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ABSTRAK 

Pelabuhan di Pulau Samosir merupakan pelabuhan Kapal Motor Penumpang yang 

berada di Pulau Samosir, Provinsi Sumatera Utara dengan kategori Pelabuhan 

Besar. Oleh karena itu sangat penting untuk menjaga tingkat kepuasan pengguna 

jasa terhadap pelayanan Pelabuhan tersebut. Penelitian ini bertujuan untuk 

mengevaluasi tingkat kinerja pelayanan berdasarkan analisis pelayanan angkutan 

penyeberangan kapal motor di Pulau Samosir. Penelitian ini bersifat kualitatif 

dengan menggunakan metode survei. Data dikumpulkan dengan menggunakan 

metode wawancara dan kuesioner mengenai kinerja pelayanan yang dinilai 

berdasarkan tingkat kepuasan pelanggan. Item pernyataan diperoleh dari standar 

pelayanan minimum berdasarkan peraturan Menteri Perhubungan Nomor            

62 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) dengan 

bantuan program SPSS. Jumlah sampel dikumpulkan sebanyak 1081 sampel 

untuk 6 kapal ferry dan 3 rute yaitu Tigaras-Simanindo, Ajibata-Tomok, Ajibata-

Ambarita dari data survei yang dilakukan dapat disimpulkan bahwa Kapal ferry 

menuju Samosir patuh terhadap standar pelayanan minimum. Berdasarkan tingkat 

kinerja dan kepentingannya aanalisis kuadraan menunjukkan atribut-atribut 

pelayanan yang paling banyak perlu diprioritaskan antara lain ketepatan waktu 

perjalanan kapal ferry terkaid informasi jadwal, jumlah toilet, fasilitas keamanan 

(CCTV), ketersediaan lampu penerang, kelengkapan fasilitas penunjang informasi 

(visual/layar informasi atau papan pengumuman, pengeras suara/speaker), fasilitas 

naik/turun penumpang dari Kapal ferry (tangga, apron), aksessibilitas dan 

ketersediaan fasilitas bagi penumpang disabilitas. Nilai CSI untuk setiap kapal 

yaitu,  KMP Sumut 1  (79,27%), KMP Sumut 2 (78,29%), Kmp, Tao Toba 

(80,49%), KMP Tao Toba 2 (80,45%), KMP Ihan Batak ( 77,10%), KMP Pora 

Pora (80,73%) ini menunjukkan jika pelayanan pada Kapal Motor Penumpang di 

Samosir sudah baik namun belum sepenuhnya memuaskan penumpang 

Kata kunci: Tingkat Kinerja Pelayanan Anggkutan Penyeberangan. 
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ABSTRACT 

The port on Samosir Island is a passenger motor ship port located on Samosir 

Island, North Sumatra Province with the category of Large Port. Therefore, it is 

very important to maintain the level of satisfaction of service users with the 

services of the Port. This study aims to evaluate the level of service performance 

based on the analysis of motor ship crossing transportation services on Samosir 

Island. This research is qualitative using a survey method. Data was collected 

using interview methods and questionnaires regarding service performance which 

were assessed based on customer satisfaction levels. Statement items are obtained 

from minimum service standards based on the regulation of the Minister of 

Transportation Number 62In 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 with the help 

of the SPSS program. The number of samples collected was 1081 samples for 6 

ferries and 3 routes, namely Tigaras-Simanindo, Ajibata-Tomok, Ajibata-

Ambarita from the survey data carried out, it can be concluded that the ferry to 

Samosir complies with the minimum service standards. Based on the level of 

performance and importance, quadratic analysis shows that the most service 

attributes need to be prioritized, including the punctuality of ferry travel, schedule 

information, the number of toilets, security facilities (CCTV), the availability of 

lighting lights, the completeness of information support facilities 

(visuals/information) screens or bulletin boards, loudspeakers/speakers), 

passenger boarding/disembarkation facilities from the ferry (stairs, apron), 

accessibility and availability of facilities for passengers with disabilities. 

Meanwhile, those that tend to be excessive, include the friendliness and courtesy 

of the officers, the availability and service of the operator's port, ferry travel 

facilities and customer service. The CSI value for each ship, namely, North 

Sumatra 1 (79.27%), North Sumatra 2 (78.29%), Tao Toba (80.49%), Tao Toba 2 

(80.45%), Ihan Batak (77.10%), Pora Pora (80.73%), shows that the service on 

the Passenger Motor Boat in Samosir is good but has not fully satisfied the 

passengers 

Keywords: Performance Level of Crossing Arrangement Services 
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K =  Banyaknya butir pertanyaan 

N =  Jumlah sampel 

Rxy =  Koefisien korelasi 

r =  Nilai reabilitas yang dicari 

T   =  Total skor harapan dan kualitas dari tiap atribut  

Tki   =  Tingkat kesesuaian responden 

 ̅  =  Bobot rata-rata tingkat penilaian kualitas pelayanan atribut 

 ̿ =  Nilai rata-rata kinerja atribut 

Xi =  Nilai kinerja atribut X ke-i 

Y =  Total jawaban responden 

 ̅ =  Bobot rata-rata tingkat penilaian kepentingan atribut 

 ̿ =  Nilai rata-rata kepentingan atribut 

Yi =  Nilai kepentingan atribut Y ke-i 

∑Y =  Jumlah skor dalam distribusi 

∑ ơ
2𝑏 =  Jumlah varians butir 

ơ
2𝑡 =  Varians total 
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