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ABSTRAK 

 
Ferdinandus Adijaya Katur, 2024, Tingkat Kepuasan Pengguna Jasa 
Terhadap Pelayanan Angkutan Umum di Kota Ruteng (dibimbing oleh 
Ir.Thomas Aquino A.S.,S.T.,M.T dan Alfridus Gado, S.T., M.T), Skripsi, 
Program Studi Teknik Sipil, Fakutas Sains dan Teknologi, Univeritas Flores. 
 

 Sarana transportasi yang dipilih dalam pola pergerakan lalulintas di kota 
Ruteng adalah angkutan umum jenis mini bus, berupa bemo. Dalam pengguna 
jasa angkutan umum pihak pengguna jasa mengharapkan diperoleh tingkat 
pelayanan yang sebaik-baiknya, yaitu adanya tingat pelayanan dari angkutan 
umum cukup memadai baik waktu tempu, tata kerama, kesopanan, kebersihan, 
kenyamanan, keamanan, juga mempunyai beberapa kebutuhan dan keinginan 
antara lain, tepat waktu, kecepatan perjalanan dari cuaca yang lebih baik. 

Jenis penelitian yang digunakan adalah penelitian kuantitatif. Penelitian ini 
dilakukan dengan cara penyebaran kuesioner terhadap 120 responden, 
selanjutnya dilakukan pengujian instrumen dan analisis data dengan metode 
Customer Satisfaction Index (CSI) dan Importance Performance Analysis (IPA) 
untuk menggunakan program sowftare SPSS versi 24. 

Berdasarkan hasil perhitungan nilai tingkat kepuasan pengguna jasa 
terhadap pelayanan angkutan umum di kota Ruteng sebesar 64,63%, yang 
artinya responden cukup puas dengan layanan yang diberikan oleh peyedia jasa. 
Hasil analisis nilai kinerja dan kepentingan/harapan tiap indikatator dan variabel 
diperoleh nilai rata-rata jawab responden, dengan nilai rata-rata, perolehan nilai 
rata-rata jawaban responden dilakukan perbandingan sehingga diperoleh tingkat 
kesesuaian variabel kinerja dan kepentingan yang disesuaikan dengan kriteria 
penilaian yakni tingkat kesesuaian < 85 %, berarti kualitas pelayanan yang 
diberikan melebihi apa yang dianggap penting oleh pengguna jasa angkutan, 
maka pelayanan dianggap sangat puas, dapat dilihat pada pertanyaan 1 yaitu 
sebesar 90,45%, pertanyaan 2 sebesar 87,34% pertanyaan 10 sebesar 87,44% 
dan pertanyaan 11 sebesar 85,86% dari tingkat kesesuaian variabel dengan 
bantuan program SPSS versi 24, diperoleh titik diagram kartesius yang berada 
pada kategori kuadran I, II, III, dan IV. 

 
Kata kunci : Tingkat Kepuasan Pengguna Jasa, kinerja, kepentingan, 

Customer Satisfaction Index (CSI) dan Importance 
Performance Analysis (IPA) 
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ABCTRACK 

 
Ferdinandus Adijaya Katur, 2024, Level of Service User Satisfaction with 
Public Transport Services in Ruteng City (supervised by Ir.Thomas Aquino 
A.S., S.T.,M.T and Alfridus Gado, S.T., M.T), Thesis, Civil Engineering Study 
Program, Faculty of Science and Technology, Flores University. 
  

 The means of transportation chosen in the traffic movement pattern in 
Ruteng city is mini bus type public transportation, in the form of bemos. When 
using public transportation services, service users expect to obtain the best 
possible level of service, namely that the level of service from public 
transportation is adequate, including travel times, manners, politeness, 
cleanliness, comfort, security, and also has several needs and desires, including, 
among others, on time, travel speed from better weather. 

The type of research used is quantitative research. This research was 
carried out by distributing questionnaires to 120 respondents, then instrument 
testing and data analysis were carried out using the Customer Satisfaction Index 
(CSI) and Importance Performance Analysis (IPA) methods using the SPSS 
version 24 software program. 
Based on the calculation results, the level of satisfaction of service users with 
public transportation services in Ruteng city is 64.63%, which means that 
respondents are quite satisfied with the services provided by service providers. 
The results of the analysis of performance values and importance/expectations 
for each indicator and variable obtained the average value of respondents' 
answers. With the average value, the average value of respondents' answers 
was compared to obtain the level of suitability of the performance and importance 
variables which were adjusted to the assessment criteria, namely level. 
conformity < 85%, meaning the quality of service provided exceeds what is 
considered important by transport service users, then the service is considered 
very satisfied, can be seen in question 1 which is 90.45%, question 2 is 87.34%, 
question 10 is 87, 44% and question 11 was 85.86% of the variable suitability 
level. With the help of the SPSS version 24 program, the Cartesian diagram 
points were obtained in quadrant categories I, II, III and IV. 

  
 

Keywords: Service User Satisfaction Level, performance, interests, 
Customer Satisfaction Index (CSI) and Importance 
Performance Analysis (IPA) 
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