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ABSTRAK

Tingginya minat wisata domestik di Indonesia sangat menarik perhatian
besar beberapa daerah maupun provinsi yang ada di Indonesia seperti Jawa Barat,
Bali, Banten, dan lain-lain. Berkat tingginya minat wisatawan terhadap pariwisata
Indonesia, mendorong pemerintah daerah berlomba-lomba membangun
infrastruktur pariwisata, terutama dalam hal transportasi untuk mempermudah
wisatawan mencapai suatu destinasi. Hal ini menjadi alasan semakin banyaknya
perusahaan transportasi yang bermunculan. Salah satunya adalah PT. Banten Tour
Mandiri, yang menjadi objek penelitian. Perusahaan ini bergerak di bidang
transportasi. PT. Banten Tour Mandiri menawarkan produk jasa transportasi,
shuttle. Sebagai perusahaan layanan jasa transportasi, dibutuhkan kualitas
pelayanan yang baik sehingga dapat memberi kepuasan bagi penumpang. Dalam
penelitian ini, peneliti menggunakan konsep kualitas pelayanan yang
dikembangkan oleh Parasuraman, Zeithaml, dan Berry (1988). Pengukurannya
didasarkan pada skala multi item yang dirancang untuk mengukur harapan dan
persepsi pelanggan, serta gap di antara keduanya pada lima dimensi utama kualitas
jasa, yaitu, tangible, empathy, responsiveness, reliability dan assurance. Penelitian
ini menggunakan metode penelitian kuantitatif. Sumber data utama diperoleh dari
hasil kuesioner yang disebarkan kepada penumpang PT. Banten Tour Mandiri.
Darin hasi olahan data peneliti, diketahui bahwa dari kelima dimensi kualitas
pelayanan tersebut, dimensi tangible dan assurance menjadi poin yang paling
diharapkan atau dianggap penting penumpang. Nilai persepsi justru sebaliknya, di
mana penumpang shuttle PT. Banten Tour Mandiri menilai bahwa persepsi atau
layanan jasa transportasi yang dirasakan masuk dalam kategori cukup baik. Hal ini
mengindikasikan bahwa penumpang belum puas dengan pelayanan jasa
transportasi dalam hal ini shuttle yang diberikan oleh PT. Banten Tour Mandiri
belum sesuai dengan ekspektasi penumpang. Kualitas pelayanan yang diberikan
oleh PT. Banten Tour Mandiri kepada penumpang belum optimal. Hal in1 terbukti
dari data hasil olahan peneliti terkait nilai service quality yang berada di angka -
0,26, yang mengindikasikan bahwa persepsi yang dirasakan belum memenuhi
harapan penumpang. Hal ini juga dapat diketahui berdasarkan hasil analisis dengan
menggunakan Importance — Performance Matrix yang menunjukkan bahwa
terdapat tujuh butir indikator yang termasuk dalam Kuadran I, yang mana termasuk
dalam kategori prioritas utama.

Kata kunci: Transportasi, Kualitas Pelayanan, Kepuasan Penumpang, Diemensi
Kualitas Pelayanan
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ABTRACT

The high interest in domestic tourism in Indonesia is very interesting in
some regions and provinces in Indonesia such as West Java, Bali, Banten, and etc.
Due to the high interest of tourists in Indonesia, encouraging local governments
compete to build tourism infrastructure, especially in terms of transportation to
make it easier for tourists to reach a destination. This is the reason why more and
more transportation companies are popping up. One of them is PT. Banten Tour
Mandiri which is became the research object. This company is engaged in the
transportation sector. PT. Banten Tour Mandiri offers transportation service
product. As a transportation service company, good service quality is needed so
that it can provide satisfaction for the passengers. In this research, the researcher
used the concept of service quality that’s improved by Parasuraman, Zeithaml, and
Berry (1998). The measurement is based on a multi-item scale which is designed to
measure the customer expectations and perceptions, as well as the gap between the
two on the five main dimensions of service quality, namely, tangible, empathy,
responsiveness, reliability and assurance. This research used quantitative research
methods. The main data source was obtained from the results of questionnaires that
was distributed to the passengers of PT. Banten Tour Mandiri. From the results of
the research data processing, it is known that from the five dimensions of service
quality, the tangible and assurance dimensions are the most expected or important
points for the passengers. The perception value is just the opposite, where the
shuttle passengers of PT. Banten Tour Mandiri considers that the perceived
perception or service of transportation services is in the fairly good category. This
indicates that passengers are not satisfied with the transportation services yet, in
this case the shuttle that’s provided by PT. Banten Tour Mandiri hasn’t met the
expectations of passengers. The quality of service is provided by PT. Banten Tour
Mandiri to passengers hasn’t been optimal. This is evident from the data processed
by researchers related to the value of service quality which is at -0.26, which
indicates that the perceived perception has not met the expectations of passengers.
This can also be known based on the results of the analysis using the Importance —
Performance Matrix which shows that there are seven indicators included in
Quadrant I, which are included in the main priority category.

Keywords: Transportation, Service Quality, Passenger’s Satisfaction, Dimension

of Service Quality
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