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RINGKASAN  

 

 Penelitian ini bertujuan untuk Untuk mengetahui faktor yang mempengaruhi 

tingkat kepuasan pengguna dalam pelayanan transportasi Surabaya bus sebagai salah 

satu Transportasi darat di kota Surabaya. Metode penelitian yang digunakan adalah 

kualitatif dengan metode pengumpulan data wawancara mendalam dan dokumentasi. 

Hasil penelitian bahwa respon masyarakat kota Surabaya dengan adanya Surabaya 

bus respon positif dan negatif. Respon positif yang diberikan berupa fasilitas yang 

diberikan Surabaya bus sangat lengkap dan membuat penumpang tidak merasa bosan. 

Sedangkan respon negative ada beberapa halte yang masih belum merata 

pembangunannya. Pelayanan Pemberlakuan Suraba Bus Sebagai Salah Satu 

Transportasi Darat di Kota Surabaya berdasarkan analisis Tangible, Reliability, 

Responsivness, Assurance, dan Emphaty semua aspek pelayanan yang diberikan oleh 

Surabaya bus baik. Kepuasan pelanggan dapat dilihat dari beberapa aspek mulai dari 

aspek Kualitas pelayanan yang meliputi kedisiplinan petugas pelayanan, Bus Koja 

Trans konsisten terhadap waktu kedatangan dan. Kenyamanan lingkungan dalam 

keadaan baik, serta kebersihan dalam Surabaya bus 

 

Kata Kunci : Kepuasan, Pengguna, Pelayanan 
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SUMMARY 

 

 This study aims to determine the factors that influence the level of user 

satisfaction in the Surabaya bus transportation service as one of the land 

transportation in the city of Surabaya. The research method used is qualitative with 

data collection methods in-depth interviews and documentation. The results of the 

study showed that the response of the people of the city of Surabaya to the existence 

of the Surabaya bus was positive and negative. The positive response given was in the 

form of the facilities provided by the Surabaya buses which were very complete and 

made passengers not feel bored. While the negative response is that there are several 

bus stops that are still not evenly distributed. Implementation of the Surabaya Bus 

Service as One of the Land Transportation in the City of Surabaya based on an 

analysis of Tangible, Reliability, Responsiveness, Assurance, and Emphaty all aspects 

of the service provided by Surabaya buses are good. Customer satisfaction can be 

seen from several aspects starting from the aspect of service quality which includes 

the discipline of service officers, the Koja Trans Bus is consistent with arrival times 

and. Environmental comfort is in good condition, as well as cleanliness on the 

Surabaya bus 
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