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RINGI(ASAhI

Penelitian ini mengkaji tentang pengaruh faktor-faktor kualiBs pelayanan

fteandalaq daya tanggap, jaminan, empati, dan bukti fisik) krhadap kepuasan

penumpang kereta api Cantik eksp'ress di Jember. @arrbang lrawan, 2W7: 4l

halaman).

Tujuan penelitian adalah untuk mengetahui: (t) tingkat kepuasan

penumpang; (2) pengaruh faklor-faktor kualitas pelayanan secacl simultan dan

parsial terhadap kepuasan penumpang; dan (3) faktor kualitas pelayanan yang paling

berpengaruh terhadap kepuasan penumpang

Populasi penelitian adalah seluruh penumpang kereta api Cantik Ekspress

yang telah meqiadi pelanggan. Teknik sampling yang digunakan adalah accifuntal

random sompling, sedangkan teknik analisis data adalah M:SI (metlad of successive

intena$ dan analisis regresi linear berganda.

Hasil penelitian menunjukkan bahwa: (1) pnumpang kercta api menyatakan

cukup puas terhadap kinerja pelayanan dan sistem administrast, sedangkan tingkat

kepuasan terhadap sarana dan prasarana yanga ada adalah kurang bahkan oendenrng

rendah; (2) seluruh fakfor-faktor kualitas pelayanan secara simultan brpengaruh

nyata terhadap kepuasan penumpang dengan konfibusi pngaruh sebesar 55 persen;

dan (3) faktor kualitas layanan (daya tanggap) berpengnnrh pling nyata terhadap

kepuasan penumpang dengan konribusi sebesar 25 persen, sedangkan faktor

kualitas layanan (iaminan) pengaruhnya tidak nyata terhadap kepuasan penumpang.



ST]MMARY

This research study about influence of factors of service quallty (reliability,

responsiveness, assurance, empthy, and physical evidence) to Cantik Express train

passenger satisfaction in Jember. @ambang hawan, 2A07: 4l page).

Research aims is to know: (1) storey level of passenger satisfaction; (2)

influence of factors of service quality by simultant and partial to passenger

satisfaction; and (3) quallty factor most having an effect on service to passenger

satisfaction.

Research population is all Cantik Express tain passenger which have come

to the customer. Sampling technique used by accidental random sampling, while

technique analysis the data is MSI (method of successive interval) and analysis the

multiple linear regression.

Result ofresearch indicate that (l) train passenger express enough satisff to

performaace of service and administration systenr, while satisfaction story level to

medium and intrument there is less even tendency to the lower; Q) all factors of

service quallty by simultan is real impact to passenger satisfaction with the influence

contuibution of equal to 55 percent; and (3) quality factor service (responsiveness)

having an effect on significant to passenger satisfaction with the contribution of

equal to 25 percent while quality factor service (assurance) influence is not

significant to passenger satisfaction

Key word : Service quality, Cantik Express train possenger satisfaction
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