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USULAN PENINGKATAN KUALITAS PELAYANAN BUS DAMRI RUTE
BANDARA SOEKARNO-HATTA MENGGUNAKAN METODE FUZZY AHP
Adif Dwi Riyanto

ABSTRAK

Perum DAMRI merupakan salah satu perusahaan penyedia moda transportasi publik berupa
bus. Namun, terdapat sejumlah permasalahan terkait kualitas pelayanan busnya rute Bandara
Soekarno-Hatta, penelitian ini bertujuan mengusulkan peningkatan kualitas pelayanan dengan
mengidentifikasi faktor dan menentukan prioritas setiap faktor menggunakan Fuzzy AHP.
Metode ini dipilih karena dapat membuat usulan peningkatan kualitas pelayanan dan
merangking faktor-faktor yang paling berpengaruh terhadap kualitas pelayanan Bus DAMRI
secara menyeluruh dan akurat berdasarkan persepsi responden dan wawancara terhadap pihak
manajemen Perum DAMRI dan penggunaan metode ini dapat menangani ketidakpastian dalam
penilaian kualitatif secara multikriteria.

Hasil penilaian kriteria kualitas pelayanan menggunakan metode Fuzzy AHP didapatkan
urutan pertama Kinerja pengemudi dengan bobot sebesar 0.244, ketersediaan informasi
pelayanan dengan bobot 0.212, fasilitas loket dan penunjang pelayanan bobot 0.207, kondisi
dan fasilitas bus bobot penilaian 0.169, ketersediaan armada dan jadwal bobot penilaian 0.168.
Sub-kriteria Kinerja pengemudi, yaitu sikap ramah, keahlian mengemudi, kepatuhan terhadap
aturan.

Didapatkan hasil bahwa tingkat kepuasan pengguna masih cukup puas meskipun ada
beberapa kriteria yang perlu ditingkatkan. Adapun rekomendasi yang dapat diberikan dalam
meningkatkan kualitas pelayanan bus DAMRI Bandara yaitu dengan melakukan peningkatan
pada kondisi fasilitas bus seperti penyediaan fasilitas free wifi, melakukan program pelatihan
yang intensif untuk meningkatkan kinerja pengemudi, dan mengoptimalkan penjadwalan
operasional bus. Berdasarkan hasil penelitian ini dapat memberikan masukan bagi Perum
DAMRI guna peningkatan kualitas pelayanan guna tercapainya kepuasan pengguna pelayanan
bus DAMRI rute Bandara Soekarno-Hatta.

Kata Kunci: Fuzzy AHP, Faktor-Faktor Pengaruh Kualitas Pelayanan Bus, Perum DAMRI, Bus

Bandara, Usulan Peningkatan Kualitas Pelayanan
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PROPOSED IMPROVEMENT OF DAMRI BUS SERVICE QUALITY ON
SOEKARNO-HATTA AIRPORT ROUTE USING FUZZY AHP METHOD

Adif Dwi Riyanto

ABSTRACT

Perum DAMRI is one of the companies providing public transportation in the form of buses.
However, there are a number of problems related to the quality of its bus services to Soekarno-
Hatta Airport, this study aims to propose an improvement in service quality by identifying
factors and prioritizing each factor using Fuzzy AHP. This method was chosen because it can
make proposals for improving service quality and ranking the factors that have the most
influence on the quality of DAMRI Bus services thoroughly and accurately based on
respondents' perceptions and interviews with Perum DAMRI management and the use of this
method can handle uncertainty in multicriteria qualitative assessments.

The results of the assessment of service quality criteria using the Fuzzy AHP method
obtained the first order of driver performance with a weight of 0.244, the availability of service
information with a weight of 0.212, counter facilities and service support weight 0.207, bus
conditions and facilities assessment weight 0.169, fleet availability and schedule assessment
weight 0.168. Driver performance sub-criteria, namely friendly attitude, driving expertise,
compliance with rules.

The results show that the level of user satisfaction is still quite satisfied even though there
are several criteria that need to be improved. The recommendations that can be given in
improving the quality of DAMRI Bandara bus services are to make improvements to the
condition of bus facilities such as providing free wifi facilities, conducting intensive training
programs to improve driver performance, and optimizing bus operational scheduling. Based
on the results of this study, it can provide input for Perum DAMRI to improve service quality
in order to achieve user satisfaction of DAMRI bus services on the Soekarno-Hatta Airport
route.

Keywords: Fuzzy AHP, Factors Influencing Bus Service Quality, Perum DAMRI, Airport
Bus, Proposed Service Quality Improvement
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