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ANALISIS KUALITAS PELAYANAN DENGAN 

METODA IMPORTANCE PERFOMANCE ANALYSIS 
(IPA) PADA BUS TRANSJAKARTA 

 

 
ABSTRAK 
 

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan, menilai 5 
dimensi kualitas pelayanan dilihat dari kinerja dan kepentingan dengan 
menggunakan metoda Importance Perfomance Analysis (IPA) pada bus 
Transjakarta. 

 
Penelitian ini menggunakan metoda kuantitatif dengan jenis penelitian 

deskriptif. Pengambilan sampel dilakukan dengan teknik Non Proportional 
Random Sampling dengan tipe sampling Cluster Random Sampling, yaitu 
pengambilan sampel yang diambil berdasarkan wilayah. Peneliti menggunakan 
10 halte transjakarta dari 5 wilayah Jakarta. Jumlah sampel yang diambil 
sebanyak 100 responden. 

 
Hasil penelitian ini berdasarkan persentase rata-rata pada kinerja yaitu 

sebesar 3.45 yang berarti baik. Kemudian kenyataan sebesar 3.41 yang berarti 
juga baik. Adapun atribut yang harus ditingkatkan adalah kuadran A, pada 
pernyataan nomer 3 dan 7, yaitu dimensi tangible pernyataan nomer 3, kualitas 
fasilitas ruang tunggu. Dimensi responsiveness pernyataan nomer 7, pelayanan 
petugas yang ramah. 

 
Kata Kunci : Kualitas Pelayanan dan Importance Perfomance Analysis 

 (IPA) 
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ANALYSIS SERVICE QUALITY WITH 
METHOD IMPORTANCE PERFOMANCE ANALYSIS 

(IPA) ON TRANSJAKARTA BUS 
 

 
ABSTRACT 
 

This study aims to service quality, assesing 5 dimensions of service quality 
judging from the perfomance and interests with using importance perfomance 
analysis (IPA) on Transjakarta bus.  

 
This research uses quantitative method with the type of descriptive 

research. Sampling is done by technique Non Probability Sampling with 
sampling type Cluster Random Sampling,that is sampling is taken by region. 
Researchers used 10 transjakarta shelter from 5 region of Jakarta. The 
nummber of samples taken was 100 respondents. 

 
The results of this study are based on an average percentage of 

perfomance that is equal 3.45 which means good. Then the realibility of 3.41 
which means also good. The attribute that must be improved is quadrant A,in 
the statement numer 3 and 7, the dimensions of tangible statement number 3,the 
quality of facilities the lounge. The dimension of responsiveness of statement 
number 7, friendlty service of officers. 

Keyword : Service Quality, Importance Perfomance Analysis (IPA) 

  



 
 

 

x 
 

DAFTAR ISI 

Halaman 

HALAMAN JUDUL ..................................................................................    

HALAMAN PERNYATAAN KEASLIAN SKRIPSI .................................    

PERSETUJUAN PEMBIMBING ...............................................................    

HALAMAN PENGESAHAN .....................................................................    

KATA PENGANTAR ................................................................................    

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI SKRIPSI .....   

ABSTRAK .................................................................................................   

ABSTRACT .................................................................................................  

DAFTAR ISI ..............................................................................................   

DAFTAR TABEL ......................................................................................    

DAFTAR GAMBAR ..................................................................................   

DAFTAR LAMPIRAN ...............................................................................   

BAB I        PENDAHULUAN ...................................................................    1 

1.1. Latar Belakang Masalah .....................................................    1 

1.2. Perumusan Masalah ...........................................................    5 

1.3. Tujuan Penelitian ...............................................................    5 

1.4. Manfaat Penelitian .............................................................    6 

BAB II       KAJIAN PUSTAKA ..............................................................    7 

2.1. Review Hasil-hasil Penelitian Terdahulu ............................    7 

2.2. Landasan Teori ..................................................................   15 

2.2.1. Konsep jasa ............................................................   15 

2.2.2. Kualitas pelayanan .................................................   19 

2.2.3. Importance Perfomance Analysis (IPA) ..................   21 

2.2.4. Diagram Kartesius ..................................................   22 

2.3. Keterkaitan antar Variabel Penelitian .................................   24 

2.4. Kerangka Konseptual Penelitian ........................................   24 

2.5. Pengembangan Hipotesis ...................................................   25 

i 

ii 

iii 

iv 

v 

vii 

vii 

ix 

x 

xiii 

xiv 

xv 

 



 
 

 

xi 
 

Halaman 

BAB III     METODA PENELITIAN .......................................................   26 

3.1. Strategi Penelitian ..............................................................   26 

3.2. Populasi dan Sampel ..........................................................   26 

3.2.1. Populasi penelitian .................................................   26 

3.2.2. Sampel penelitian ...................................................   26 

3.3. Data dan Metoda Pengumpulan Data .................................   28 

3.3.1. Jenis data ................................................................   28 

3.3.2. Metoda pengumpulan data ......................................   28 

3.4. Operasionalisasi Variabel ...................................................   32 

3.5. Metoda Analisis Data .........................................................   32 

3.5.1. Metoda pengolahan data .........................................   32 

3.5.2. Metoda penyajian data ............................................   33 

3.5.3. Analisisis statistik data ...........................................   33 

BAB IV     HASIL-HASIL PENELITIAN ...............................................   39 

4.1. Deskripsi Objek Penelitian .................................................   39 

4.2. Deskripsi Responden .........................................................   41 

4.3. Deskripsi Data ...................................................................   41 

4.3.1. Dimensi kualitas pelayanan dalam 
persepsi/kinerja ......................................................   42 

4.3.2. Dimensi kualitas pelayanan dalam 
harapan/kepentingan ...............................................   45  

4.4. Hasil Pengujian Instrumen Penelitian .................................   48 

4.4.1. Uji validitas persepsi dan harapan ...........................   48 

4.4.2. Uji reliabilitas instrumen ........................................   49 

4.5. Analisis Data .....................................................................   49 

4.5.1. Analisis servqual ....................................................   49 

4.5.2. Importance Perfomance Analysis (IPA) ..................   53 

4.5.3. Diagram Kartesius ..................................................   54 

4.6. Hasil Temuan Penelitian……………………………………..58 

Halaman 



 
 

 

xii 
 

 BAB V      KESIMPULAN DAN SARAN ...............................................   62 

5.1. Kesimpulan ........................................................................   62 

5.2. Saran .................................................................................   62 

5.3. Keterbatasan Penelitian dan Pengembangan Penelitian 
Selanjutnya ........................................................................   63 

DAFTAR REFERENSI ..............................................................................   64 

LAMPIRAN ...............................................................................................   65 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



 
 

 

xiii 
 

DAFTAR TABEL 

Halaman 

Tabel 3.1.  Responden Penelitian Menurut Wilayah dan 
 Halte Transjakarta ................................................................   27 

Tabel 3.2.       Skala Pengukuran Persepsi dan Harapan ..............................   29 

Tabel 3.3.       Dimensi Variabel Penelitian .................................................   30 

Tabel 4.1.       Deskripsi Data Responden ...................................................   41 

Tabel 4.2.       Hasil Validitas Butir Pernyataan Persepsi dan Harapan 
 Pelanggan ............................................................................   48 

Tabel 4.3.       Hasil Reliabilitas Variabel Persepsi/Kinerja dan 
 Kepentingan Pelanggan ........................................................   49 

Tabel 4.4  Skor Servqual pada Tangible ................................................   50 

Tabel 4.5.       Skor Servqual pada Responsiveness .....................................   50 

Tabel 4.6.       Skor Servqual pada Realibility .............................................   51 

Tabel 4.7.       Skor Servqual pada Assurance .............................................   51 

Tabel 4.8.       Skor Servqual pada Emphaty ................................................   52 

Tabel 4.9.       Rekapitulasi Skor Servqual  .................................................   52 

Tabel 4.10.     Nilai Tingkat Kesesuaian .....................................................   53 

Tabel 4.11.     Nilai Rata-rata Kinerja dan 
 Kepentingan Transjakarta .....................................................   53 
 
 

 

 

 

 

 

 

 

 

 

 



 
 

 

xiv 
 

DAFTAR GAMBAR 

Halaman 

Gambar 2.1.  Kerangka Konseptual Penelitian ......................................   24 

Gambar 3.1. Diagram Kartesius Tingkat Harapan/Kepentingan 
 dan Persepsi /Kinerja Berdasarkan IPA ............................   37 

Gambar 4.1. Diagram Dimensi Tangible dalam Persepsi ......................   42 

Gambar 4.2. Diagram Dimensi Responsiveness dalam Persepsi ...........   43 

Gambar 4.3. Diagram Dimensi Realibility dalam Persepsi ...................   43 

Gambar 4.4. Diagram Dimensi Assurance dalam Persepsi ...................   44 

Gambar 4.5. Diagram Dimensi Emphaty dalam Persepsi ......................   44 

Gambar 4.6. Diagram Dimensi Tangible dalam Harapan .....................   45 

Gambar 4.7. Diagram Dimensi Responsiveness dalam Harapan ...........   46 

Gambar 4.8. Diagram Dimensi Realibility dalam Harapan ...................   46 

Gambar 4.9. Diagram Dimensi Assurance dalam Harapan ...................   47 

Gambar 4.10. Diagram Dimensi Emphaty dalam Harapan .....................   47 

Gambar 4.11. Diagram Kartesius Kualitas Pelayanan pada 
 Transjakarta .....................................................................   56 
 

 

 

 

  



 
 

 

xv 
 

DAFTAR LAMPIRAN 

  Halaman 

Lampiran 1. Kuesioner Penelitian ............................................................   67 

Lampiran 2. Struktur Organisasi Transjakarta ..........................................   69 

Lampiran 3. Tabulasi Skor Variabel Persepsi/Kinerja ..............................   70 

Lampiran 4. Tabulasi Skor Variabel Harapan/Kepentingan......................   72 

Lampiran 5. Hasil Uji Validitas Skor Persepsi/Kinerja ............................   74 

Lampiran 6. Hasil Uji Validitas Skor Harapan/Kepentingan ....................   79 

Lampiran 7. Surat Keterangan Riset ........................................................   84 

Lampiran 8. Daftar Riwayat Hidup Peneliti .............................................   85 

 


