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INTISARI

Kota Tangerang sebagai bagian dari wilayah metropolitan Jabodetabek
menghadapi permasalahan kemacetan dan polusi udara akibat tingginya
penggunaan kendaraan pribadi. Sebagai solusi, Pemerintah Kota Tangerang
meluncurkan angkutan umum SiBenteng berbasis skema Buy The Service
(BTS) yang dikelola oleh PT Tangerang Nusantara Global. Rute AP.1D
(Terminal Cimone-Soleh Ali) merupakan rute dengan volume penumpang
tertinggi, mencapai 79.203 penumpang atau berkontribusi 32,7% dari total
ridership sistem SiBenteng. Penelitian ini bertujuan menganalisis kinerja
operasional dan pelayanan angkutan umum SiBenteng rute AP.1D serta
merumuskan rekomendasi peningkatannya. Evaluasi kinerja operasional
mengacu pada SK Dirjen Perhubungan Darat Nomor 687 Tahun 2002 dengan
parameter load factor, kecepatan perjalanan, waktu tunggu, waktu antara
(headway), dan ketersediaan kendaraan. Kinerja pelayanan dianalisis
menggunakan metode Customer Satisfaction Index (CSI) dan Importance
Performance Analysis (IPA) berdasarkan Peraturan Menteri Perhubungan
Nomor PM 29 Tahun 2015 terhadap 99 responden. Hasil penelitian
menunjukkan bahwa kinerja operasional secara umum belum memenuhi
standar; load factor harian seluruhnya berada di bawah ambang batas 70%
dengan nilai tertinggi hanya 57,1% pada sesi pagi hari kerja, kecepatan
perjalanan terhambat berkisar 11,4-17,6 km/jam, dan waktu tunggu
penumpang melebihi 5 menit. Ketersediaan kendaraan relatif baik sebesar
90%, sementara headway sebagian besar memenuhi standar kecuali pada sesi
sore hari libur yang mencapai 15,39 menit. Dari sisi pelayanan, nilai CSI
sebesar 53,51% menempatkan tingkat kepuasan pengguna dalam kategori
"Cukup Puas". Analisis IPA mengidentifikasi lima atribut prioritas perbaikan
(Kuadran 1), yaitu ketersediaan fasilitas kesehatan, kesesuaian kapasitas
angkut, kelengkapan fasilitas keselamatan darurat, aksesibilitas halte, dan
ketepatan waktu. Rekomendasi peningkatan mencakup rekayasa operasional
dan penjadwalan, peningkatan kapasitas dan manajemen halte, serta

pemenuhan fasilitas keselamatan dan kesehatan armada.

Kata Kunci: Angkutan umum, kinerja, operasional, pelayanan,

Customer Satisfaction Index, Importance Performance Analysis.
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ABSTRACT

Tangerang City, as part of the Greater Jakarta Metropolitan Area
(Jabodetabek), faces serious problems of traffic congestion and air pollution
driven by the high use of private vehicles. In response, the Tangerang City
Government launched the SiBenteng public transport service under a Buy The
Service (BTS) scheme, managed by PT Tangerang Nusantara Global. Route
AP. 1D (CGimone-Soleh Ali Terminal) is the highest-ridership corridor, recording
79,203 annual passengers and accounting for 32.7% of total SiBenteng
system ridership. This study aims to analyze the operational performance and
service quality of SiBenteng on route AP.1D and to formulate improvement
recommendations. Operational performance was evaluated based on the
Directorate General of Land Transportation Decree No. 687 of 2002, covering
parameters of load factor, travel speed, waiting time, headway, and vehicle
availability. Service performance was assessed using the Customer
Satisfaction Index (CSI) and Importance Performance Analysis (IPA) methods
in accordance with Ministerial Regulation PM 29 of 2015, with a sample of 99
respondents. The results show that overall operational performance did not
meet the required standards: load factor in all observation sessions fell below
the 70% threshold, with a peak of only 57.1% during morning weekday
sessions; travel speed was constrained to between 11.4 and 17.6 km/h; and
passenger waiting times exceeded the 5-minute standard. Vehicle availability
was relatively adequate at 90%, and headway mostly met the standard except
during weekend afternoon sessions which reached 15.39 minutes. In terms of
service quality, a CSI value of 53.51% placed user satisfaction in the "Fairly
Satisfied" category. IPA analysis identified five priority attributes for
improvement (Quadrant I): availability of health facilities on board, conformity
of passenger load to vehicle capacity, completeness of emergency safety
equipment, accessibility of bus stops, and schedule adherence.
Recommendations include operational engineering and scheduling
improvements, capacity enhancement and bus stop management, and
fulfillment of fleet safety and health facility standards.

Keywords: Public transport, performance, operations, service,

Customer Satisfaction Index, Importance-Performance Analysis.
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