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INTISARI 

Angkutan umum di Indonesia memiliki berbagai macam permasalahan 

seperti kurangnya kualitas pelayanan bagi pengguna menyebabkan masyarakat 

lebih memilih untuk menggunakan kendaraan pribadi. Trans Metro Bandung 

merupakan salah satu angkutan umum bus dalam kota yang diresmikan dengan 

tujuan agar masyarakat mau beralih menggunakan angkutan umum untuk 

mengurangi kemacetan di kota Bandung. Terjadinya pandemic Covid -19 

mengakibatkan penurunan penumpang dan kurangnya kualitas pelayanan kepada 

pengguna sehingga perlu dilakukan penelitian terkait kualitas pelayanan Trans 

Metro Bandung. 

 Penelitian menggunakan metode IPA (Importance Performance Analysis) 

dengan teknik sampling purposive sampling. Perhitungan sampel menggunakan 

metode slovin dan didapatkan 100 responden. Hasil analisis data dipeoleh dengan 

cara membagikan kuisioner kepada 100 responden pengguna Trans Metro 

Bandung Koridor 3. 

Hasil Analisis Kinerja operasional dibandingkan dengan standar literatur 

didapatkan load factor (Weekend dan Weekday), waktu tempuh (weekday), 

kecepatan perjalanan (weekend dan weekday) dikategorikan baik. Waktu tempuh 

(Weekend) dikategorikan sedang. Waktu Antara (Weekend dan Weekday), 

frekuensi (Weekend dan Weekday) dikategorikan kurang. Penilaian kinerja dan 

harapan menggunakan analisis IPA (Importance Perfomance Analysis). Kuadran I 

terdapat 11 pernyataan prioritas utama untuk dilakukan perbaikan. Aspek kualitas 

pelayanan yang mendominasi adalah kenyamanan dan keteraturan. Untuk aspek 

penerapan protokol kesehatan yang mendominasi berasal dari penyedia layanan. 

Kuadran II terdapat 9 pernyataan yang harus dipertahankan. Aspek kualitas 

pelayanan yang mendominasi adalah keselamatan. Untuk aspek penerapan 

protokol kesehatan yang mendominasi berasal dari penumpang bus Trans Metro 

Bandung. Kuadran III terdapat 5 pernyataan, dengan aspek kualitas pelayanan 

yang mendominasi adalah keteraturan dan kenyamanan. Kuadran IV tidak ada 

pernyataan didalamnya. 

Kata Kunci: IPA (Importance Performance Analysis), Trans Metro Bandung, 

Kualitas Pelayanan  
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ABSTRACT 

Public transportation in Indonesia has various kinds of problems, such as 

the lack of quality of service for users, which causes people to prefer to use private 

vehicles. Trans Metro Bandung is one of the public transportation buses in the city 

that was inaugurated with the aim of people wanting to switch to using public 

transportation to reduce congestion in the city of Bandung. The occurrence of 

COVID-19 resulted in a decrease in passengers and a lack of service quality for 

users, so it is necessary to conduct research related to the quality of Trans Metro 

Bandung services. 

The study used the IPA (Importance Performance Analysis) with a 

purposive sampling technique. Calculation of the sample using the slovin method 

yielded 100 respondents. The results of the data analysis were obtained by 

distributing questionnaires to 100 respondents using Trans Metro Bandung 

Corridor 3. 

The results of the Operational Performance Analysis compared to the 

standard literature obtained load factor (Weekend and Weekday), travel time 

(weekday), and travel speed (weekend and weekday) are categorized as good. 

Travel time (weekend) is categorized as moderate. The frequency (weekend and 

weekday) is classified as low. Assessment of performance and expectations using 

IPA (Importance Performance Analysis) analysis. Quadrant I contains 11 main 

priority statements for improvement. The aspects of service quality that dominate 

are comfort and regularity. For the aspect of implementing health protocols, the 

dominant source comes from service providers. Quadrant II contains nine 

statements that must be maintained. The aspect of service quality that dominates 

is safety. For the aspect of implementing health protocols, the dominating part 

comes from passengers on the Trans Metro Bandung bus. Quadrant III contains 5 

statements, with aspects of service quality that dominate being regularity and 

convenience. Quadrant IV has no statement in it. 

Keywords: IPA (Importance Performance Analysis), Trans Metro Bandung, 

Service Quality 


