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ABSTRAK 

ANALISIS TINGKAT KENYAMANAN PENUMPANG PADA KERETA LRT 

JAKARTA RUTE PEGANGSAAN DUA – VELODROME 

 LRT Jakarta adalah salah satu moda transportasi massal perkotaan yang diharapkan 
mampu memberikan pelayanan yang aman, nyaman, dan efisien bagi masyarakat. 
Kenyamanan penumpang menjadi salah satu aspek penting dalam menentukan kualitas 
layanan transportasi publik. Penelitian ini ditujukan untuk menganalisis tingkat kenyamanan 
penumpang LRT Jakarta rute Pegangsaan Dua–Velodrome berdasarkan persepsi dan 
harapan penumpang. Metode yang digunakan dalam penelitian ini adalah metode 
Importance Performance Analysis (IPA) dan Customer Satisfaction Index (CSI). Data 
didapatkan melalui penyebaran kuesioner kepada 108 responden pengguna LRT Jakarta 
yang dipilih berdasarkan perhitungan rumus Slovin. Atribut yang dianalisis meliputi 
kenyamanan perjalanan, kestabilan kereta, guncangan dan getaran, kebisingan, kenyamanan 
saat berbelok, serta jarak antar stasiun. Hasil analisis IPA menunjukkan bahwa terdapat 
beberapa atribut yang berada pada Kuadran I (prioritas utama) sehingga perlu mendapat 
perhatian dan peningkatan kinerja, sementara atribut lainnya berada pada kuadran yang perlu 
dipertahankan. Hasil perhitungan CSI menunjukkan nilai sebesar 0,83 atau 83%, yang 
termasuk dalam kategori sangat puas. Berdasarkan hasil tersebut, dapat disimpulkan bahwa 
secara umum tingkat kenyamanan penumpang LRT Jakarta rute Pegangsaan Dua–
Velodrome sudah baik, namun masih diperlukan peningkatan pada beberapa atribut 
pelayanan agar kenyamanan penumpang dapat ditingkatkan secara optimal. 

 

Kata kunci: LRT Jakarta, kenyamanan penumpang, Importance Performance Analysis 
(IPA), Customer Satisfaction Index (CSI) 
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ABSTRACT 

 

ANALISIS TINGKAT KENYAMANAN PENUMPANG PADA KERETA LRT 

JAKARTA RUTE PEGANGSAAN DUA – VELODROME 

 The Jakarta LRT is a mode of urban mass transportation that is expected to provide 

safe, comfortable, and efficient services to the public. Passenger comfort is an important 

aspect in determining the quality of public transportation services. This study aims to analyze 

the comfort level of Jakarta LRT passengers on the Pegangsaan Dua–Velodrome route based 

on passenger perceptions and expectations. The methods used in this study are the 

Importance Performance Analysis (IPA) and Customer Satisfaction Index (CSI) methods. 

Data were obtained by distributing questionnaires to 108 respondents who were selected 

based on the Slovin formula. The attributes analyzed included travel comfort, train stability, 

shocks and vibrations, noise, comfort when turning, and distance between stations. The 

results of the IPA analysis indicate that there are several attributes that are in Quadrant I (top 

priority) so that they need attention and performance improvement, while other attributes are 

in the quadrant that needs to be maintained. The results of the CSI calculation show a value 

of 0.83 or 83%, which is included in the very satisfied category. Based on these results, it 

can be concluded that in general the comfort level of Jakarta LRT passengers on the 

Pegangsaan Dua–Velodrome route is good, but improvements are still needed in several 

service attributes so that passenger comfort can be optimally increased. 

  

Keywords: Jakarta LRT, passenger comfort, Importance Performance Analysis (IPA), 

Customer Satisfaction Index (CSI) 
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