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INTISARI

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan angkutan laut
berdasarkan persepsi pengguna jasa. Kualitas pelayanan yang dinilai adalah
pelayanan Pelabuhan Regional Sanana dan pelayanan kapal penumpang KM. Intim
Teratai, KM. Theodora, dan KM. Bunda Maria.

Penelitian ini mengadopsi instrumeervice qualityperupa 5 dimensi kualitas
pelayanan oleh Zeithaml, Parasuraman dan Berry. Pengumpulan data dilakukan
melalui penyebaran kuesioner ke pengguna jasa pelabuhan dan penumpang kapal.
Responden yang berhasil dijaring sejumlah 400 orang terdiri dari 100 orang
pengguna jasa pelabuhan, 100 orang penumpang kapal KM. Intim Teratai, 100 orang
penumpang kapal KM. Theodora, dan 100 orang penumpang kapal KM. Bunda
Maria. Analisis dilakukan dengan menghituirgportance Performance Analysis
(IPA) danCustomeiSatisfaction IndexCSl).

Hasil penelitian diperoleh nilai indeks kepuasan rata-rata pengguna jasa
Pelabuhan Regional Sanana terhadap 8 (delapan) faktor pelayanan sebesar 54,74
persen masuk kriteria cukup puas. Faktor fasilitas pendukung di ruang tunggu
pelabuhan dan faktor informasi jadwal kapal masuk kriteria kurang puas dan menjadi
prioritas utama untuk ditingkatkan kinerjanya. Indeks kepuasan rata-rata penumpang
kapal KM. Intim Teratai sebesar 53,98 persen masuk kriteria cukup puas, kapal KM.
Theodora sebesar 55,10 persen masuk kriteria cukup puas, dan kapal KM. Bunda
Maria sebesar 67,10 persen masuk kriteria puas. Faktor jaminan mendapat tempat
tidur di kapal, faktor keamanan barang bagasi, dan faktor waktu tiba berangkat kapal
masuk kriteria kurang puas dan menjadi prioritas utama untuk ditingkatkan
kinerjanya.

Kata kunci : kualitas Pelayanan, angkutan l&uportance Performance Analysis
Customer Satisfaction Index.



ABSTRACT

This research aims to know the quality of service ocean freight based on user
perception. The service quality was explored is performance in Regional Port of
Sanana and passenger ship KM. Intim Teratai, KM. Theodora, and KM. Bunda
Maria.

The instrument of service quality was adopted from 5 service quality
dimention by Zeithaml, Parasuraman and Berry. Data collecting through spreading
of queationnaire to service user and ship passenger in Regional Port of Sanana. The
study successfully obtained 400 respondents (100 service user of port, 100 passenger
of KM. Intim Teratai, 100 passenger of KM. Theodora, and 100 passenger of KM.
Bunda Maria).The analysis was done by using Importance Performance Analysis (IPA)
and calculating the Customer Satisfaction Index (CSI).

Results were obtained with mean index value of port service user satisfaction
from 8 service factor is 54,74 percent which satisfied the criteria entered.
Complement facility in port terminal factor and information of ship schedule factor is
entry to criteria less satisfied and get the prority for improved performance. Mean
index value of ship passenger satisfaction KM Intim Teratai is 53,98 percent is entry
to criteria sufficient satisfied, KM. Theodora is 55,10 percent is entry to criteria
sufficient satisfied, and KM. Bunda Maria 67,10 percent which satisfied the criteria
entered. The guarantee to get rest place factor, baggage safety factor, and arrival /
departure of ship factor is entry to criteria less satisfied and get the prority for
improved performance.

Key words : service quality, ocean freight, Importance Performance Analysis,
Customer Satisfaction Index.
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