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INTISARI 

Persaingan dalam bisnis jasa transportasi saat ini semakin pesat dan bertambah 

maju. Banyak perusahaan dalam bidang sejenis saling bermunculan sehingga 

membuat persaingan dalam mendapatkan dan mempertahankan pelanggan 

semakin ketat. Agar dapat bertahan dalam lingkaran persaingan, perusahaan harus 

memiliki kemampuan memberikan kualitas pelayanan yang terbaik guna 

meningkatkan kepuasan pelanggan. Penelitian ini bertujuan untuk menguji 

pengaruh kualitas pelayanan jasa transportasi terhadap kepuasan penumpang. 

Populasi penelitian ini adalah semua penumpang atau pengguna jasa bus armada 

UMY. Sampel dalam penelitian ini berjumlah 70 orang. Instrument pengumpulan 

data menggunakan kuesioner yang dinilai dengan skala Likert yang masing-

masing sudah diuji cobakan dan telah memenuhi syarat validitas dan reliabilitas. 

Analisis data menggunakan regresi linier berganda, pengujian hipotesis, dan 

perhitungan Servqual untuk mengetahui nilai GAP dan kemudian Importance-

Performance Analysis (IPA) untuk mengetahui 2 atribut yang harus di perhatikan 

dalam diagram kartesius. Hasil analisis linier berganda menunjukkan bahwa 

kualitas pelayanan yang terdiri dari lima variabel yaitu: reliability, 

responsiveness, assurance, emphaty, dan tangibles berpengaruh positif dan 

signifikan terhadap kepuasan penumpang. Sedangkan hasil analisis menggunakan 

metode importance performance analysis (IPA) menunjukkan bahwa lima 

variabel yang digunakan masih belum sesuai dengan harapan penumpang dan 

masih diperlukannya peningkatan kualitas layanan agar dapat meningkatkan 

kepuasan penumpang. 

 

Kata Kunci: Reliability, Responsiveness, Assurance, Emphaty, Tangibles 
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ABSTRACT 

 

Competition in the transportation services business is currently growing rapidly 

and advancing. Many companies in similar fields have sprung up so as to make 

competition in getting and keeping customers increasingly tight. In order to 

survive in the circle of competition, companies must have the ability to provide the 

best quality of service in order to increase customer satisfaction. This study aims 

to examine the effect of transportation service quality on passenger satisfaction. 

The study population was all passengers or users of the UMY fleet bus services. 

The sample in this study amounted to 70 people. Data collection instruments 

using a questionnaire that was assessed with a Likert scale, each of which has 

been tested and has met the requirements of validity and reliability. Data analysis 

uses multiple linear regression, hypothesis testing, and Servqual calculations to 

determine the value of GAP and then Importance-Performance Analysis (IPA) to 

find the 2 attributes that must be considered in the Cartesian diagram. The results 

of multiple linear analyzes show that service quality consisting of five variables: 

reliability, responsiveness, assurance, empathy, and tangibles have a positive and 

significant effect on passenger satisfaction. While the results of the analysis using 

the importance performance analysis (IPA) method show that the five variables 

used are still not in line with the expectations of passengers and need for 

improvement in service quality in order to increase passenger satisfaction. 

Keywords: Reliability, Responsiveness, Assurance, Empathy, Tangibles 
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