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INTISARI

Bandar Udara Frans Seda Maumere Kabupaten Sikka Propinsi Nusa Tenggara
Timur merupakan bandara yang relatif lebih lancar jika dibandingkan dengan
Kabupaten lain di Pulau Flores dan juga menjadi bandar udara alternative bagi
Bandar Udara El Tari Kupang. Dengan melihat potensi yang dimiliki Kabupaten
Sikka, maka dapat dipastikan jumlah pesawat, penumpang dan barang dari tahun ke
tahun akan semakin meningkat. Peningkatan jumlah pesawat, penumpang, dan barang
dari tahun ke tahun, serta semakin meningkatnya mobilitas masyarakat sebagai akibat
dari peningkatan aktivitas dengan tata guna lahan yang bervariasi ini menyebabkan
permasalahan mengenai kualitas pelayanan yang dihadapi Bandar Udara Frans Seda
Maumere juga semakin kompleks.

Dalam melakukan penelitian harus melalui beberapa tahapan, yaitu, survey
lokasi, uji validitas dan reliabilitas, penetapan jumlah sempel, wawancara dan
penyebaran kuisioner. Pengumpulan data dilakukan melalui penyebaran kuesioner ke
pengguna jasa bandar udara. Responden yang berhasil dikumpul berjumlah 135
orang, terdiri dari 100 orang pengguna jasa penumpang moda transportasi udara, dan
35 orang operator maskapai penerbangan. Analisis dilakukan dengan menghitung
Importance Performance Analysis (IPA), Service Quality (Servqual), dan Customer
Satisfaction Index (CSI), sedangkan pengukuran standar teknis fasilitas sisi darat
bandara dengan membandingkan berdasarkan Peraturan Direktorat Jenderal
Perhubungan Udara SKEP/77/V1/2005, mengenai Persyaratan Teknis Pengoperasian
Fasilitas Teknik Bandar Udara.

Hasil penelitian diperoleh nilai indeks kepuasan rata-rata penumpang Bandara
Frans Seda terhadap 8 (delapan) indikator pelayanan sebesar 84,74 persen masuk
kriteria sangat puas. Indikator bandara membutuhkan pelayanan pesawat yang
berbadan lebar dan lokasi bandara terletak di tempat strategis masuk kriteria cukup
puas dan menjadi prioritas utama untuk ditingkatkan kinerjanya oleh pengelola
bandara. Indeks kepuasan rata-rata operator maskapai berdasarkan terhadap 8
(delapan) indikator pelayanan sebesar 79,35 persen masuk Kriteria puas. Indikator
bandara mempunyai peraturan mengenai pengaturan terhadap penumpang dan
pengunjung yang baik dan efektif untuk mewujudkan proses yang lancar masuk
kriteria cukup puas dan menjadi prioritas utama untuk ditingkatkan kinerjanya oleh
pengelola bandara. Pengukuran pengoperasian fasilitas sisi darat Bandara Frans Seda
Maumere saat ini telah sesuai standar teknis berdasarkan SKEP/77/\V/1/2005.

Kata kunci : Bandar Udara, Standar Teknis, Importance Performance Analysis,
Service Quality, Customer Satisfaction Index.



ABSTRACT

The Frans Seda Airport in Maumere, the district of Sikka, East Nusa
Tenggara Province is an airport which is relatively more smoothly if compared
with other district airports on the island of Flores and it is also the only alternative
airport for the El Tari Airport in Kupang. Considering the potency of the district
of Sikka, it should be ascertained that the amount of planes, passengers and goods
would increaseall the year round. The increasing mobility of the community
should also be considered as a consequence of increased activities. Their
increased activities demanded varied land use and in turn it caused the problem
sencountered by Frans Seda Airport were increasingly more complex especially
those of concerning the quality of service it should made available.

This research was conducted in several phases, those are location survey,
validity and reliability tests, determining the amount of samples, doing interviews
and distributing questionnaires. Data were collected through questionnaires, that is
by distributing them to the service users of airport. The respondents were
successfully obtained amounted to 135 subjects, consisting of 100 service users
of airplane passengers, and 35 operators of airline companies. Analysis was
applied by counting the Importance Performance Analysis (IPA), Service Quality
(Servqual), and Customer Satisfaction Index (CSI), where as the standardized
technique measurement on land part of airport was conducted with comparison
based on the regulations of general directorate of air transportations
SKEP/77/\/1/2005, regarding the technical requirements of the operation on the
technical facilities of the Airport.

Results showed that the average score of satisfaction index of passengers
in Frans Seda Airport on the 8 (eight) service indicators amounted to 84,74
percent was included into the very satisfying criteria. Indicators for the need of
airport on the large body plane service and that of for the strategically located
Airport were included into the quite satisfying criteria and it had been the top
priority to beimproved by the management of airport. The average of satisfaction
index of airlines operator based on 8 service indicators as many as 79,35% was
included into the satisfying criteria. Indicator of the good and effective regulations
they have so as to realize the smooth process was included into quite satisfying
criteria and it had been the top priority to be improved by the management airport.
The measurement of facility operations in the land part of Frans Seda Air Port,
Maumere for the time being has been appropriate with standardized techniques
based on SKEP/77/\V1/2005.

Keywords : Airport, Standardized Technique, Importance Performance Analysis,
Service Quality, Customer Satisfaction Index
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