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ABSTRACT

Trans Jatim Bus is a form of public service in the transportation service
unit in East Java Province with the BRT (Bus Rapid Transit) concept and was
inaugurated by the Governor of East Java on August 19, 2022. In the early
stages of its establishment, it only provided one route as well as the focus of
research, namely Corridor | (Sidoarjo - Surabaya - Gresik). The presence of
the Trans Jatim Bus is expected to reduce congestion, accidents, the use of
private vehicles, and reduce gas emissions in the air.

The purpose of this study is to identify and analyze the quality of the
Trans Jatim Bus on the Corridor | route (Sidoarjo - Surabaya - Gresik) on
public satisfaction using a qualitative approach and descriptive method. Data
collection techniques using interview techniques, observation, and
documentation. The results of this study indicate that the quality of Trans
Jatim Bus services on community satisfaction is seen from the dimensions of
tangible evidence, reliability, responsiveness, assurance, and empathy. In (1)
the dimension of direct evidence (tangible), service facilities are good but
uneven and even damaged facilities are not immediately repaired. Marked by
there are still bus stops that do not have electricity to lighting, and there are
several damaged bus stop dividing walls. (2) The dimension of reliability,
officers are swift, careful and appropriate in providing services including the
operation of service aids, it's just that the discipline of officers is still
inconsistent. (3) The dimension of responsiveness, officers have responded
well to problems or things asked by the public and also provide clear
information related to service operations. (4) Assurance, officers have
provided guarantees of legality, on time and cost certainty well. (5) The
empathy dimension, the attitude of officers who remain friendly and polite in
service without discriminating.

Keywords: Public Service, Service Quality, and Public Transportation
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ABSTRAK

Bus Trans Jatim merupakan salah satu wujud pelayanan publik pada unit
jasa transportasi yang ada di Provinsi Jawa Timur berkonsep BRT (Bus Rapid
Transit) dan diresmikan oleh Gubernur Jawa Timur pada 19 Agustus 2022.
Pada tahap awal berdirinya hanya menyediakan satu rute saja sekaligus
menjadi fokus penelitian yakni Koridor | (Sidoarjo — Surabaya — Gresik).
Hadirnya Bus Trans Jatim diharapkan mengurangi kemacetan, kecelakaan,
penggunaan kendaraan pribadi, hingga mengurangi gas emisi di udara.

Tujuan dari penelitian ini yaitu mengidentifikasi dan menganalisis
kualitas dari Bus Trans Jatim pada rute Koridor | (Sidoarjo — Surabaya —
Gresik) terhadap kepuasan masyarakat dengan menggunakan pendekatan
kualitatif dan metode deskriptif. Teknik pengumpulan data menggunakan
teknik wawancara, observasi, dan dokumentasi. Hasil dari penelitian ini
memberitahukan bahwa kualitas pelayanan Bus Trans Jatim terhadap
kepuasan masyarakat dilihat dari dimensi bukti langsung (tangible),
kehandalan (reliability), daya tanggap (responsiveness), jaminan
(assurance), dan empati (emphaty). Pada (1) dimensi bukti langsung
(tangible), fasilitas pelayanan sudah baik tetapi belum merata bahkan fasilitas
yang rusak tidak segera diperbaiki. Ditandai dengan masih ada halte yang
tidak ada aliran listrik hingga lampu penerangan, dan ada beberapa dinding
pembatas halte rusak. (2) Dimensi kehandalan (reliability), petugas sudah
sigap cermat dan sesuai dalam memberikan pelayanan termasuk
pengoperasian alat bantu pelayanan hanya saja kedisiplinan petugas masih
kurang konsisten. (3) Dimensi daya tanggap (responsiveness), petugas sudah
mereson dengan baik permasalahan atau hal yang ditanyakan masyarakat dan
juga memberikan informasi yang jelas terkait operasional pelayanan. (4)
Jaminan (assurance), petugas telah memberikan jaminan legalitas, tepat
waktu dan kepastian biaya dengan baik. (5) Dimensi empati (emphaty), sikap
petugas yang tetap ramah dan sopan santun dalam pelayanan tanpa membeda-
bedakan.

Kata Kunci: Pelayanan Publik, Kualitas Pelayanan, dan Transportasi

Publik
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