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ABSTRAKSI 

 Judul :  ANALISIS KUALITAS PELAYANAN TERHADAP 

KEPUASAN PENUMPANG  KERETA API MENOREH PADA 

PT KERETA API (PERSERO) DAOP IV SEMARANG  

Nama : Desi Yunita 

NIM : 14020314060001 

 Perkembangan industri jasa transportasi saat ini memegang peranan 

penting dan berkembang pesat dalam hal distribusi barang maupun jasa yang 

ditujukan pada konsumen di suatu daerah. Jasa transportasi yang diberikan oleh 

perusahaan mempunyai keunggulan yang ditawarkan kepada konsumen, 

permintaan masyarakat Indonesia atas keberadaan penyedia jasa transportasi 

cukup besar dan hal tersebut memberikan dampak besar bagi perusahaan yang 

bergerak pada bidang transportasi. Dan kondisi persaingan transportasi saat ini 

dapat dilihat melalui aspek pelayanan yang diberikan oleh perusahaan. 

 Masalah dalam penelitian ini adalah penurunan jumlah penumpang 

Kereta Api Menoreh Kelas Ekonomi AC tujuan Semarang-Jakarta. Tujuan 

penelitian ini adalah mengetahui tingkat kesesuaian antara harapan dan kinerja 

pelaksanaan pelayanan yang meliputi: dimensi keandalan, daya tanggap, jaminan, 

empati, bukti langsung, serta untuk mengetahui tingkat kepuasan yang dirasakan 

penumpang Kereta Api Menoreh Ekonomi/AC tujuan Semarang-Jakarta. Tipe 

penelitian ini adalah deskriptif kuantitatif dengan pengumpulan data melalui 

kuesioner dan wawancara. Metode penentuan sampel menggunakan Purposive 

Sampling, Accidental Sampling dan jumlah responden ditentukan menggunakan 

teori Cooper & Emory dengan jumlah sampel sebesar 100 responden. Alat analisis 

dengan menggunakan Importance and Performance Analisis dan Cartesius 

Diagram.  

 Hasil perhitungan antara kinerja perusahaan dengan tingkat kepentingan 

konsumen, maka akan diperoleh suatu tingkatan kesesuaian dan kepuasan dari 

lima dimensi, untuk tingkat kesesuaian diperoleh sekor sebesar 86,71% yang 

artinya kinerja petugas/pramugari kereta dinilai cukup sesuai oleh penumpang dan 

tingkat kepuasan sebesar 3,90 yang artinya penumpang merasa cukup puas dengan 

kinerja petugas/pramugari Kereta Api Menoreh Ekonomi/AC tujuan Semarang-

Jakarta. 

 Disimpulkan bahwa semakin baik kualitas kinerja yang dilakukan 

perusahaan jasa, maka akan semakin tinggi tingkat kepuasan yang dirasakan 

konsumen pembeli jasa transportasi kereta api. Disarankan sebaiknya pihak 

manajemen Kereta Api Menoreh tujuan Semarang-jakarta meningkatkan daya 

tanggap, empati, dan bukti langsung dari petugas/pramugari terhadap keluhan 

penumpang, kebutuhan penumpang, dan mengatasi permasalahan yang timbul 

selama perjalanan. Kata Kunci : kualitas pelayanan, kepuasan penumpang, kereta 

api 
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ABSTRAKSI 

Judul : Analysis of Service quality influence towards Customer 

satisfaction of Menoreh railway Passenger of PT Kereta Api 

(Persero) DAOP (Operational Area) IV Semarang 

Nama : Desi Yunita 

NIM : 14020314060001 

 Nowadays, the development of the transportation service industry has 

been rapidly growing and has an important role in the distribution of goods and 

services for the transportation customer in certain regions. Transportation services 

are, of course, having a lot of benefits offered to the customers. Indonesian 

demand for the transportation service providers is large enough and it gives a big 

impact for companies engaged in the field of transportation. The current condition 

of transportation services competition can be seen through the services aspect that 

given by the company to the customer.  

 The problem of this study is the decreasing number of Economy / AC 

class passenger in Menoreh railway, for Semarang-Jakarta destination from year 

to year. The purpose of this research is to examine the conformity level of the 

expectation and the service performance implementation, which include: the 

dimension of reliability, responsiveness, assurance, empathy, direct evidence, and 

to examine the satisfaction level of Economic/ AC class passenger in Menoreh 

Railway for Semarang-Jakarta destination. This type of research is Quantitative 

Descriptive method by using questionnaires and interviews in collecting data. In 

this research the writer used 100 of respondents as the samples. The number of 

these samples were determined using Purposive Sampling, Accidental Sampling 

as the sampling method, and using Cooper & Emory theory in order to determine 

the number of respondents. The writer used Importance and Performance 

Analysis and Cartesius Diagram in analyzing. 

 It would be found a conformity level and satisfaction level from the 5 

dimension towards the calculation result of the company performance to the level 

of consumer interest It was found 86,71% for the conformity level, which means 

the officer/stewardess performance was enough for the passenger. It was also 

found 3,90 for the satisfaction level, means that the officer / stewardess 

performance was quite satisfied for the passenger of economy/AC class in 

Menoreh railway for Semarang-Jakarta destination. 

 It was concluded that the better performance of service quality, the 

higher level of satisfaction perceived by the railway customer would be. It is 

recommended for the management of Menoreh Railway for Semarang-Jakarta to 

improve the responsiveness, empathy, and direct evidence of the officers / 

stewardess toward the passenger complaints, passenger needs, and the 

officers/stewardess are also hoped to overcome the problems that arising during 

the trip. Keywords: service quality, customer satisfaction, railway 
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