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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan pada 

TransJogja. Dimensi variabel yang digunakan dalam penelitian ini adalah: 

tangible, reliability, responsiveness, assurance, emphaty. Variabel-variabel 

tersebut digunakan untuk mengukur tingkat kepentingan dan tingkat penilaian 

konsumen terhadap kualitas pelayanan yang diberikan oleh TransJogja.  

 

Penelitian ini termasuk penelitian survey (survey research). Sampel dalam 

penelitian sebanyak 100 orang responden responden. Pengaruh kualitas pelayanan 

terhadap kepuasan konsumen dilakukan dengan analisis GAP dan diagram 

cartesius. 

Analisis data yang digunakan menggunakan SPSS versi 22 yang 

sebelumnya sudah diuji validitas dan reliabilitas. Kesimpulan dari penelitian ini 

adalah bahwa penumpang TransJogja merasa belum puas terhadap pelayanan 

yang diberikan oleh TransJogja dan perlu di tingkatkan lagi kinerja para 

pegawainya agar penumpang lebih nyaman menggunakan fasilitas umum seperti 

TransJogja. 

 

Kata Kunci: Kualitas Pelayanan, Kepuasan Pelanggan, Tingkat Kepentingan 

(Expected service) dan Tingkat Penilaian (Perceived service). 
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ABSTRACT 

 

This study aimed to analyze the quality of service at TransJogja. Dimensions of 

the variables used in this study are: tangible, reliability, responsiveness, 

assurance, empathy. These variables are used to measure the level of interest and 

the level of consumers' assessment of the quality of services provided by 

TransJogja. 

 

This research was a survey (survey research). The sample of 100 respondents 

respondents. Impact of service quality on customer satisfaction conducted by GAP 

analysis and Cartesian diagram. 

 

The data analysis used SPSS version 22 that have previously been tested for 

validity and reliability. The conclusion from this study is that passengers 

TransJogja was not satisfied with the services provided by TransJogja and needs 

to be improved further performance of employees so that passengers are more 

comfortable using public facilities such as TransJogja. 

 

Keywords: Service Quality, Customer Satisfaction, Importance (Expected service) 

and Level Assessment (Perceived service). 
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