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Anie Adrianti Tuati



INTISARI

Terminal Oebobo adalah terminal yang diharapkan adamemenuhi
kebutuhan angkutan umum masyarakat Kota Kupangsdkitarnya, namun dalam
melakukan aktivitasnya banyak angkutan umum dalainim yang seharusnya
berhenti di dalam terminal dan memarkirkannya dabparkir pada setiap trayeknya
ternyata lebih banyak melakukannya di luar termiatdu sering disebut oleh
masyarakat Kota Kupang dengan istilah “terminal dogy@n”, sehingga sering
mengakibatkan kemacetan di beberapa ruas jalaryemygpada di Kota Kupang.

Dalam melakukan penelitian harus melalui beberapapan, yaitu : survey
lokasi, uji validitas dan reliabilitas, penetapammjah sempel, wawancara dan
penyebaran kuisioner, perhitungan jam puncpéal hour). Pengumpulan data
dilakukan melalui penyebaran kuesioner ke penggaseterminal. Responden yang
berhasil dijaring sejumlah 200 orang terdiri dd@00Jorang pengguna jasa penumpang
angkutan, 100 orang awak angkutan (sopir). Anatidekukan dengan menghitung
Importance Performance Analysis (IPA) danCustomer Satisfaction Index (CSI).

Hasil penelitian diperoleh nilai indeks kepuasata-rata pengguna jasa
penumpang angkutan Terminal Oebobo terhadap 8 p@®lafaktor pelayanan
sebesar 82,61 persen masuk kriteria sangat pu&srHasilitas terminal lainnya
sudah memenuhi harapan (seperti : toilet, mushkada, taman dan lain-lain) masuk
kriteria kurang puas dan menjadi prioritas utamtukimlitingkatkan kinerjanya oleh
pengelola terminal. Indeks kepuasan rata-rata pereggasa (awak angkutan/sopir)
Terminal Oebobo berdasarkan terhadap 7 (tujuhfofapelayanan sebesar 76,12
persen masuk kriteria puas. Faktor fasilitas teatainnya sudah memenuhi harapan
(seperti : toilet, mushola, kios, taman dan lainjlanasuk kriteria kurang puas dan
menjadi prioritas utama untuk ditingkatkan kineyjanoleh pengelola terminal.
Jumlah bus yang dapat parkir di dalam TerminaldDebyaitu 56 kendaraan, jika
diketahui pada jam puncalpéak hour ) terdapat 15 kendaraan, maka terminal untuk
areal bus pada saat ini masih mencukupi kapasitirpkendaraan yang
direncanakan.

Kata kunci : kualitas pelayanan, angkutan bus, ipatknportance Performance
Analysis, Customer Satisfaction Index.



ABSTRACT

Oebobo terminal is a terminal that expected abldilliag the public
transportation’s need of Kupang city and its arqund in fact its activity, there
are many public transportation that should groundeside the terminal and
parking at parking area as their route sectionhencontrary groundedat outside
the terminal or most called by Kupang's people sisatiow terminal”’, so that
caused the jammed traffic at some roads line inalkgpcity.

In order to conducting a research, there is sonaselconsist of: location
survey, validity test, and reliability, determinisgmples number, interview, and
distributing questionnaire, peak hour calculatibhe data collection is conducted
through questionnaire distribution to the usereofrtinal service. The respondents
who are able to collected as much as 200 persamsdmsist of 100 persons as a
passenger of public transportation and 100 perasrasdriver crew. The analysis
is conducted by calculating Important Performancalgsis (IPA) and Customer
Satisfaction Index (CSI).

The research result is gained that the index vafugverage satisfaction
from the passenger of public transportation at @ekerminal toward 8 (eight)
service factors as much as 82,61 percent thatdadlin very satisfy criteria. The
other terminal facility factors that have beeririi the expectation (such as: toilet,
small mosque, kiosk, park and etc.) is includetess satisfy criteria and should
be a major priority to developed its performancetéyninal management. The
average satisfaction index of user (driver crewPabobo terminal based on 7
(seven) service factors as much as 76,12 percanirtbluded in satisfy criteria.
The other terminal facility factors that has be#inf) the expectation (such as:
toilet, small mosque, kiosk, park and etc.) is ueld to less satisfy criteriaand
should be a major priority to developed its perfante by terminal management.
The number of bus that can parking inside Oebolbmital as much as 56
vehicles, if it is in peak hour, there are 15 vidsc so the terminal that for bus
area still sufficing the capacity for vehicles pgagkthat planned.

Keyword: Service Quality, Bus Transportation, Parking, |mportance Performance
Analysis, Customer Satisfaction Index.
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