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INTISARI 

Penggunaan kendaraan pribadi kurang tepat ditengah pandemi karena akan 

menyebabkan kemacetan dan polusi, sehingga diperlukan solusi terhadap 

pelayanan angkutan umum yang aman dan nyaman sehingga pemilihan 

transportasi umum saat pandemi covid-19 dapat menjadi pilihan masyarakat. 

Tujuan penelitian ini untuk mengetahui pengaruh kualitas pelayanan dan perilaku 

individu dalam pengambilan keputusan penggunaan bus trans jogja selama 

pandemi covid-19. Melalui faktor yang mempengaruhi rasa aman dan nyaman 

penggunaan angkutan umum perkotaan sebelum dan pasca pandemi serta 

mengetahui pengambilan keputusan masyarakat dalam pemilihan angkutan umum 

selama pandemi. 

Penelitian ini menggunakan metode kuantitatif yang menggunakan format 

terstruktur. Sampel penelitian ini diambil 425 responden berdasarkan jumlah 

penduduk yang ada di yogyakarta, sleman dan bantul.  

Ada tiga kondisi yang dianalis dalam penelitian ini yaitu sebelum pandemi, 

saat pandemi dan pasca pandemi. Faktor-faktor yang mempengaruhi rasa aman dan 

nyaman sebelum pandemi adalah kualitas pelayanan diantaranya: kondisi waktu, 

jadwal, harga dan jarak. Perilaku individu yaitu protokol kesehatan dan social 

distancing. saat pandemi kualitas pelayanan yaitu harga. Perilaku individu yaitu 

penggunaan masker dan hand sanitizer. Kualitas pelayanan pada situasi pasca 

pandemi yaitu susunan tempat duduk, harga dan jarak. Perilaku individu yaitu 

penggunaan masker dan hand sanitizer serta social distancing, sehingga yang 

menjadi indikator yang dipengaruhi adalah jumlah penumpang, fasilitas dalam bus, 

kebersihan dan sirkulasi udara. Berdasarkan hasil tersebut, kualitas pelayanan dan 

perilaku individu mempengaruhi pengambilan keputusan dalam menggunakan 

trans jogja selama pandemi. 

 

Kata kunci: Kualitas Pelayanan, Perilaku Individu, Pengambilan Keputusan, 

Pandemi Covid-19. 
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ABSTRACT 

In order to allow the community to choose public transportation during the 

COVID-19 pandemic, a solution for safe and enjoyable public transportation 

services is required. Using private automobiles during a pandemic is inappropriate 

because it will result in traffic and pollution. The goal of this study was to ascertain 

how individual behavior and service quality impacted choices regarding the 

utilization of Trans Jogja buses during the COVID-19 pandemic. Through 

understanding community decision-making in the use of public transportation 

during the epidemic and elements that affect users' sense of security and comfort 

when using urban public transportation before and after the pandemic.  

The quantitative approach used in this study has a systematic nature. Based 

on the entire population of Yogyakarta, Sleman, and Bantul, 425 respondents were 

chosen to make up the sample for this study. 

In this study, three situations before the pandemic, during the epidemic, and 

after the pandemic are examined. Before the epidemic, the level of service, which 

takes into account time constraints, schedules, costs, and distance, is a determining 

element in how secure and comfortable one feels. Individual behavior, including 

adherence to health rules and social seclusion. The price of a service during a 

pandemic is its quality. Individual actions include wearing masks and using hand 

sanitizer. The seating arrangement, cost, and distance all affect service quality in a 

post-pandemic environment. Individual behavior includes the use of masks, hand 

sanitizers, and social separation to prevent contamination. 

Keywords: Service Quality, Individual Behavior, Decision Making, COVID-

19 Pandemic 


