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ABSTRAK 

Buruknya pengoperasian pelayanan perusahaan otobus mengakibatkan kurang 

terjaminnya keselamatan pengguna jasa saat perjalanan. Tujuan penelitian ini 

adalah untuk menganalisis kinerja pelayanan dan tingkat kepuasan pengguna 

bus Raya trayek Jakarta-Solo, menganalisis kinerja pengoperasian, serta 

memberikan rekomendasi untuk meningkatkan kualitas pelayanan bus Raya 

trayek Jakarta-Solo berdasarkan hasil analisis kinerja pelayanan. Penelitian ini 

dilakukan dengan cara menyebarkan kuesioner dengan sampel responden 

sebanyak 253 responden dan dilakukan perhitungan dengan metode Customer 

Satisfaction Index (CSI). Metode Customer Satisfaction Index (CSI) bertujuan 

untuk mengetahui tingkat kepuasan pelanggan secara menyeluruh. Dari hasil 

perhitungan menggunakan metode Customer Satisfaction Index (CSI) 

mendapatkan persentase sebesar 86,67% dimana berdasarkan kriteria penilaian 

CSI dari rentang 70,01% - 90% mendapatkan predikat satisfied atau puas. 

Rekomendasi yang dapat diberikan untuk meningkatkan kualitas pelayanan bus 

Raya berdasarkan hasil analisis kinerja pelayanan yaitu membuat buku panduan 

penumpang, penempelan stiker pada petunjuk fasilitas tanggap darurat dan 

menyediakan kotak P3K, membuat prosedur apabila ada penumpang yang 

tertinggal bus, melakukan sosialisasi fasilitas tanggap darurat serta melakukan 

survei kepuasan penumpang secara berkala. 

 

Kata Kunci: Bus Raya, Kinerja Pelayanan, Kinerja Operasional, Customer 

Satisfaction Index (CSI), Rekomendasi pelayanan berkeselamatan 
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ABSTRACT 

The inadequate operation of bus services leads to a compromised safety of 

service users during their journeys. This research aims to analyze the service 

performance and satisfaction level of Jakarta-Solo route passengers of Raya 

buses, evaluate the operational performance, and provide recommendations to 

enhance the service quality of Raya buses based on the analysis of service 

performance. This study employed a questionnaire distributed to a sample of 253 

respondents, and the Customer Satisfaction Index (CSI) method was utilized for 

calculations. The CSI method aims to determine the overall customer satisfaction 

level. The calculation results using the CSI method yielded a percentage of 

86.67%, which falls within the satisfied category based on the CSI evaluation 

criteria of the 70.01% - 90% range. Recommendations to improve the service 

quality of Raya buses based on the analysis of service performance include 

creating a passenger guidebook, placing stickers on emergency facility 

instructions and providing first aid kits, establishing procedures for handling 

passengers who miss their bus, conducting regular socialization of emergency 

facilities, and performing periodic passenger satisfaction surveys. 

 

Keywords: Raya Bus, Service Performance, Operational Performance, Customer 

Satisfaction Index (CSI), Safety Service Recommendations 


