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INTISARI 

 
Penelitian ini bertujuan untuk mengkaji kelayakan usaha operasional bus 

AKAP PO Gunung Harta trayek Malang – Tangerang dalam menghadapi tekanan 

harga dan tuntutan kualitas layanan. Permasalahan utama dalam penelitian ini 

meliputi kelayakan finansial usaha, tingkat kepuasan penumpang terhadap fasilitas 

dan pelayanan, serta strategi yang dapat diterapkan untuk menyeimbangkan 

keuntungan perusahaan dengan kepuasan pelanggan. Penelitian ini menggunakan 

pendekatan kuantitatif dengan data primer yang diperoleh melalui kuesioner 

kepada 100 responden penumpang dan data sekunder berupa data operasional 

perusahaan. Analisis kelayakan finansial dilakukan menggunakan indikator Net 

Present Value (NPV), Benefit Cost Ratio (BCR), Internal Rate of Return (IRR), dan 

Payback Period (PP), sedangkan analisis kualitas layanan dilakukan menggunakan 

metode Importance Performance Analysis (IPA) dan dilanjutkan dengan Quality 

Function Deployment (QFD) untuk merumuskan strategi teknis perbaikan layanan.  

Hasil penelitian menunjukkan bahwa usaha operasional bus AKAP 

PO Gunung Harta trayek Malang – Tangerang masih layak dijalankan secara 

finansial. Hal ini ditunjukkan oleh nilai NPV sebesar Rp1.305.623.684, BCR sebesar 

1,10, IRR sebesar 43,1%, dan Payback Period selama 2,52 tahun. Hasil IPA 

menunjukkan bahwa tingkat kesesuaian pelayanan mencapai 92%, yang berarti 

kinerja layanan secara umum sudah mendekati harapan penumpang. Namun, 

terdapat dua atribut yang masuk dalam Kuadran I atau prioritas utama 

perbaikan, yaitu kejelasan prosedur darurat dan keramahan kru dalam melayani 

penumpang. Berdasarkan integrasi IPA, QFD, dan kelayakan finansial, strategi 

yang direkomendasikan adalah standarisasi penyampaian informasi darurat, 

penyusunan ulang SOP prosedur darurat, pelatihan simulasi keadaan darurat, 

peningkatan komunikasi kru, evaluasi kinerja berbasis umpan balik, serta 

penerapan reward dan punishment pelayanan. Strategi tersebut diharapkan 

mampu meningkatkan kepuasan penumpang tanpa membebani kondisi finansial 

perusahaan. 

Kata kunci: kelayakan usaha, bus AKAP, kualitas layanan, Importance 

Performance Analysis, Quality Function Deployment (QFD). 
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ABSTRACT 

 
This study aims to examine the feasibility of the AKAP bus business 

operated by PO Gunung Harta on the Malang–Tangerang route under price 

pressure and increasing service quality demands. The main problems addressed in 

this study include the financial feasibility of the operation, passenger satisfaction 

with facilities and services, and strategic recommendations to balance company 

profitability with customer satisfaction. This research applies a quantitative 

approach using primary data collected through questionnaires distributed to 100 

passengers and secondary data obtained from company operational records. 

Financial feasibility was analyzed using Net Present Value (NPV), Benefit Cost Ratio 

(BCR), Internal Rate of Return (IRR), and Payback Period (PP). Meanwhile, service 

quality was analyzed using Importance Performance Analysis (IPA), followed by 

Quality Function Deployment (QFD) to formulate technical service improvement 

strategies. 

The results show that the AKAP bus operation of PO Gunung Harta on the 

Malang – Tangerang route is financially feasible. This is indicated by an NPV of IDR 

1,305,623,684, a BCR of 1.10, an IRR of 43.1%, and a Payback Period of 2.52 

years. The IPA results show that the service conformity level reached 92%, 

indicating that service performance generally approaches passenger expectations. 

However, two service attributes were identified in Quadrant I as the main 

improvement priorities, namely the clarity of emergency procedures and the 

friendliness of crew members in serving passengers. Based on the integration of 

IPA, QFD, and financial feasibility analysis, the recommended strategies include 

standardizing emergency information delivery, revising emergency procedure 

SOPs, conducting routine emergency simulation training, improving crew 

communication standards, evaluating crew performance based on passenger 

feedback, and implementing service-based reward and punishment mechanisms. 

These strategies are expected to improve passenger satisfaction while maintaining 

the company’s financial sustainability. 

Keywords: business feasibility, AKAP bus, service quality, Importance 

Performance Analysis, Quality Function Deployment (QFD). 


