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ABSTRAK

Terminal bus merupakan salah satu komponen vital dalam sistem prasarana
transportasi yang berperan penting dalam mendukung kelancaran angkutan
penumpang. Terminal Anjuk Ladang di Kabupaten Nganjuk, sebagai terminal tipe B,
memiliki fungsi strategis dalam melayani mobilitas masyarakat antar kota dalam
provinsi, angkutan kota, serta angkutan pedesaan. Oleh karena itu penelitian ini
bertujuan untuk menganalisis tingkat kepuasan pengguna terhadap kualitas pelayanan
yang diberikan oleh Terminal Anjuk Ladang. Selain untuk menganalisa tingkat
kepuasan penumpang, melalui penelitian ini juga dapat diketahui aspek-aspek yang
perlu diperbaiki dan dipertahankan untuk menjaga kepuasan pengguna jasa di
Terminal Bus Anjuk Ladang, Nganjuk. Metode yang digunakan adalah Importance
Performance Analysis (IPA), yang memungkinkan identifikasi aspek-aspek pelayanan
yang perlu ditingkatkan. Hasil penelitian menunjukkan kondisi eksisting Terminal
Bus Anjuk Ladang memilki luas sebesar 22.590.000 m?. Faktor dominan yang
mempengaruhi tingkat kepuasan penumpang terdapat pada Kuadran II diagram
kartesius. Dimana terdapat 11 atribut dalam kuadran ini yaitu : Atribut 8 (
Responsiveness), Atribut 7 ( Responsiveness), Atribut 9 ( Responsiveness), Atribut 11
( Tangible), Atribut 13 ( Tangible), Atribut 14 ( Tangible), Atribut 15 (Assurance),
Atribut 17 (Assurance), Atribut 18 (Empathy), Atribut 19 (Empathy), Atribut 20
(Empathy). Tingkat kepuasan pengguna jasa Terminal Anjuk Ladang mencapai 93%.

Kata Kunci: Importance Performance Analysis (IPA), Kondisi eksisting, Faktor

dominan, Kepuasan penumpang.
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SATISFACTION WITH THE QUALITY OF SERVICE
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Study Program : Civil Engineering
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ABSTRACT

The bus terminal is a vital component in the transportation infrastructure system
which plays an important role in supporting smooth passenger transportation. The
Anjuk Ladang Terminal in Nganjuk Regency, as a type B terminal, has a strategic
function in serving community mobility between cities within the province, city
transportation and rural transportation. Therefore, this research aims to analyze the
level of user satisfaction with the quality of service provided by the Anjuk Ladang
Terminal. Apart from analyzing the level of passenger satisfaction, through this
research we can also identify aspects that need to be improved and maintained to
maintain service user satisfaction at the Anjuk Ladang Bus Terminal, Nagnjuk. The
method used is Importance Performance Analysis (IPA), which allows identifying
service aspects that need to be improved. The research results show that the existing
condition of the Anjuk Ladang Bus Terminal has an area of 22,590,000 m2. The
dominant factors that influence the level of passenger satisfaction are found in
Quadrant Il of the Cartesian diagram. Where there are 11 attributes in this quadrant,
namely: Attribute 8 (Responsiveness), Attribute 7 (Responsiveness), Attribute 9
(Responsiveness), Attribute 11 (Tangible), Attribute 13 (Tangible), Attribute 14
(Tangible), Attribute 15 (Assurance), Attribute 17 (Assurance), Attribute 18
(Empathy), Attribute 19 (Empathy), Attribute 20 (Empathy). The satisfaction level of
Anjuk Ladang Terminal service users reaches 93%.

Keywords: Importance Performance Analysis (IPA), Existing conditions, Dominant

factors, Passenger satisfaction.
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