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RINGKASAN 
 

Putri Alifiah, 2024, Evaluasi Kinerja Pengoperasian Bus Trans Jatim Di 

Kabupaten SIdoarjo Jatim  

 Penelitian ini bertujuan untuk mendeskripsikan dan menganalisis 

tentang Evaluasi Kinerja Pengoperasian Bus Trans Jatim Di Kabupaten 

Sidoarjo Jatim, yang berdasarkan 5 dimensi Evaluasi Kinerja menurut 

Lovelock dan Wright (2002: 266-267). Lima dimensi ini terdiri dari Tangibles 

(bukti terukur), Reliability (keandalan), Responsiveness (daya tanggap), 

Assurance (jaminan), Empathy (empati) 

 Penelitian ini mengadopsi metode penelitian kulitatif, dengan 

menggabungkan sumber data primer dan sekunder. Data diperoleh melalui 

teknik pengumpulan seperti observasi, wawancara, dan dokumentasi. Data 

yang terkumpul akan dianalisis melalui tahap pengumpulan data, penyajian 

data, reduksi data, dan penarikan kesimpulan. 

 Temuan penelitian ini menunjukkan bahwa evaluasi kinerja 

pengoperasian Bus Trans Jatim di Kabupaten Sidoarjo Jatim berjalan cukup 

baik. Meskipun telah memenuhi beberapa standar kualitas pelayanan, masih 

terdapat tantangan dalam hal memenuhi pramudi terhadap batas kecepatan dan 

pengelolaan fasilitas yang perlu ditingkatkan untuk meningkatkan 

kenyamanan penumpang. Evaluasi berkala dan penambahan armada juga di 

perlukan untuk mengatasi masalah kepadatan penumpang dan memastikan 

pelayanan yang lebih baik. Kinerja Bus Trans Jatim dalam memberikan 

pelayanan kepada masyarakat dipengaruhi oleh berbagai faktor, baik 

pendukung seperti sistem operasional yang terstruktur dan fasilitas yang 

memadai, maupun penghambat seperti masalah overload yang mengganggu 

kenyamanan penumpang. Oleh karena itu, penting untuk terus meningkatkan 

kualitas layanan agar dapat memenuhi harapan masyarakat secara optimal. 

Kata Kunci : Bus Trans Jatim, Evaluasi Kinerja, Mobilitas perkotaan  
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SUMMARY 
 

Putri Alifiah, 2024, Performance Evaluation of Trans East Java Bus 

Operations in SIdoarjo Regency, East Java  

 This research aims to describe and analyze the Performance Evaluation 

of Trans East Java Bus Operations in Sidoarjo Regency, East Java, which is 

based on the 5 dimensions of Performance Evaluation according to Lovelock 

and Wright (2002: 266-267). These five dimensions consist of Tangibles 

(measurable evidence), Reliability (reliability), Responsiveness 

(responsiveness), Assurance (guarantee), Empathy (empathy) 

 This research adopts qualitative research methods, combining primary 

and secondary data sources. Data was obtained through collection techniques 

such as observation, interviews and documentation. The collected data will be 

analyzed through the stages of data collection, data presentation, data 

reduction, and drawing conclusions. 

 The findings of this research indicate that the performance evaluation 

of Trans East Java Bus operations in Sidoarjo Regency, East Java is going quite 

well. Even though it has met several service quality standards, there are still 

challenges in terms of meeting drivers with speed limits and facility 

management that needs to be improved to increase passenger comfort. Regular 

evaluation and addition of the fleet is also needed to overcome the problem of 

passenger density and ensure better service. The performance of the East Java 

Trans Bus in providing services to the community is influenced by various 

factors, both supporting factors such as a structured operational system and 

adequate facilities, as well as obstacles such as overload problems that disturb 

passenger comfort. Therefore, it is important to continue to improve the quality 

of services so that they can optimally meet people's expectations. 

Keywords: Trans East Java Bus, Performance Evaluation, Urban 

Mobility 
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