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Bahrul Ulum Martin1 

 

 

ABSTRAK 

 

Penelitian ini berjudul "Analisis Kinerja Perkerasan Jalan dengan Menggunakan 

Pavement Condition Index (PCI), Importance Performance Analysis (IPA) dan 

Customer Satisfaction Index (CSI)". Tujuan Penelitian ini mengevaluasi kondisi 

permukaan jalan raya Cemplang menggunakan metode Pavement Condition Index 

(PCI), Importance Performance Analysis (IPA), dan Customer Satisfaction Index 

(CSI). Hasil PCI menunjukkan nilai 40,8, yang mengindikasikan bahwa kondisi 

jalan tergolong buruk dan memerlukan perbaikan mendesak. Analisis IPA 

mengidentifikasi bahwa variabel tingkat kemacetan dan keamanan saat melewati 

kawasan jalan adalah prioritas utama, karena keduanya dinilai penting oleh 

pengguna namun kinerjanya rendah. CSI menunjukkan angka 49%, 

mengindikasikan ketidakpuasan pengguna terhadap kondisi jalan saat ini. 

Kombinasi dari hasil PCI yang menunjukkan kerusakan fisik, serta CSI yang 

menunjukkan kepuasan pengguna yang rendah, menegaskan perlunya perbaikan 

signifikan. Tindakan perbaikan harus difokuskan pada pengurangan kemacetan dan 

peningkatan keamanan untuk meningkatkan kualitas jalan serta kepuasan pengguna 

secara keseluruhan. Penelitian ini merekomendasikan perbaikan struktural dan 

pemeliharaan intensif untuk mengatasi masalah yang teridentifikasi dan 

meningkatkan kondisi jalan raya Cemplang. 

 

Kata Kunci: Pavement Condition Index (PCI), Customer Satisfaction Index 

(CSI), Importance Performance Analysis (IPA), Kinerja Perkerasan, Jalan 

Kepuasan Pengguna Jalan. 
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ANALYSIS OF ROAD PAVEMENT PERFORMANCE USING PAVEMENT 

CONDITION INDEX (PCI), IMPORTANCE PERFORMANCE ANALYSIS 

(IPA), AND CUSTOMER SATISFACTION INDEX (CSI) 

 

Bahrul Ulum Martin1 

 

ABSTRACK 

 

The study is titled "Analysis of Road Pavement Performance Using Pavement 

Condition Index (PCI), Importance Performance Analysis (IPA), and Customer 

Satisfaction Index (CSI)." The objective of this research is to evaluate the surface 

condition of Cemplang road using the Pavement Condition Index (PCI), 

Importance Performance Analysis (IPA), and Customer Satisfaction Index (CSI) 

methods. The PCI results show a value of 40.8, indicating that the road condition 

is poor and requires urgent repairs. The IPA analysis identifies that the variables 

of congestion levels and safety while passing through the road area are top 

priorities, as both are considered important by users but currently have low 

performance. The CSI shows a score of 49%, indicating user dissatisfaction with 

the current road conditions. The combination of PCI results, which highlight 

physical damage, and CSI results, which reflect low user satisfaction, underscores 

the need for significant improvements. Repair efforts should focus on reducing 

congestion and enhancing safety to improve road quality and overall user 

satisfaction. This study recommends structural repairs and intensive maintenance 

to address the identified issues and improve the condition of Cemplang road. 

 

Keywords: Pavement Condition Index (PCI), Customer Satisfaction Index (CSI), 

Importance Performance Analysis (IPA), Pavement Performance, Road User 

Satisfaction. 
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