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ABSTRAK
CV.PO. Sampagul merupakan salah satu bus AKAP tertua di Sumatra utara.

PO. Sampagul memiliki cabang diberbagai daerah, salah satunya dikota
Pekanbaru. PO. Sampagul cabang Pekanbaru beroperasi dengan trayek tujuan
Pekanbaru-Padangsidimpuan dengan keadaannya sudah berkarat, kotor,kursi
rusak dan tidak memiliki seat belt .

Metode yang digunakan dalam penelitian yaitu Importance Performance
Analysis (IPA) untuk menentukan atribut apa sajakah yang perlu diperbaiki dari
tingkat kepentingan dan kepuasan. Metode Fuzzy-Servgua untuk menganalisis
nilai kesenjangan kepentingan dan kepuasan penumpang.Penilaian kepuasan dan
kepentingan dilakukan menggunakan analisis IPA (Importance Perfomance
Analysis) dan mempunyai 26 atribut, Kuadran 1 terdapat 4 pernyataan yang
menjadi prioritas yang harsus diperbaiki, Kuadran II terdapat 5 pernyataan yang
harus dipertahankan, Kuadran III terdapat 7 pernyataan kinerja rendah. Kuadran
IV terdapat 10 pernyataan kurang penting. Hasil pengolahan data, diperoleh
bahwa nilai fuzzy-servqual per kriteria secara keseluruhan memiliki nilai negatif
sehingga perlu melakukan perbaikan disemua kriteria, menunjukkan bahwa

harapan pelanggan belum sesuai dengan persepsi pelayanan yang mereka terima.

Kata Kunci : CV. PO. Sampagul, Importance Perfomance Analysis (IPA), dan

Fuzzy-Servqual.
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ABSTRACT
CV.PO. Sampagul is one of the oldest AKAP buses in North Sumatra. PO.

Sampagul has branches in various regions, one of which is in the city of Pekanbaru.
PO. The Pekanbaru branch of Sampagul operates on the route to Pekanbaru-
Padangsidimpuan, with the condition being rusty and dirty. The seats are damaged
and do not have seat belts.

The method used in this research is Importance Performance Analysis (IPA)
to determine what attributes need to be improved from the level of importance
and satisfaction. The Fuzzy-Servqual method to analyze the value of the gap
between interest and passenger satisfaction The assessment of satisfaction and
Importance is carried out using IPA (Importance Performance Analysis) analysis
and has 26 attributes. In Quadrant 1, there are 4 priority statements that must be
improved. In Quadrant II, there are 5 statements that must be maintained. In
Quadrant 111, there are 7 low performance statements. Quadrant 1V contains 10
statements that are less important, The results of data processing show that the
fuzzy-servqual value per criterion as a whole has a negative value, so it is
necessary to make improvements in all criteria, indicating that customer

expectations are not in accordance with the perception of the service they receive.

Keywords: CV. PO. Sampagul, IPA (Importance Performance Analysis), and
Fuzzy-Servqual.
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