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Ir. Ach. Fadillah, MT 2), Zaid Dzulkarnain Z, ST, MT 3) 

Jurusan Teknik Sipil, Fakultas Teknik, Merdeka Malang 

ABSTRAK 
 

PO Gunung Harta adalah usaha yang bergerak di bidang biro perjalanan umum 

yang perlu diperhatikan kualitas pelayanan untuk kepuasan pengguna jasa. 

Terciptanya kepuasan pengguna jasa dapat menimbulkan loyalitas kepada 

perusahaan jasa. Penelitian ini bertujuan untuk mengetahui sejauh mana Peraturan 

Menteri Perhubungan Nomor 29 Tahun 2015 telah diterapkan oleh PO Gunung 

Harta serta menganalisis kinerja pelayanan Bus Gunung Harta executive class. 

Kinerja pelayanan berdasarkan persepsi penumpang bus Gunung Harta executive 

class yang mengacu pada Standar Pelayanan Minimal berdasarkan Peraturan 

Menteri Perhubungan No 29 Tahun 2015, kemudian dianalisis menggunakan 

metode IPA (Importance Performance Analysis). Berdasarkan hasil penelitian PO 

Bus Gunung Harta sudah memenuhi 81% parameter Standar Pelayanan Minimal 

berdasarkan Peraturan Menteri No. 29 Tahun 2015. Selain itu, hasil penilaian 

penumpang terhadap kinerja pelayanan dengan nilai rata – rata 4,34, sedangkan 

kepentingan dengan nilai rata – rata 4,54 dan untuk hasil analisis kesesuaian dengan 

nilai rata – rata sebesar 95,64%, sehingga menunjukkan bahwa kinerja sudah baik 

namun beberapa indikator perlu diperbaiki. 

Kata kunci: Bus, Kinerja, Pelayanan, Importancse Performance Analysis (IPA). 

 

 

 

 

 

 



viii 
 

PERFORMANCE ANALYSIS OF PUBLIC TRANSPORT BUS SERVICES 
AT TRAVEL BUREAU 

 (CASE STUDY PO GUNUNG HARTA MALANG CITY) 
 

Regita Vianti Pramesti 1) 

Ir. Ach. Fadillah, MT 2), Zaid Dzulkarnain Z, ST, MT 3) 

Jurusan Teknik Sipil, Fakultas Teknik, Merdeka Malang 

ABSTRACT 
 

PO Gunung Harta is a business operating in the general travel agency sector which 

needs to pay attention to service quality for service user satisfaction. Creating 

service user satisfaction can create loyalty to the service company. This research 

aims to determine the extent to which Minister of Transportation Regulation 

Number 29 of 2015 has been implemented by PO Gunung Harta and to analyze the 

performance of the executive class Gunung Harta Bus service. Service performance 

is based on the perceptions of Gunung Harta executive class bus passengers which 

refer to the Minimum Service Standards based on Minister of Transportation 

Regulation No. 29 of 2015, then analyzed using the IPA (Importance Performance 

Analysis) method. Based on research results, the Gunung Harta Bus PO has met 

81% of the Minimum Service Standard parameters based on Ministerial Regulation 

No. 29 of 2015. Apart from that, the results of passenger assessments of service 

performance are with an average value of 4.34, while interests have an average 

value of 4.54, and for suitability analysis results the average value is 95.64%, so 

shows that performance is good but several indicators need to be improved. 

Keywords: Bus, Performance, Service, Importance Performance Analysis (IPA). 
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