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ABSTRAK

Nama : Ori Viando Fahrurozi
Program Studi - Administrasi Publik
Judul Skripsi : Kualitas Layanan Transportasi Umum Mikrotrans Depok

(Studi Rute Terminal Depok - Jatijajar)
Dosen Pembimbing  : Angga Sulaiman, S.IP.,M.AP

Penelitian ini membahas Kualitas Layanan Transportasi Umum Mikrotrans Depok
pada Rute Terminal Depok - Jatijajar sebagai transportasi pengumpan yang
dikelola oleh pihak swasta dengan keterlibatan Pemerintah Kota Depok dalam
penetapan rute, pengawasan operasional, perizinan, serta peresmian layanan.
Penelitian ini berlandaskan pada Peraturan Menteri Perhubungan Nomor 49 Tahun
2018 Pasal 1 Ayat (2) bahwa Setiap bentuk pelayanan publik, termasuk transportasi
umum, tidak hanya diselenggarakan oleh instansi pemerintah, tetapi dilakukan oleh
BUMN, BUMD, pihak swasta yang diberi kewenangan, dan badan hukum lain
yang bertujuan memberikan pelayanan kepada publik serta Peraturan Wali Kota
Depok No 7 tahun 2025 tentang jaringan trayek angkutan perkotaan. Kajian
pustaka dalam penelitian ini menggunakan Teori SERVQUAL yang terdiri dari
lima dimensi, yaitu bukti fisik (tangibles), kehandalan (reliability), daya tanggap
(responsiveness), jaminan (assurance), dan empati (empathy). Penelitian yang
digunakan adalah kualitatif deskriptif dengan teknik pengumpulan data melalui
wawancara, observasi, dan dokumentasi. Informan penelitian terdiri dari pihak
pengelola, pengemudi, pengguna layanan, serta informan tambahan dari Dinas
Perhubungan Kota Depok. Analisis data dilakukan melalui tahapan reduksi data,
penyajian data, dan penarikan kesimpulan menggunakan model Miles dan
Huberman. Hasil penelitian menunjukkan bahwa kualitas layanan Mikrotrans
Depok secara umum telah berjalan dengan baik, dalam aspek kenyamanan
kendaraan, keamanan perjalanan, serta sikap ramah pengemudi terhadap
penumpang. Namun, masih terdapat beberapa kendala, seperti keterbatasan jumlah
armada yang menyebabkan jadwal kedatangan kurang pasti, lamanya waktu tunggu
penumpang yang belum konsisten dengan- waktu operasional, serta minimnya
fasilitas pendukung seperti rambu stop Mikrotrans Depok yang memengaruhi
keteraturan layanan, selain itu belum optimalnya dukungan sistem operasional
untuk pengawasan armada. Dengan demikian, layanan Mikrotrans Depok telah
memenuhi standar kualitas layanan, tetapi masih memerlukan peningkatan sarana
prasarana, penerapan rambu stop untuk mendukung sistem pemberhentian
penumpang, serta kehandalan operasional yang lebih konsisten, tepat waktu dan
aplikasi pendukung untuk memantau layanan Mikrotrans Depok lebih sesuai. Oleh
karena itu, diperlukan evaluasi dari pihak pengelola dan penguatan pengawasan
dari Pemerintah Kota Depok untuk meningkatkan efektivitas dan efisiensi layanan
pada Transportasi Umum Mikrotrans Depok.

Kata Kunci: Kualitas Layanan; Mikrotrans Depok; SERVQUAL,; Transportasi
Umum.
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ABSTRACT

Name . Ori Viando Fahrurozi
Study Program . Public Administration
Thesis Title : Service Quality of Depok Mikrotrans Public
Transportation
(Study of the Depok Terminal - Jatijajar Route)
Supervisor : Angga Sulaiman, S.IP., M. AP

This study discusses the quality of public transportation services of Mikrotrans
Depok on the Terminal Depok - Jatijajar route as a feeder transportation managed
by the private sector with the involvement of the Depok City Government in route
determination, operational supervision, licensing, and service inauguration. This
study is based on the Regulation of the Minister of Transportation Number 49 of
2018 Article 1 Paragraph (2) which states that every form of public service,
including public transportation, is not only organized by government agencies, but
also carried out by state-owned enterprises, regional-owned enterprises,
authorized private parties, other legal entities aimed at providing services to the
public and Mayor of Depok Regulation No. 7 of 2025 about the urban transport
route network. The literature review In this study uses the SERVQUAL Theory.
which consists of five dimensions, namely physical evidence (tangible), reliability,
responsiveness, assurance, and empathy. The research approach used is
descriptive qualitative with data collection techniques through interviews,
observation, and documentation. The research informants consist of management
personnel, drivers, service users, as well as additional informants from the Depok
City Transportation Office. Data anatysis was carried out through stages of data
reduction, data presentation, and drawing conclusions using the Miles and
Huberman model. The research results indicate that the quality of Depok's
Mikrotrans services has generally been running well, particularly in aspects of
vehicle comfort, travel safety, and the friendly attitude of drivers towards
passengers. However, there are stitl several obstacles, such as the limited number
of fleets causing uncertain arrival schedules, and passenger waiting times that are
not yet consistent with operational hours, as well as the lack of supporting facilities
such as Depok microtrans stop signs that affect service regularity. In addition, the
operational system support for fleet supervision has not been optimal. Thus, Depok
Microtrans services have met service quality standards but still require
improvements in infrastructure, implementation of stop signs to support the
passenger stopping system, as well as more consistent and timely operational
reliability, and supporting applications to monitor Depok microtrans services more
appropriately and effectively. Therefore, evaluation by the management and
strengthening of supervision by the Depok City Government are needed to improve
the effectiveness and efficiency of services in Depok Microtrans Public
Transportation.

Keywords: Mikrotrans Depok; Public Transportation; Service Quality;
SERVQUAL.
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