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RINGKASAN

Pengaruh Kualitas Pelayanan Terhadap Image (Citra)Penumpang Yang
Berdampak Terhadap Loyalitas Penumpang PT. (PersefjoDaop IX Jember,
Djoko Wahyudi, 050920101004; 2007: 174 halaman; grim Studi limu

Administrasi; Program Pascasarjana Universitas éemb

PT. Kereta Api (Persero) Daop IX Jember adalahspdéaan yang bergerak di bidang
transportasi, PT. Kereta Api (Persero) Daop IX Jarhlarus berupaya sungguh-sungguh
agar tercapai kepuasan pengguna jasa layanantangkereta api sehinggmage
penumpang terhadap kereta api akan baik, yang kemwakan terbentuk adanya
loyalitas penumpang.

Untuk meningkatkan pelayanan transportasi kusugag@san Jember ke
Surabaya dan sebaliknya PT. Kereta Api (PERSHP&®2rah Operasi IX Jember
maka tanggal 15 Maret 2006 membuka jalur keretalepgan klas Eksekutif dan Bisnis
yang selama ini tidak ada yaitu kereta api CANM#ng berangkat dari stasiun kereta api
jam 06.00 sampai tujuan Surabaya jam 10.00, skaamgri Surabaya jam 16.15 sampai
di Jember jam 20.15.

Penelitian ini dimaksudkan untuk mengumpulkan dtta informasi yang
ingin mengetahui kualitas pelayanan kereta api iKdPit. Kereta Api (Persero)
Daop IX Jember berpengaruh terhadagage penumpang serta ingin mengetahui
kualitas pelayanan kereta api Cantik PT. Kereta (Reirsero) Daop IX Jember dan
imagepenumpang kereta api Cantik berpengaruh terhagafiths penumpang serta
menganalisa mengenai pengaruh kualitas pelayangkutan kereta api sertimage
penumpang terhadap loyalitas penumpang/pelanggaas Aertimbangan tujuan
penelitian, maka penelitian ini bersifat deskripfifalam penelitian ini akan diuji
apakah ada pengaruh antara kualitas pelayanara lagetCantik dengan loyalitas

penumpang/pelanggan.

Hasil penelitian menunjukkan bahweangibles (X;), empaty (Xy),
reliability (Xs3), responsiveness(Xs) dan assurance (Xs) secara simultan
mempunyai pengaruh yang signifikan terhadap variablsmage penumpang(uji

serempak uji F tahap I)



Besar Kontribusi variable bebas terhadap varitdsikat dapat diketahui dari
koefisien determinasi berganda yaitu sebesar 0&@ihya pengaruh variable bebas
(X1, X2, X3, X4, Xs) terhadap perubahan variable terikat (Y) adalagh%0sedangkan
sisanya 79,9% dipengaruhi oleh variable lain selainable bebas (X X2, X3, X,
Xs).

Berdasarkan uji parsial uji t tahap |, dapat disifkan bahwa variabl&ngibles
(X41), empaty(Xy), responsivened,) assurancgXs) masing-masing tidak
berpengaruh secara nyata terhadap variable tgakatimagepenumpang (),

sedangkan variable reliability gXberpengaruh secara nyata terhadapage

penumpang (¥)

Untuk uji berikutnya bahwatangibles (X;), empaty (X), reliability (X3),
responsiveneséX,), assurance(Xs) danimage penumpang (& secara simultan
mempunyai pengaruhyang signifikan terhadap variable loyalitas penantp (uji
serempak uji F tahap II)

Besar Kontribusi variable bebas terhadap variadi&at dapat diketahui dari
koefisien determinasi berganda yaitu sebesar 0AiTya pengaruh variable bebas
(X1, X2, X3, X4, Xs, Xg) terhadap perubahan variable terikat (Y) adala%7
sedangkan sisanya 82,6% dipengaruhi oleh varialesklain variable bebas (X
X2, X3, Xa, X5, Xe).

Berdasarkan uji serempak (uji F) tahap Il dapairikitkesimpulan bahwtangibles
(X1), empaty(Xy), reliability (Xs), responsivenesgXs), assurancg(Xs) danimage
penumpang (¥ secara simultamempunyai pengaruhyang signifikan terhadap

variable loyalitas penumpang.



ABSTRACT

Today, PT. Kereta Api (Persero) is faced with a bemof complicated in
terms of both internal and external aspects. Ineortb continue its exixtence and
win the stiff competition for attracting passengeitse company which bears the
mission “to be the Indonesia’s most reliable trangption company” is conducting
several improvement programs, striving to meet dgickly-changing needs of
customer. It is not such an easy task for the campa build a good corporate
image following railroad accidents that had occutrduring the years 2002-2006
in which there were some casualties and injuredinia with the aboe reasons, it
was considered important to carry out research aieihg to effects of improved
service quality on passengaers’ image and theialkyyto the Kereta Api Cantik,
PT. Kereta Api (Persero) Daop IX Jember. Researes wonducted by using
survey method by which respondents’ (passengerfgi)mation and certain part of
population were collected on-site and empiricallthis was designed to obtain
feedback or response and identify some populationcerning the topic of
research. It was expected that results of the mesemight serve as the basics and
subject of evaluation for PT. Kereta Api (Persebgop IX Jember in its effort to
improve passengers’ loyalty by delivering excellsnvice. The problem to discuss
of this study were as follows: 1. Did the servicaldy of the Kereta Api Cantik of
PT. Kereta Api (Persero) Daop IX Jember have eftégrassenger’'s image ?. 2.
Did the service quality of the Kereta Api CantikRaf. Kereta Api (Persero) Daop
IX Jember and passengers’ image have effect ommeasts loyalty ?. Sample was
taken by means of systematic sampling methodsoinelom and stratified sample
taking. Customers of the Kereta Api Cantik of P&refa Api (Persero) Daop IX
Jember treated as analysis units were divided tmto lavels in accodance with
their class, i.e. Executive and Business Classydigg the method developed by
Slavin. This research used double regression da#dyais, and two-step F- test and
t-test, i.e. first, independent variable with pasgers, image and second,
independent related to passengers’ image with tgy#h the first, variablility had
effect on passengers’ image, and in the secondpassengers’ image had effect on
loyalty. In addition, a train has to show its cafldalp on serving passengers,
making them safe, comfortable and reliability, sattthey have good images that a
train is a better transportation then the other datransportations. Their good
images have emerged from the passengers minde smssengers loyality follow.
This best quality service results in their satisfat comong from the passangers
using the train. Basically, the success key inrapetitive market lies on the service
distribution that makes the passengers loyal, &eddyal ones will use a train very
often, and call on the others to use a train aseamns of transportation.

Key words service, images, loyality
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