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INTISARI 

Penelitian ini mengevaluasi kinerja operasional dan kualitas layanan angkutan feeder 

F1 Trans Semarang bessrdasarkan parameter SK Dirjen Hubdat No. 687 Tahun 2002 

dan Peraturan Wali Kota Semarang No. 45 Tahun 2021. Metode Fuzzy Servqual 

digunakan untuk menganalisis kesenjangan antara harapan dan persepsi pengguna 

pada lima dimensi: bukti fisik, keandalan, daya tanggap, jaminan, dan empati. Data 

dikumpulkan melalui survei statis, dinamis, dan kuesioner terhadap 100 penumpang. 

Indikator kinerja operasional seperti load factor, kecepatan perjalanan, frekuensi, dan 

headway diukur terhadap standar yang berlaku. Hasil menunjukkan bahwa meskipun 

sebagian besar indikator operasional (misalnya headway, frekuensi) memenuhi 

standar, load factor (44–45%) jauh di bawah batas minimal 70%. Analisis kualitas 

layanan mengidentifikasi kesenjangan signifikan, terutama dalam aksesibilitas bagi 

kelompok rentan dan fasilitas onboard (misalnya AC), dengan GAP tinggi antara 

harapan pengguna dan layanan aktual. Temuan ini menjadi dasar rekomendasi bagi 

Trans Semarang untuk meningkatkan efisiensi operasional dan kepuasan penumpang, 

mendukung tujuan transportasi publik kota. 

Kata Kunci: Kinerja Operasional; Kualitas Layanan; Fuzzy Servqual; Trans Semarang 
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INTISARI 

This study evaluates the operational performance and service quality of Trans 

Semarang's F1 feeder route based on the parameters outlined in the Director General 

of Land Transportation Decree (SK Dirjen Hubdat No. 687 Tahun 2002) and Semarang 

City Regulation No. 45 of 2021. The Fuzzy SERVQUAL method was employed to 

analyze the gap between user expectations and perceptions across five dimensions: 

tangible, reliability, responsiveness, assurance, and empathy. Data were collected 

through static and dynamic surveys, as well as questionnaires distributed to 100 

passengers. Operational performance indicators such as load factor, travel speed, 

frequency, and headway were assessed against established standards. The results 

revealed that while most operational metrics (e.g., headway, service frequency) met 

the standards, the load factor (44–45%) fell significantly below the 70% threshold. 

Service quality analysis identified critical gaps, particularly in accessibility for vulnerable 

groups and onboard facilities (e.g., air conditioning), with a notable disparity between 

user expectations and actual service delivery. The findings provide actionable insights 

for Trans Semarang to enhance both operational efficiency and passenger satisfaction, 

ultimately supporting the city's public transportation goals. 

 

Keywords: Operational Performance; Service Quality; Fuzzy Servqual; Trans 

Semarang 

 

 

 
  


