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ABSTRAK 

 

Nama :  Wahyu Ningsih Hidayatullah 

Program Studi :  Ilmu Administrasi Publik 

Judul Skripsi :  Pengaruh Kualitas Pelayanan Transportasi Publik (P-

Transqual) terhadap Kepuasan Pengguna  Mass Rapid Transit 

(MRT) di Era New Normal (Rute Lebak Bulus-Bundaran HI) 

Kata Kunci 

Kualitas pelayanan, 

Transportasi publik, 

Kepuasan pengguna,  

Penelitian ini bertujuan untuk mengetahui pengaruh 

kualitas pelayanan transportasi publik terhadap kepuasan 

pengguna Mass Rapid Transit (MRT) di Era New Normal 

rute Lebak Bulus - Bundaran HI. Populasi pada penelitian 

ini menggunakan rumus pengambilan sampling Anderson 

dengan tingkat kesalahan 5% dan tingkat kepercayaan 95 

% yang mana populasi yang dijadikan sampel dalam 

penelitian ini berjumlah 96 responden. Teknik analisis 

data dengan analisis regresi linear berganda menggunakan 

program Statistical Product and Service Solution (SPSS) 

versi 26.0. Hasil penelitian menunjukkan bahwa kualitas 

pelayanan yang terdiri dari bukti fisik, kenyamanan, 

personil dan kehandalan secara parsial berpengaruh 

terhadap kepuasan pengguna layanan jasa Mass Rapid 

Transit (MRT) yang diukur berdasarkan indeks kepuasan 

masyarakat sesuai dengan Peraturan Menteri 

Pendayagunaan Aparatur Negara dan Reformasi Birokrasi 

Republik Indonesia Nomor 14 Tahun 2017. Diketahui 

dalam penelitian ini kualitas pelayanan mampu 

mempengaruhi kepuasan pengguna layanan jasa Mass 

Rapid Transit (MRT) sebesar 57,3 % sedangkan 42,7 % 

diterangkan oleh faktor-faktor lain diluar kualitas 

pelayanan yang dianalisis dalam penelitian ini. 

Pembimbing  Dr. Bhakti Nur Avianto, S.I.P., M.Si. 
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ABSTRACT 

 

Name : Wahyu Ningsih Hidayatullah 

Department : Public of Administration 

Tittle : The Effect of Public Transportation Service Quality (P-

Transqual) on Mass Rapid Transit (MRT) User Satisfaction 

in the New Normal Era (Lebak Bulus-Bundaran HI Route) 

Key Word 

Public 

Transportation 

Service Quality, 

User Satisfaction,  

This study aims to determine the effect of the quality 

of public transportation services on the satisfaction of 

Mass Rapid Transit (MRT) users in the New Normal Era 

on the Lebak Bulus - Bundaran HI route. The population 

in this study used Anderson's sampling formula with an 

error rate of 5% and a confidence level of 95%, where the 

population sampled in this study consisted of 96 

respondents. Data analysis technique with multiple linear 

regression analysis using the Statistical Product and 

Service Solution (SPSS) version 26.0 program. The results 

showed that service quality consisting of physical 

evidence, comfort, personnel and reliability partially 

affected the satisfaction of users of Mass Rapid Transit 

(MRT) services as measured by the community satisfaction 

index in accordance with the Regulation of the Minister of 

Administrative Reform and Bureaucratic Reform of the 

Republic of Indonesia Number 14 of 2017. It is known that 

in this study the quality of service can influence the 

satisfaction of users of Mass Rapid Transit (MRT) services 

by 57.3% while 42.7% is explained by other factors 

outside of service quality analyzed in this study 

Lecturer Dr. Bhakti Nur Avianto, S.I.P., M.Si. 
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