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ABSTRAK  

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan Angkutan Kota 

Dalam Provinsi (AKDP) trayek Solo-Semarang menggunakan metode Customer 

Satisfaction Index (CSI). Terminal Tirtonadi sebagai lokasi penelitian dipilih karena 

menjadi pusat transportasi utama yang menghubungkan kedua kota. Metode 

penelitian yang digunakan adalah deskriptif kuantitatif dengan pengumpulan data 

melalui kuesioner terhadap 100 responden yang dipilih menggunakan teknik 

Slovin. Data dianalisis dengan metode CSI untuk mengukur tingkat kepuasan 

penumpang berdasarkan indikator Standar Pelayanan Minimal (SPM) No. 29 Tahun 

2015, meliputi keamanan, keselamatan, kenyamanan, keterjangkauan, 

kesetaraan, dan keteraturan. Hasil penelitian menunjukkan nilai CSI sebesar 

76,24%, yang mengindikasikan bahwa penumpang berada dalam 

kategori "Puas" terhadap pelayanan AKDP trayek Solo-Semarang. Aspek 

keamanan dan keselamatan memperoleh skor tertinggi (masing-masing 4,19 dan 

4,12), sedangkan keteraturan ,Kenyamanan dan keterjangkauan mencatat skor 

terendah (2,80 , 3,21 dan 3,34). Rekomendasi perbaikan difokuskan pada 

peningkatan keteraturan jadwal, Kebersihan ruang tunggu, Fasilitas perbaikan Ac, 

kenyamanan fasilitas bus, dan keterjangkauan tarif, termasuk implementasi sistem 

penjadwalan berbasis teknologi, revitalisasi armada, serta evaluasi struktur tarif. 

Penelitian ini diharapkan dapat menjadi acuan bagi pengelola terminal dan 

operator bus dalam meningkatkan kualitas pelayanan angkutan umum. 

Kata Kunci: Kualitas Pelayanan, AKDP, Customer Satisfaction Index (CSI), 

Terminal Tirtonadi, Solo-Semarang. 
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ABSTRACT 

This study aims to analyze the quality of the service of the Intra-Provincial City 

Transportation (AKDP) on the Solo-Semarang route using the Customer 

Satisfaction Index (CSI) method. Tirtonadi Terminal was chosen as the research 

location because it is the main transportation hub connecting the two cities. The 

research method used is descriptive quantitative with data collection through 

questionnaires of 100 respondents selected using the Slovin technique. Data were 

analyzed using the CSI method to measure the level of passenger satisfaction 

based on the Minimum Service Standards (SPM) indicators No. 29 of 2015, 

including security, safety, comfort, affordability, equality, and regularity. The 

results showed a CSI value of 76.24%, indicating that passengers are in the 

"Satisfied" category with the AKDP service on the Solo-Semarang route. The 

security and safety aspects obtained the highest scores (4.19 and 4.12 

respectively), while regularity, comfort and affordability recorded the lowest scores 

(2.80, 3.21 and 3.34). Recommendations for improvement are focused on 

improving the regularity of the schedule, Cleanliness of the waiting room, Air 

conditioning repair facilities, comfort of bus facilities, and affordability of fares, 

including the implementation of a technology-based scheduling system, fleet 

revitalization, and evaluation of the fare structure. This study is expected to be a 

reference for terminal managers and bus operators in improving the quality of 

public transportation services. 

Keywords: Service Quality, AKDP, Customer Satisfaction Index (CSI), Tirtonadi 

Terminal, Solo-Semarang. 

 

 

 

 

 

 

 

 


