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RINGKASAN

Marista Faradilla, 2025. Pengaruh Kualitas Pelayanan Terhadap Kepuasan
Pengguna Bus Trans Jatim Menggunakan Structural Equation Modeling (Studi
Pada Trayek Koridor | Kabupaten Sidoarjo—Surabaya—Kabupaten Gresik-
Provinsi Jawa Timur). Anggraeny Puspaningtyas, Supri Hartono

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan
terhadap kepuasan pengguna Bus Trans Jatim Koridor | Kabupaten Sidoarjo—Kota
Surabaya—Kabupaten Gresik. Penelitian dilatarbelakangi oleh meningkatnya
kebutuhan masyarakat terhadap transportasi publik yang nyaman, aman, dan
efisien, serta masih adanya keluhan pengguna terkait ketepatan waktu,
kenyamanan fasilitas, respons petugas, dan kepadatan penumpang. Oleh karena
itu, kualitas pelayanan menjadi faktor penting dalam meningkatkan kepuasan
pengguna transportasi publik.

Penelitian ini menggunakan pendekatan kuantitatif dengan metode
Structural Equation Modeling (SEM) berbasis Partial Least Square (PLS). Data
diperoleh melalui penyebaran kuesioner kepada 96 responden pengguna Bus
Trans Jatim Koridor I. Variabel kualitas pelayanan diukur menggunakan lima
dimensi SERVQUAL, yaitu reliability, responsiveness, assurance, empathy, dan
tangible. Analisis data dilakukan menggunakan software SmartPLS 4.0 melalui
pengujian outer model dan inner model.

Hasil penelitian menunjukkan bahwa dimensi assurance, empathy, dan
tangible berpengaruh positif dan signifikan terhadap kepuasan pengguna,
sedangkan reliability dan responsiveness tidak berpengaruh signifikan. Selain itu,
model penelitian dinilai memiliki tingkat kecocokan yang baik dalam menjelaskan
hubungan antar variabel. Penelitian ini merekomendasikan peningkatan kualitas
pelayanan, khususnya pada aspek ketepatan layanan, respons petugas,
kenyamanan fasilitas, dan perhatian terhadap kebutuhan pengguna guna
meningkatkan kepuasan masyarakat terhadap layanan Bus Trans Jatim.



SUMMARY

Marista Faradilla, 2025. The Influence of Service Quality on User Satisfaction of
Trans Jatim Bus Using Structural Equation Modeling (Study on Corridor | Route
Sidoarjo—Surabaya—Gresik-East Java). Anggraeny Puspaningtyas, Supri Hartono

This study aims to determine the effect of service quality on user
satisfaction with the Trans Jatim Bus Corridor I, which operates between Sidoarjo
Regency, Surabaya City, and Gresik Regency. The study was motivated by the
public’s growing need for comfortable, safe, and efficient public transportation,
as well as ongoing user complaints regarding punctuality, facility comfort, staff
responsiveness, and passenger density. Therefore, service quality is a critical
factor in enhancing public transportation user satisfaction.

This study employs a quantitative approach using Structural Equation
Modeling (SEM) based on Partial Least Squares (PLS). Data were collected
through a questionnaire distributed to 96 respondents who are users of the Trans
Jatim Bus Corridor 1. Service quality variables were measured using the five
dimensions of SERVQUAL.: reliability, responsiveness, assurance, empathy, and
tangibles. Data analysis was conducted using SmartPLS 4.0 software through
outer model and inner model testing.

The results of the study indicate that the dimensions of assurance,
empathy, and tangibility have a positive and significant effect on user satisfaction,
whereas reliability and responsiveness do not have a significant effect.
Furthermore, the research model was found to have a good level of fit in
explaining the relationships among the variables. This study recommends
improving service quality, particularly regarding service accuracy, staff
responsiveness, facility comfort, and attention to user needs, to enhance public
satisfaction with the Trans Jatim Bus service.
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