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ABSTRAK

Perkembangan kendaraan bermotor di Indonesia saat ini berkembang dengan
pesat, salah satunya di Kalimantan Barat yang mengalami peningkatan di setiap
jenis kendaraan. Penyedia jasa transportasi perlu untuk memperhatikan dan
mempertahankan kualitas pelayanan jasa yang diberikan kepada penumpang agar
nantinya sanggup untuk bersaing dengan perusahaan penyedia jasa sejenis. Salah
satu penyedia jasa transportasi di Pontianak yang ikut andil dalam bersaing adalah
Perum Damri. Tujuan dari penelitian ini ialah untuk mengetahui bagaimana
penilaian penumpang terhadap interaction quality, environtment quality, dan
outcome quality dari pelayanan yang diberikan oleh Perum Damri. Metode
penelitian peneliti menggunakan metode pendekatan kuantitatif dengan penentuan
sampel menggunakan teknik purposive sampling dan diperoleh sebanyak 100
responden yang pernah menggunakan jasa transportasi bus perum damri tujuan
Pontianak — Sintang. Hasil penelitian menunjukkan bahwa nilai dimensi untuk
dimensi interaction quality adalah 4,51 yang dinilai sangat baik, dimensi physical
environment quality adalah 4,70 yang dinilai sangat baik, dimensi Outcome
Quality adalah 4,19 yang dinilai baik.

Kata Kunci : Kualitas Jasa, Transportasi, Perum Damri



ABSTRACT

The development of motorized vehicles in Indonesia is currently growing rapidly,
one of which is in West Kalimantan which has increased in every type of vehicle.
Transportation service providers need to pay attention to and maintain the quality
of services provided to passengers so that later they are able to compete with
similar service providers. One of the transportation service providers in
Pontianak that takes part in the competition is Perum Damri. The purpose of this
study is to find out how passengers evaluate the interaction quality, environment
quality, and outcome quality of the services provided by Perum Damri. The
research method used by the researcher was a quantitative approach with the
determination of the sample using purposive sampling technique and obtained as
many as 100 respondents who had used the bus transportation services of Perum
Damri to Pontianak — Sintang. The results show that the dimension value for the
interaction quality dimension is 4.51 which is considered very good, the physical
environment quality dimension is 4.70 which is considered very good, the
Outcome Quality dimension is 4.19 which is considered good.

Keywords: Quality of Service, Transportation, Perum Damri
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