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INTISARI

Suroboyo Bus sebagai layanan Bus Rapid Transit (BRT) milik Pemerintah
Kota Surabaya telah beroperasi dan berkembang menjadi dua koridor utama,
yaitu Koridor R1 dan Koridor R4. Pertumbuhan penumpang sebesar 15%
pertahun ini menghadapi permasalahan berupa ketidakseimbangan antara
pendapatan tarif dan biaya operasional, serta persepsi kualitas pelayanan yang
belum merata di seluruh dimensi. Penelitan menggunakan pendekatan
kuantitatif deskriptif yaitu Cost Recovery Ratio (CRR) untuk mengukur efisiensi
finansial dan SERVQUAL melalui Service Quality Index (SQI) untuk mengukur
persepsi kualitas pelayanan berdasarkan lima dimensi T7angibles, Reliability,
Responsiveness, Assurance, dan Empathy. Hasil analisis menunjukkan bahwa
nilai Cost Recovery Ratio (CRR) koridor R1 selama periode 2021-2025 berkisar
antara 7,80% (2021) hingga 51,65% (2025) dengan rata-rata 31,00% dan
Koridor R4 pada tahun 2025 berada pada 27,5%. Dari aspek kualitas pelayanan,
hasil SERVQUAL menghasilkan nilai Service Quality Index SQI sebesar 80,52%
(kategori Baik), dengan dimensi Tangibles dan Assurance memperoleh nilai
terendah, sedangkan dimensi Empathy dan Responsiveness memperoleh nilai
tertinggi.Penelitian ini merekomendasikan strategi untuk meningkatkan
keberlanjutan Suroboyo Bus melalui dua pendekatan. Dari sisi finansial yaitu
pendapatan non-tarif seperti iklan armada, sponsorship halte, pemanfaatan
carbon credit, operasi bus listrik, dan kemitraan korporasi berbasis ESG. Dari sisi
kualitas pelayanan penerapan sistem informasi penumpang real-time,
peningkatan fasilitas halte, dan penambahan frekuensi perjalanan pada jam
sibuk. Hasil penelitian ini diharapkan menjadi referensi kebijakan bagi
Pemerintah Kota Surabaya dalam merumuskan kebijakan subsidi yang
berkelanjutan, selaras dengan target RPJMN 2025-2029 dan program Buy the
Service (BTS) Kementerian Perhubungan Republik Indonesia.

Kata Kunci: Cost Recovery Ratio, Kualitas Pelayanan, SERVQUAL,
Service Quality Index, Suroboyo Bus, Keberlanjutan Layanan Publik.



ABSTRAK

Suroboyo Bus as a Bus Rapid Transit (BRT) service owned by the Surabaya
City Government has operated and developed into two main corridors, namely
the R1 Corridor and the R4 Corridor. With passenger growth of 15% per year
with a total of 1.98 million passengers, this service faces problems in the form of
an imbalance between fare revenue and operational costs, as well as an uneven
perception of service quality across all dimensions. The study uses a descriptive
quantitative approach, namely Cost Recovery Ratio (CRR) to measure financial
efficiency and SERVQUAL through the Service Quality Index (SQI) to measure
the perception of service quality based on the five dimensions of Tangibles,
Reliability, Responsiveness, Assurance, and Empathy. The results of the analysis
show that the CRR value of the R1 Corridor during the 2021-2025 period ranges
from 7,80% (2021) - 51,65% (2025) and the CRR of the R4 Corridor in 2025 is
at 27.5%. In terms of service quality, the results of SERVQUAL produced an SQI
score of 80.52% (Good category), with the Tangibles and Assurance dimensions
obtaining the lowest scores while the Empathy and Responsiveness dimensions
recorded the highest scores. From the financial side, diversification of non-tariff
income such as fleet aavertising, bus stop sponsorship, carbon credit utilization,
electric bus operations, and ESG-based corporate partnerships. In terms of
service quality, the implementation of a real-time passenger information system,
the improvement of bus stop facilities, and the increase in travel frequency
during peak hours. The results of this study are expected to be a policy reference
for the Surabaya City Government in formulating sustainable subsidy policies, in
line with the 2025-2029 RPJMN target and the Buy the Service (BTS) program of
the Ministry of Transportation of the Republic of Indonesia.
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