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INTISARI

Banyaknya kecelakaan di jalan Tol Cipali. Rata — rata kecelakaan terjadi 3 hingga
4 kasus setiap hari. Kecelakaan didominasi oleh karena faktor manusia, yaitu
mengantuk dan kurang antisipasi. Masalah tersebut dapat diatasi pada rest area.
Penelitian ini bertujuan mengetahui tingkat pelayanan fasilitas rest area,
mengidentifikasi kebutuhan pengguna jalan pada rest area di ruas Jalan Tol
Cipali, dan mengetahui pemenuhan kebutuhan pengguna jalan tol oleh rest area.

Penelitian ini menggunakan metode kuantitatif. Instrumen penelitian
menggunakan 2 (dua) kuisioner yaitu kuisioner tingkat pelayanan fasilitas rest
area dan kuisioner kebutuhan pengguna jalan di rest area. Teknik analisis data
menggunakan Customer Satisfication Index (CSI) dan Skala Likert. Uji validitas
dan reliabilitas angket dalam penelitian ini menggunakan Statistical Product and
Service Solutions (SPSS).

Setelah melalui pengolahan data didapatkan hasil bahwa tingkat pelayanan
fasilitas rest area tergolong Puas, karena nilai CSI 78,26 berada pada rentang
0,66 — 0,81 dengan kriteria Puas. Selain 11 (sebelas) kebutuhan dasar sesuai
regulasi, ada 6 (enam) kebutuhan pengguna jalan tol pada rest area yang dinilai
penting (32,1%) hingga sangat penting (52,5%) referensi dari Michi-No Eki. Ada
beberapa kebutuhan yang dinilai penting hingga sangat penting oleh pengguna
rest area, tetapi kebutuhan tersebut belum terdapat fasilitasnya pada rest area.

Key words: Cipali Toll Road; rest area; service level; needs; fulfillment.
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ABSTRACT

The number of accidents on the Cipali Toll road. Accidents occur in 3 to 4 cases
per day. Accidents are dominated by human factors, namely drowsiness and lost
of situation awareness. This problem can be solved in the rest area. This study
aims to determine the service level of rest area facilities, identify the needs of
road users in the rest area on the Cipali Toll Road, and determine the fulfillment
of toll road users' needs by the rest area.

This research uses quantitative methods. The research instrument used 2 (two)
qguestionnaires, namely a service level questionnaire for rest area facilities and a
questionnaire on the needs of road users in the rest area. Data analysis
techniques used the Customer Satisfication Index (CSI) and a Likert Scale. Test
the validity and reliability of the questionnaire in this study using Statistical
Product and Service Solutions (SPSS).

After going through data processing, the results show that the service level of
the rest area facilities is classified as satisfied, because the CSI value is 78.26 in
the range 0.66 - 0.81 with the criteria of Satisfaction. Apart from 11 (eleven)
basic needs according to regulations, there are 6 (six) needs of toll road users in
rest areas that are considered important (32.1%) to very important (52.5%), a
reference from Michi-No Eki. There are several needs that are considered
important to very important by rest area users, but these needs are not yet
available in the rest area.

Keywords: Cipali Toll Road; rest area; service level; needs; fulfillment
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