis (IPA), Biaya Operasional Kendaraan
(BOK), Ability to Pay (ATP), Willingness to Pay (WTP), tarif, Bus
DAMRI.



ANALYSIS OF PASSENGER SATISFACTION AND FARE FEASIBILITY OF
DAMRI BUS ON THE JUANDA AIRPORT TERMINAL 1 - BUNDER GRESIK
TERMINAL ROUTE BASED ON VEHICLE OPERATING COST (VOCQ),

ABILITY TO PAY (ATP), AND WILLINGNESS TO PAY (WTP)

Oleh:
RANI ARDIANSYAH ARDJITO
NPM. 22035010041

ABSTRAK

DAMRI Bus is a public transportation service operating on the Juanda Airport
Terminal 1-Terminal Bunder Gresik route. Improving the quality of public
transportation services requires an evaluation of both service performance and the
appropriateness of the existing fare. This study aims to assess passenger satisfaction
using the Importance Performance Analysis (IPA) method and to evaluate the
feasibility of the current fare based on Vehicle Operating Cost (VOC), Ability to Pay
(ATP), and Willingness to Pay (WTP). A quantitative descriptive approach was
employed, utilizing primary data collected from questionnaires completed by 100
passengers and secondary data provided by Perum DAMRI. The IPA results with the
highest conformity level (88.89%) achieved by the attribute related to the provision of
clear information on bus arrivals, departures, and schedule changes. In contrast, the
lowest conformity level (81.88%) was recorded for the availability of complaint and
safety facilities on board. These findings suggest that the overall service performance
has generally met passenger expectations, although several service attributes still
require improvement. The fare analysis indicated that the VOC was IDR 40.174,87 per
trip, the ATP was IDR 57,283.33 per trip, and the WTP was IDR 74,750.00 per trip.
The current DAMRI Bus fare of IDR 70,000.00 per trip is higher than the ATP value
but lower than the WTP value, indicating that it is adequate to cover operating costs
while remaining acceptable to passengers based on their willingness to pay. Therefore,
the existing fare is considered appropriate to maintain, accompanied by continuous
improvements in service attributes with lower conformity levels to further enhance
passenger satisfaction.

Keywords: Importance Performance Analysis (IPA), Vehicle Operating Cost (VOC),
Ability to Pay (ATP), Willingness to Pay (WTP), fare, DAMRI Bus.
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