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ABSTRAK

Stasiun Kereta Api Binjai merupakan salah satu stasiun kereta api yang
terletak di Kota Binjai, Provinsi Sumatera Utara, Indonesia. Stasiun ini memiliki
peran penting dalam menyediakan layanan transportasi bagi penduduk lokal dan
wisatawan yang menggunakan jalur kereta api tersebut. Berdasarkan hasil
observasi di lapangan masih banyak ditemukan keluhan masyarakat terhadap
pelayanan di Stasiun Binjai yang masih belum optimal terhadap pengguna jasa
terutama dalam hal penyediaan fasilitas pokok dan fasilitas penunjang. Penelitian
ini bertujuan untuk mengidentifikasi kepatuhan standar pelayanan minimum di
stasiun kereta api, mengukur kinerja pelayanan dan mengukur tingkat kepuasan
penumpang. Data primer terdiri dari data observasi, pilot survei dan kuisioner.
Instrument penelitian adalah kuesioner yang berisi pernyataan-pernyataan yang
diturunkan dari 5 dimensi menurut Parasuraman vyaitu: Tangible, Reliability,
Assurance, Empathy, Responsiveness. ltem pernyataan diperoleh dari standar
pelayanan minimum berdasarkan peraturan Menteri Perhubungan Nomor 63
Tahun 2019. Pengisian kuesioner = atribut pelayanan digunakan pernyataan
tertutup. Skala pengukuran kuesioner dalam penelitian ini adalah skala Likert
untuk menghasilkan data kuantitatif. Metode yang digunakan untuk mengukur
kinerja pelayanan adalah metode Importance Performance Analysis (IPA). Jumlah
sampel dikumpukan sebanyak 500 sampel dari data survei yang dilakukan dapat
disimpulkan bahwa Stasiun Kereta Api Binjai patuh terhadap standar pelayanan
minimum. Berdasarkan tingkat kinerja dan kepentingannya aanalisis kuadraan
menunjukkan atribut-atribut pelayanan yang perlu diprioritaskan antara lain
keamanan dan kenyamanan penumpang di stasiun, kebersihan di stasiun, jumlah
toilet di stasiun, sirkulasi udara di ruang tunggu stasiun, jumlah fasilitas ruang
tunggu dan tempat duduk. Sementara itu, yang cenderung berlebihan, antara lain
fasilitas melakukan ibadah, kelengkapan fasilitas kesehatan (P3K, Klinik),
pelayanan ruang boarding/pengecekan tiket, penerimaan pengaduan (Customer
Service), pelayanan tempat parkir yang memadai. Nilai CSI di Stasiun Kereta Api
Binjai adalah 80,25%, ini menunjukkan jika pelayanan pada Stasiun Kereta Api

Binjai sudah baik namun belum sepenuhnya memuaskan penumpang.



Kata kunci : Stasiun Kereta Api, Kinerja Pelayanan, Kepuasan Penumpang,
Importance Performance Analysis.

i



ABSTRACT

Binjai Railway Station is one of the railway stations located in Binjai City,
North Sumatra Province, Indonesia. This station has an important role in
providing transportation services for locals and tourists who use the railway line.
Based on the results of observations in the field, there are still many public
complaints about the service at Binjai Station which is still not optimal for service
users, especially in terms of providing basic facilities and supporting facilities.
This study aims to identify compliance with minimum service standards at train
stations, measure service performance and measure passenger satisfaction levels.
Primary data consists of observation data, pilot surveys and questionnaires. The
research instrument is a questionnaire that contains statements derived from 5
dimensions according to Parasuraman, namely: Tangible, Reliability, Assurance,
Empathy, Responsiveness. The statement item is obtained from the minimum
service standards based on the regulation of the Minister of Transportation
Number 63 of 2019. Filling out the service attribute questionnaire is used a closed
statement. The questionnaire measurement scale in this study is the Likert scale to
produce quantitative data. The method used to measure service performance is
the Importance Performance Analysis (IPA) method. The number of samples
compiled is 500 samples from the survey data carried out, it can be concluded
that Binjai Railway Station complies with minimum service standards. Based on
the level of performance and its importance, the quadrant analysis shows service
attributes that need to be prioritized, including the safety and comfort of
passengers at the station,
cleanliness in the station, the number of toilets in the station, air circulation in the
Station waiting room, the number of waiting room facilities and seating.
Meanwhile, those that tend to be excessive, including facilities for conducting
worship, completeness of health facilities (P3K, clinics), boarding room services /
ticket checking, complaint reception (Customer Service), adequate parking
services. The CSI value at Binjai Railway Station is 80.25%, this shows that the
service at Binjai Railway Station is good but has not fully satisfied passengers.
Keywords: Railway Station, Service Performance, Passenger Satisfaction,

Importance Performance Analysis.
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