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INTISARI 

Peningkatan drastis kasus kecelakaan lalu lintas yang melibatkan pelajar di 
Kabupaten Ngawi, terutama akibat penggunaan sepeda motor, dengan 4.421 
kecelakaan antara tahun 2019-2023 yang didominasi sepeda motor dan 
mengakibatkan 565 korban meninggal dunia, telah menjadi masalah serius yang 
diperparah oleh rendahnya minat masyarakat terhadap angkutan umum dan 
banyaknya pelajar menggunakan sepeda motor tanpa SIM. Menanggapi kondisi 
ini, Dinas Perhubungan Kabupaten Ngawi berinisiatif menyediakan layanan 
angkutan bus sekolah gratis di dua trayek pinggiran (Ngawi–Kwadungan dan 
Ngawi–Pangkur) sesuai Peraturan Bupati Ngawi Nomor 57 Tahun 2019, sebagai 
upaya krusial untuk menekan angka kecelakaan dan meningkatkan keselamatan 
siswa. Penelitian ini bertujuan mengevaluasi kinerja operasional dan kualitas 
pelayanan bus sekolah gratis tersebut, menggunakan metode analisis kuantitatif 
untuk kinerja operasional dengan indikator load factor, evaluasi waktu tempuh, 
dan perhitungan ketersediaan armada, sementara untuk kualitas pelayanan 
digunakan metode survei berbasis kuesioner serta analisis Customer Satisfaction 
Index (CSI) dan Importance Performance Analysis (IPA). Hasil evaluasi 
menunjukkan adanya kendala operasional yang signifikan seperti kelebihan 
muatan (overload) mencapai load factor 111,11% hingga 166,67% pada jam sibuk 
di atas kapasitas ideal 18 penumpang, waktu tempuh yang tinggi, kurangnya 
kenyamanan fasilitas bus (misalnya pengatur suhu ruangan dan kasus pecah ban 
akibat overload), dan ketersediaan armada yang hanya 67%. Meskipun nilai CSI 
menunjukkan tingkat kepuasan "cukup puas" (60,93% untuk rute Ngawi–
Kwadungan dan 59,20% untuk rute Ngawi–Pangkur), analisis IPA menyoroti 
bahwa aspek penting seperti peralatan keselamatan, fasilitas kesehatan, dan 
informasi tanggap darurat masih berkinerja rendah dan memerlukan prioritas 
perbaikan. Berdasarkan temuan ini, penelitian merekomendasikan penambahan 
signifikan armada bus sekolah, yaitu 7 unit untuk rute Ngawi–Pangkur dan 6 unit 
untuk rute Ngawi–Kwadungan, guna mengakomodasi permintaan potensial, 
meningkatkan kenyamanan dan keselamatan pelajar, serta mengoptimalkan 
jadwal operasional. 

Kata Kunci: Evaluasi Kinerja Operasional, Pelayanan Angkutan Sekolah,  Bus 

Sekolah Gratis, Customer Satisfaction Index (CSI), Importance Performance 

Analysis (IPA) 
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ABSTRACT 

The drastic increase in traffic accidents involving students in Ngawi 

Regency, particularly due to motorcycle use, with 4,421 accidents between 

2019 and 2023 dominated by motorcycles and resulting in 565 fatalities, has 

become a serious issue exacerbated by low public interest in public 

transportation and the high number of students using motorcycles without a 

driver's license. In response to this situation, the Ngawi Regency 

Transportation Department has initiated a free school bus service on two 

suburban routes (Ngawi–Kwadungan and Ngawi–Pangkur) in accordance with 

Ngawi Regent Regulation No. 57 of 2019, as a crucial effort to reduce accident 

rates and enhance student safety. This study aims to evaluate the operational 

performance and service quality of the free school bus service, using 

quantitative analysis methods for operational performance with indicators 

such as load factor, travel time evaluation, and fleet availability calculations, 

while for service quality, a questionnaire-based survey method and analysis of 

the Customer Satisfaction Index (CSI) and Importance Performance Analysis 

(IPA) were used. The evaluation results revealed significant operational 

challenges, such as overloading, with a load factor of of 111.11% to 166.67% 

during peak hours above the ideal capacity of 18 passengers, high travel 

times, lack of comfort in bus facilities (e.g., temperature control and tire bursts 

due to overload), and fleet availability of only 67%. Although the CSI value 

indicates a “fairly satisfied” level of satisfaction (60.93% for the Ngawi–

Kwadungan route and 59.20% for the Ngawi–Pangkur route), the IPA analysis 

highlights that important aspects such as safety equipment, health facilities, 

and emergency response information still perform poorly and require priority 

improvement. Based on these findings, the study recommends a significant 

increase in the school bus fleet, namely 7 units for the Ngawi–Pangkur route 

and 6 units for the Ngawi–Kwadungan route, to accommodate potential 

demand, enhance student comfort and safety, and optimize operational 

schedules. 

Keywords: Operational Performance Evaluation, School Transportation 

Services, Free School Buses, Customer Satisfaction Index (CSI), Importance 

Performance Analysis (IPA)


