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ANALISIS TINGKAT KEPUASAN PENGGUNA JASA MRT (MASS 
RAPID TRANSIT) 

Eunike Trifosa Woriassy 1 

 

ABSTRAK 

Jakarta merupakan Ibukota Indonesia dengan penduduk yang padat dan 
dengan aktivitas beragam yang membutuhkan transportasi untuk menunjangnya.. 
Oleh karena itu, pemerintah berupaya untuk mengatasi kemacetan di ibukota, 
salah satunya dengan menyediakan transportasi publik atau transportasi umum. 
Pada bulan Maret tahun 2019, pemerintah kota Jakarta menyediakan MRT (Mass 
Rapid Transit) sebagai moda transportasi publik. MRT merupakan transportasi 
berbasis rel listrik yang dioperasikan melalui jalur khusus. MRT juga merupakan 
transportasi yang memiliki kriteria utama yaitu mass (daya angkut), rapid (waktu 
tempuh cepat dan frekuensi tinggi), dan transit (berhenti di beberapa tempat atau 
titik tertentu). Tujuan penelitian ini adalah untuk menilai kinerja MRT Jakarta dari 
persepsi pengguna jasa dan mengidentifikasi atribut mana saja yang harus 
diprioritaskan untuk diperbaiki dalam upaya meningkatkan kualitas pelayanannya. 
Analisis dalam penelitian ini menggunakan metode penelitian Importance 
Performance Analysis (IPA) dan metode Customer Satisfaction Index (CSI). Dari 
hasil penelitian yang didapatkan, terdapat 3 atribut yang masuk ke dalam Prioritas 
Utama dalam peningkatan mutu pelayanan MRT. Atribut – atribut tersebut adalah 
sistem 1 tap 1 person, ketepatan waktu perjalanan, dan keandalan petugas.. 
Pengguna jasa MRT merasa puas terhadap fasilitas dan jasa yang diberikan oleh 
pihak pemberi jasa, namun masih terdapat beberapa hal yang harus diperhatikan 
atau diperbaiki oleh pihak pemberi jasa guna untuk meningkatkan kepuasan 
terhadap pengguna jasa MRT fase 1 ini.  

 

 

 

Kata Kunci: MRT Jakarta, Kepuasan Pengguna Jasa, Importance Performance 
Analysis (IPA), Customer Satisfaction Index (CSI). 

 

¹ Mahasiswa Sarjana Program Studi Teknik Sipil Universitas Bakrie 
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ANALISIS TINGKAT KEPUASAN PENGGUNA JASA MRT (MASS 
RAPID TRANSIT) 

Eunike Trifosa Woriassy 1 

 

ABSTRACT 

Jakarta is capital city of Indonesia that have high population density and a 
lot of activities that require public transportation to support it. Therefore, the 
government make an effort to overcome the congestion in the capital city, one of 
them is providing public transportation. In March 2019, the government of Jakarta 
provide MRT (Mass Rapid Transportation) as a one of variability of public 
transportation. MRT is transportation based on electric railway that operate in 
specific lane. MRT also transportation that have some main criteria: mass 
(carrying capacity), rapid (traveling time and high frequency) and transit (stop at 
some several place). Purpose of this research is to find out how MRT performance 
in Jakarta from user perception and analyse what attribute that have need to 
improve to increase the service quality. This research using Importance 
Performance Analysis (IPA) and Customer Satisfaction Index (CSI) method. The 
result of this study has 3 priority attributes that crucial but the performance are 
still low. These three attributes need to be prioritize for PT MRT Jakarta to 
increase the performance for MRT phase 1. The user of MRT are satisfied with 
facilities and service. But there is still room to improve the facilities and service 
for MRT user in this phase 1 MRT. 

 

 

 

 

 

Keyword: Jakarta MRT, user satisfied, Importance Performance Analysis (IPA), 
Customer Satisfaction Index (CSI). 

 

¹ Mahasiswa Sarjana Program Studi Teknik Sipil Universitas Bakrie 

 



   Universitas Bakrie 

ix 
 

DAFTAR ISI 

 
HALAMAN PERNYATAAN ORISINALITAS .............................................. iii 

HALAMAN PENGESAHAN ........................................................................... iv 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI ......................... v 

DAFTAR ISI ...................................................................................................... ix 

DAFTAR TABEL ............................................................................................. xii 

DAFTAR GAMBAR ........................................................................................ xiii 

DAFTAR GRAFIK........................................................................................... xiv 

DAFTAR LAMPIRAN ...................................................................................... xv 

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

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

1.2 Rumusan Masalah .................................................................................... 2 

1.3 Batasan Masalah ...................................................................................... 2 

1.4 Tujuan Penelitian ..................................................................................... 2 

1.5 Manfaat Penelitian ................................................................................... 3 

1.6 Sistematika Penulisan .............................................................................. 3 

BAB II TINJAUAN PUSTAKA .......................................................................... 5 

2.1 Transportasi ............................................................................................. 5 

2.2 Moda Raya Terpadu ................................................................................. 6 

2.3 Pengguna Jasa .......................................................................................... 8 

2.4 Pemilihan Moda Transportasi ................................................................. 10 

2.5 Importance Performance Analysis (IPA) ................................................ 12 

2.6 Customer Satisfaction Index (CSI) ......................................................... 14 

2.7 Penelitian Terdahulu .............................................................................. 16 

BAB III METODE PENELITIAN ..................................................................... 22 



   Universitas Bakrie 

x 
 

3.1 Diagram Alir Penelitian ......................................................................... 22 

3.2 Umum .................................................................................................... 23 

3.3 Persiapan Penelitian ............................................................................... 23 

3.4 Lokasi dan Waktu Penelitian .................................................................. 24 

3.5 Teknik Pengumpulan dan Pengolahan Data ............................................ 24 

3.6 Analisis Data ......................................................................................... 25 

3.7 Penjelasan Variabel ................................................................................ 29 

3.8 Pemberian Kesimpulan dan Saran .......................................................... 29 

BAB IV ............................................................................................................. 30 

ANALISIS DAN PEMBAHASAN .................................................................... 30 

4.1 Pendahuluan ..................................................................................... 30 

4.2 Karakteristik Responden .................................................................. 30 

a. Jenis Kelamin ............................................................................... 31 

b. Usia .............................................................................................. 31 

e. Tingkat Pendidikan ....................................................................... 33 

4.3 Karakteristik Perjalanan ................................................................... 34 

4.4 Pengolahan Data .............................................................................. 41 

4.4.1 Analisis Cross Tabulation ( Tabulasi Silang) Karakteristik 

Responden dan Karakteristik Perjalanan ..................................................... 41 

4.4.2 Importance Performance Analysis (IPA) ................................... 43 

4.4.3 Customer Satisfaction Index (CSI) ............................................ 46 

4.5 Analisis dan Pembahasan ................................................................. 50 

4.5.1 Analisis Kuesioner .................................................................... 50 

4.5.2 Analisis Importance Performance Analysis (IPA) ...................... 51 

4.5.3 Analisis Karakteristik Pengguna Jasa dan Karakteristik Perjalanan

 55 



   Universitas Bakrie 

xi 
 

4.5.4 Analisis CSI .............................................................................. 55 

BAB V............................................................................................................... 57 

KESIMPULAN DAN SARAN .......................................................................... 57 

5.1 Kesimpulan ...................................................................................... 57 

5.2 Saran ................................................................................................ 58 

DAFTAR PUSTAKA ........................................................................................ 60 

LAMPIRAN ...................................................................................................... 62 

 

 

 

  



   Universitas Bakrie 

xii 
 

DAFTAR TABEL 

Tabel 2. 1 Penelitian Terdahulu .......................................................................... 16 

Tabel 3. 1 Variabel Penelitian ............................................................................ 28 

Tabel 4. 1 Data Analisis Crosstab Usia dan Maksud Perjalanan ......................... 42 

Tabel 4. 2 Data Analisis Crosstab Pendidikan dan Alasan Menggunakan MRT . 42 

Tabel 4. 3 Tingkat Kesesuaian ........................................................................... 43 

Tabel 4. 4 Analisis Penilaian Tingkat Kepentingan dan Kinerja ......................... 44 

Tabel 4. 5 Rekapitulasi nilai MIS dan MSS ........................................................ 47 

Tabel 4. 6 Perhitungan nilai WF ......................................................................... 48 

Tabel 4. 7 Menentukan nilai WS 123 responden ................................................ 49 

Tabel 4. 9 R Hitung dan R tabel ......................................................................... 50 

Tabel 4. 10 Nilai CSI ......................................................................................... 55 

 

 

 

 

  



   Universitas Bakrie 

xiii 
 

DAFTAR GAMBAR 

Gambar 2. 1 Diagram Kartesius Importance Performance Analysis ................... 13 

Gambar 3. 1 Peta Lokasi Penelitian .................................................................... 24 

Gambar 4. 1 Diagram Kartesius ......................................................................... 46 

 

 



   Universitas Bakrie 

xiv 
 

DAFTAR GRAFIK 

Grafik 3. 1 Diagram Alir Penelitian ................................................................... 22 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



   Universitas Bakrie 

xv 
 

DAFTAR LAMPIRAN 

Lampiran 1. KUISIONER TINGKAT KEPUASAN PENGGUNA JASA .... 62 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


