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ABSTRAK 

Transportasi umum memiliki peran penting dalam mendukung mobilitas masyarakat 

perkotaan. Sebagai salah satu layanan transportasi umum di Kota Surabaya, Surabaya 

Bus terus berupaya meningkatkan kualitas pelayanannya melalui pengoperasian 

armada baru pada rute Benowo–Tunjungan (R5). Penelitian ini bertujuan untuk 

menganalisis kinerja operasional armada baru Surabaya Bus berdasarkan indikator 

load factor, headway, dan travel time, menganalisis tingkat kepuasan penumpang 

menggunakan metode Importance Performance Analysis (IPA), serta merumuskan 

strategi peningkatan kualitas pelayanan berdasarkan hasil pemetaan kuadran 

IPA.Penelitian ini menggunakan metode kuantitatif dengan pengumpulan data melalui 

survei dinamis di dalam bus untuk memperoleh data kinerja operasional serta 

penyebaran kuesioner kepada 100 responden pengguna Surabaya Bus rute Benowo–

Tunjungan (R5). Analisis kinerja operasional mengacu pada Pedoman Teknis 

Penyelenggaraan Angkutan Penumpang Umum di Wilayah Perkotaan dalam Trayek 

Tetap dan Teratur Tahun 2002, sedangkan analisis kepuasan penumpang dilakukan 

menggunakan metode Importance Performance Analysis (IPA).Hasil penelitian 

menunjukkan bahwa rata-rata load factor sebesar 41% yang dinilai memenuhi dari 

aspek keterisian kapasitas armada karena masih berada dalam kapasitas angkut yang 

tersedia. Rata-rata headway sebesar 9 menit, lebih besar dibandingkan standar pada 

jam puncak yaitu 2–5 menit, sedangkan rata-rata travel time sebesar 134 menit, 

melebihi standar waktu tempuh maksimum 120 menit. Hasil analisis kepuasan 

menunjukkan nilai rata-rata tingkat kepuasan (performance) sebesar 3,94, sedangkan 

rata-rata tingkat kepentingan (importance) sebesar 4,75, yang mengindikasikan bahwa 

pelayanan yang diberikan belum sepenuhnya memenuhi harapan penumpang. 

Berdasarkan pemetaan Diagram Kartesius IPA, atribut yang menjadi prioritas utama 

untuk ditingkatkan meliputi aspek keselamatan, kenyamanan, dan keteraturan melalui 

penyediaan lampu isyarat tanda bahaya, pengendalian kapasitas, serta peningkatan 

ketepatan waktu dan waktu tunggu. Strategi yang direkomendasikan mencakup 

pemenuhan fasilitas keselamatan, pengendalian kapasitas, dan penyediaan lajur 

khusus Surabaya Bus sepanjang koridor Benowo–Tunjungan untuk meningkatkan 

keandalan waktu operasional. 

Kata kunci: kinerja operasional, kepuasan penumpang, Surabaya Bus, Importance 

Performance Analysis (IPA) 
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ANALYSIS OF OPERATIONAL PERFORMANCE AND PASSENGER 

SATISFACTION OF THE NEW SURABAYA BUS FLEET ON THE 

BENOWO–TUNJUNGAN (R5) ROUTE 

 

By: 

Salsabila Faranande Sanhaji 

22035010039 

(22035010039@student.upnjatim.ac.id)  

ABSTRACT 

 

Public transportation plays a vital role in supporting urban mobility. As one of the 

public transportation services in Surabaya, Surabaya Bus has expanded its service 

through the operation of a new fleet on the Benowo–Tunjungan (R5) route. This study 

aims to evaluate the operational performance of the new fleet based on load factor, 

headway, and travel time, assess passenger satisfaction using the Importance 

Performance Analysis (IPA) method, and formulate strategies for improving service 

quality based on the IPA quadrant analysis. A quantitative research approach was 

employed, with operational performance data collected through an on-board dynamic 

survey and passenger satisfaction data obtained from questionnaires administered to 

100 users of the Surabaya Bus R5 service. Operational performance was evaluated 

with reference to the 2002 Technical Guidelines for the Provision of Public Passenger 

Transportation in Urban Areas on Fixed and Regular Routes, while passenger 

satisfaction was assessed using the IPA method. The results indicate an average load 

factor of 41%, reflecting a relatively low level of passenger occupancy. The average 

headway was 9 minutes, exceeding the peak-period standard of 2–5 minutes, while the 

average travel time was 134 minutes, exceeding the maximum standard of 120 minutes. 

The mean performance score was 3.94, compared with a mean importance score of 

4.75, indicating that the service performance had not fully met passenger expectations. 

The IPA results identified safety, comfort, and service regularity as the main areas 

requiring improvement, particularly regarding the provision of hazard warning lights, 

passenger capacity control, departure punctuality, and waiting time. Recommended 

improvement strategies include enhancing safety facilities, regulating passenger 

capacity, and providing a dedicated bus lane along the Benowo–Tunjungan corridor 

to reduce traffic interference and improve operational reliability. 

Keywords: operational performance, passenger satisfaction, Surabaya Bus, 

Importance Performance Analysis (IPA) 
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