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INTISARI 
 

Angkutan feeder Wira Wiri rute FD09 (Terminal Menanggal–Terminal 
Manukan) merupakan komponen penting dalam sistem transportasi publik 

terintegrasi Kota Surabaya yang beroperasi sepanjang lintasan 48,20 km dengan 
dukungan sistem informasi real-time GOBIS, namun kinerjanya belum sepenuhnya 
memenuhi standar pelayanan yang berlaku. Penelitian ini bertujuan menganalisis 

kinerja operasional berdasarkan indikator headway, frekuensi perjalanan, waktu 
tempuh, kecepatan perjalanan, dan load factor, serta mengukur tingkat kepuasan 

penumpang menggunakan metode Customer Satisfaction Index (CSI) dengan 
pendekatan experience journey secara komparatif antara hari kerja dan hari libur 
pada kondisi jam sibuk dan jam sepi, menggunakan data operasional UPTD PTU 

Kota Surabaya dan kuesioner terhadap 100 responden pengguna rute FD09 
periode November 2025. Hasil analisis menunjukkan bahwa seluruh nilai headway 

pada jam sibuk belum memenuhi standar ≤14 menit (rentang 15,85–32,17 menit), 
hanya satu dari 12 kondisi yang memenuhi standar frekuensi 4–6 kend/jam, 
seluruh faktor muat melampaui rentang ideal 70–100%, waktu tunggu jam sibuk 

belum memenuhi standar ≤7 menit, sedangkan pada jam sepi seluruh indikator 
normatif terpenuhi. Dari sisi kepuasan, nilai CSI keseluruhan sebesar 83,92% 
(sangat puas), dengan jam sepi tertinggi 86,01%, jam sibuk pagi 83,20%, dan 

jam sibuk sore terendah 79,36% (puas), di mana korespondensi antara urutan CSI 
dan kinerja operasional mengkonfirmasi bahwa ketidakstabilan teknis pada jam 

sibuk berdampak langsung terhadap penurunan kepuasan penumpang. 
Rekomendasi utama meliputi penambahan armada secara proporsional, 
penjadwalan keberangkatan terstruktur berbasis kondisi waktu, peningkatan fitur 

Estimated Time of Arrival pada aplikasi GOBIS, dan standardisasi kondisi 
kendaraan guna meningkatkan kenyamanan dan keandalan layanan. 

Kata Kunci: Angkutan Feeder, Wira Wiri FD09, Kinerja Operasional, Kepuasan 
Penumpang, CSI, Experience Journey, GOBIS, Headway, Load Factor. 
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ABSTRACT 
 

The Wira Wiri feeder transport route FD09 (Menanggal Terminal–Manukan 
Terminal) is a key component of Surabaya's integrated public transportation 
system, operating along a 48.20 km route supported by the GOBIS real-time 
information system, yet its service performance has not fully met prevailing 
standards. This study aims to analyze operational performance based on headway, 
trip frequency, travel time, travel speed, and load factor indicators, and to measure 
passenger satisfaction using the Customer Satisfaction Index (CSI) method with 
an experience journey framework comparatively between weekdays and weekends 
during peak and off-peak hours, utilizing operational data from the UPTD PTU 
Surabaya Information System and questionnaires administered to 100 respondents 
on route FD09 in November 2025. The results indicate that all headway values 
during peak hours failed to meet the ≤14-minute standard (range: 15.85–32.17 
minutes), only one of 12 observed conditions met the recommended frequency of 
4–6 vehicles/hour, all load factor values exceeded the ideal range of 70–100%, 
and peak-hour waiting times did not meet the ≤7-minute standard, while all 
normative indicators were fulfilled during off-peak conditions. In terms of 
passenger satisfaction, the overall CSI was 83.92% (very satisfied), with off-peak 
hours recording the highest score at 86.01%, morning peak at 83.20%, and 
afternoon peak at the lowest 79.36% (satisfied), where the correspondence 
between CSI rankings and operational performance confirms that technical 
instability during peak hours directly reduces passenger satisfaction. Key 
recommendations include proportional fleet expansion, structured departure 
scheduling based on time conditions, enhancement of the Estimated Time of Arrival 
feature in the GOBIS application, and vehicle condition standardization to improve 
service comfort and reliability. 

Keywords: Feeder Transport, Wira Wiri FD09, Operational Performance, 
Passenger Satisfaction, CSI, Experience Journey, GOBIS, Headway, Load Factor. 
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