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INTISARI

Rute Malang - Surabaya merupakan salah satu rute transportasi antar kota
paling sibuk di Jawa Timur, dengan rata-rata 42.917 penumpang bus AKDP per
bulan berdasarkan data Terminal Tipe A Arjosari periode Januari 2023 - Maret
2025. Tingginya permintaan tersebut mendorong persaingan antar operator bus,
namun layanan yang ditawarkan masih cenderung homogen sehingga penumpang
kesulitan menilai operator mana yang memberikan pelayanan terbaik. Proses
pemilihan bus di lapangan masih didominasi oleh pola penawaran agresif dari
kernet bus, bukan berdasarkan informasi kinerja yang terukur. Kondisi ini
mencerminkan kesenjangan informasi antara preferensi penumpang dan upaya
peningkatan layanan oleh operator. Penelitian ini bertujuan menganalisis bobot
kepentingan kriteria pelayanan berdasarkan preferensi penumpang serta
menyusun peringkat kinerja lima PO Bus AKDP kelas ekonomi pada rute Malang -
Surabaya, yaitu PO Tentrem, PO Restu, PO Bagong, PO Kalisari, dan PO Akas.

Penelitian ini menggunakan pendekatan kuantitatif dengan metode Multi
Criteria Decision Making (MCDM) yang mengintegrasikan Analytical Hierarchy
Process (AHP) dan Technique for Order of Preference by Similarity to Ideal Solution
(TOPSIS). Kriteria penilaian mengacu pada enam aspek Standar Pelayanan Minimal
(SPM) sesuai Peraturan Menteri Perhubungan Nomor PM 29 Tahun 2015, yaitu
keamanan, keselamatan, kenyamanan, keterjangkauan, kesetaraan, dan
keteraturan. Data dikumpulkan melalui dua jenis kuesioner, dimana kuesioner
perbandingan berpasangan AHP ditujukan kepada 15 responden berpengalaman
untuk menentukan bobot kriteria, serta kuesioner penilaian kinerja TOPSIS
ditujukan kepada 400 responden penumpang secara proporsional dari masing -
masing operator. Pengambilan data dilakukan di Terminal Tipe A Arjosari, Kota
Malang. Uji validitas dan reliabilitas dilakukan terlebih dahulu sebelum pengolahan
data AHP dan TOPSIS.

Hasil analisis AHP menunjukkan bahwa kenyamanan merupakan kriteria
yang paling dominan dengan bobot 0,443, diikuti keterjangkauan (0,240),
keteraturan (0,149), keamanan (0,086), keselamatan (0,055), dan kesetaraan
(0,028). Berdasarkan hasil analisis TOPSIS, PO Bagong meraih peringkat pertama
dengan nilai preferensi tertinggi sebesar 0,878, disusul PO Tentrem (0,621), PO
Akas (0,406), PO Kalisari (0,275), dan PO Restu (0,113) di posisi terakhir. Hasil

Xii



tersebut mengindikasikan kesenjangan kualitas layanan yang cukup signifikan

meskipun seluruhnya beroperasi pada segmen kelas ekonomi dengan tarif yang
setara.

Kata Kunci: Bus AKDP, Standar Pelayanan Minimal, Analytical Hierarchy Process
(AHP), Techniqgue for Order of Preference by Similarity to Ideal Solution (TOPSIS),
Kinerja Pelayanan Transportasi
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ABSTRACT

The Malang - Surabaya route is one of the busiest intercity transportation
routes in East Java, with an average of 42,917 AKDP bus passengers per month,
according to data from the Arjosari Type A Terminal for the period January 2023—
March 2025. This high demand has driven competition among bus operators;
however, the services offered remain largely homogeneous, making it difficult for
passengers to assess which operator provides the best service. The process of
selecting a bus on-site is still dominated by aggressive sales tactics from bus
conductors, rather than being based on measurable performance data. This
Situation reflects an information gap between passenger preferences and
operators’ efforts to improve service. This study aims to analyze the weight of
service criteria based on passenger preferences and to rank the performance of
five economy-class AKDP bus operators on the Malang-Surabaya route: PO
Tentrem, PO Restu, PO Bagong, PO Kalisari, and PO Akas.

This study employs a quantitative approach using the Multi-Criteria
Decision Making (MCDM) method, which integrates the Analytical Hierarchy
Process (AHP) and the Technigue for Order of Preference by Similarity to Ideal
Solution (TOPSIS). The evaluation criteria are based on six aspects of the Minimum
Service Standards (SPM) as stipulated in Ministry of Transportation Regulation No.
PM 29 of 2015, namely security, safety, comfort, affordability, equity, and
regularity. Data were collected through two types of questionnaires: the AHP
pairwise comparison questionnaire was administered to 15 experienced
respondents to determine criterion weights, while the TOPSIS performance
evaluation questionnaire was administered to 400 passenger respondents, selected
proportionally from each operator. Data collection took place at Arjosari Type A
Terminal in Malang City. Validity and reliability tests were conducted prior to the
AHP and TOPSIS data processing.

The AHP analysis results showed that comfort was the most dominant
criterion with a weight of 0,443, followed by affordability (0,240), regularity
(0,149), security (0,086), safety (0,055), and fairness (0,028). Based on the
TOPSIS analysis results, PO Bagong ranked first with the highest preference score
of 0,878, followed by PO Tentrem (0,621), PO Akas (0,406), PO Kalisari (0,275),
and PO Restu (0,113) in last place. These results indicate a significant gap in
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service quality, even though all operators serve the economy class segment with

comparable fares.
Keywords: AKDP Buses, Minimum Service Standards, Analytical Hierarchy

Process (AHP), Technique for Order of Preference by Similarity to Ideal Solution

(TOPSIS), Transportation Service Performance
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