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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan KRL Commuter 

Line di Stasiun Manggarai, yang menghadapi berbagai tantangan, antara lain 

kepadatan penumpang, keterlambatan perjalanan, dan kurangnya fasilitas 

pendukung. Penelitian ini mengacu pada teori yang dikembangkan oleh Zeithaml, 

Parasuraman, dan Berry, yang mencakup lima dimensi penting: Tangibles, 

Reliability, Responsiveness, Assurance, dan Empathy 

Metode yang digunakan dalam penelitian ini adalah pendekatan kualitatif dengan 

desain deskriptif, yang meliputi wawancara, observasi, dan pengumpulan 

dokumentasi. Hasil penelitian menunjukkan bahwa meskipun telah dilakukan 

modernisasi infrastruktur, masih terdapat sejumlah kekurangan, terutama terkait 

fasilitas pendukung, keterlambatan perjalanan, dan aksesibilitas bagi penyandang 

disabilitas 

Kesimpulan dari penelitian ini menegaskan pentingnya peningkatan kualitas 

pelayanan KRL di Stasiun Manggarai, yang perlu dilakukan melalui perbaikan 

manajemen operasional, optimalisasi fasilitas, serta peningkatan komunikasi 

dengan pengguna layanan. 

 

Kata Kunci: KRL Commuter Line, Stasiun Manggarai, Kualitas Pelayanan, 

Transportasi Publik. 
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ABSTRACT 

 

This study aims to analyze the quality of Commuter Line services at Manggarai 

Station, which faces various challenges, including passenger density, travel delays, 

and lack of supporting facilities. This study refers to the theory developed by 

Zeithaml, Parasuraman, and Berry, which includes five important dimensions: 

Tangibles, Reliability, Responsiveness, Assurance, and Empathy. 

The method used in this study is a qualitative approach with a descriptive design, 

which includes interviews, observations, and documentation collection. The results 

of the study indicate that although infrastructure modernization has been carried 

out, there are still a number of shortcomings, especially related to supporting 

facilities, travel delays, and accessibility for people with disabilities. 

The conclusion of this study emphasizes the importance of improving the quality 

of Commuter Line services at Manggarai Station, which needs to be done through 

improving operational management, optimizing facilities, and improving 

communication with service users. 

 

Keywords: Commuter Line, Manggarai Station, Service Quality, Public 

Transportation. 
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