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ABSTRAK

Tujuan dari penulisan laporan ini adalah untuk mengetahui Persepsi Kualitas Jasa
Terhadap Pelanggan Jasa Transportasi BRT Trans Musi (Studi Kasus: BRT Trans
Musi Koridor I1l). Data dikumpulkan dengan cara observasi, wawancara,
dankuesioner yang diberikan kepada 100 responden yang merupakan pelanggan
BRT Trans Musi. Penilaian kuesioner pada laporan ini menggunakan lima
dimensi kualitas jasa yaitu dimensi kehandalan (reliability), dimensi daya tanggap
(responsiveness), dimensi jaminan (assurance), dimensi empati (emphaty) dan
dimensi bukti fisik (tangible). Metode analisis data menggunakan analisis
kualitatif dan kuantitatif. Data hasil kuesioner dihitung dengan menggunakan
rumus intrepretasi skor. Persentase untuk masing-masing dimensi adalah, 66%
untuk dimensi kehandalan (reliability), 67% untuk dimensi daya tanggap
(responsiveness), 74% untuk dimensi jaminan (assurance), 72% untuk dimensi
empati (emphaty) dan 65% untuk dimensi bukti fisik (tangible). Penulis
menyarankan Unit Usaha Transportasi BRT Trans Musi sebaiknya dapat
mempertahankan kualitas jasa yang diberikan kepada pelanggannya.

Kata Kunci: Persepsi Kualitas Jasa



ABSTRACT

The purpose of this final report was to know perception quality of services of the
customer transport service BRT Trans Musi (Case Study: BRT Trans Musi
Coridor Ill). The data were collected through observation, interview, and
questionnaires that were given to 100 respondents who were customers of BRT
Trans Musi. The assessmentof questionnaires in this report used five dimensions
of quality of services that are reliability dimension, responsiveness dimension,
assurance dimension, emphaty dimension, and tangible dimension. The data
analysis methods used qualitative and quantitative analysis. The data were
calculated by interpretation score formula. The percentage of each dimension are,
66% for reliability dimension, 67% for responsiveness dimension, 74% for
assurance dimension, 72% for emphaty dimension, and 65% for tangible
dimension. The writer suggests Transport Business Unit BRT Trans Musi should
maintain the quality of services that provided to the customers.

Key Word: Perception Quality of Services
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