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ABSTRAK 
 

Penelitian ini bertujuan untuk mengukur kepuasan pelanggan Terhadap 

kualitas kinerja pada terminal penumpang Nusantara Pelabuhan Tanjung Priok. 

Dalam penelitian ini kepuasan pelanggan diukur berdasarkan kuesioner dengan 

sampel berjumlah 50 responden yaitu para penumpang yang memulai perjalanan 

dari terminal penumpang nusantara pelabuhan tanjung priok dengan tujuan masing-

masing. Metode yang digunakan dalam penelitian ini adalah deskriptif kuantitatif. 

Data yang diperoleh dalam penelitian ini dianalisis dengan metode Analisis Gap 

dan metode Importance Performance Analysis (IPA). Hasil penelitian menunjukan 

bahwa tingkat kesesuaian termasuk dalam kategori kepuasan tinggi yaitu sebesar 

97% berdasarkan pemetaan Importance Performance Analysis (IPA), masih 

terdapat atribut dengan nilai negatif yang menandakan perbedaan antara tingkat 

kinerja berdasarkan pengalaman pelanggan dan tingkat harapan pelanggan. 

Berdasarkan analisis Gap atribut dengan nilai positif antara kinerja dan harapan 

sebanyak 15 atribut postif dan 5 atribut dengan nilai negatif. Maka perusahaan 

hendaknya meningkatkan kualitas pelayanan khususnya pada pernyataan yang 

bernilai gap negatif, agar persentase kepuasan pelanggan terminal Nusantara dapat 

meningkat dan gap yang bernilai negatif dapat berbalik menjadi positif. 

 

Kata kunci: Kualitas Pelayanan, Kepuasan Pelanggan, Analisis Gap, Importance  

        Performance Analysis (IPA) 
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ABSTRACT 

 

This study aims to measure customer satisfaction with the quality of 

performance at the Nusantara passenger terminal of Tanjung Priok Port. In this 

study customer satisfaction was measured based on a questionnaire with a sample 

of 50 respondents, namely passengers who started the journey from the archipelago 

passenger terminal of Tanjung Priok Port with their respective destinations. The 

method used in this research is descriptive quantitative. The data obtained in this 

study were analyzed using the Gap Analysis method and the Importance 

Performance Analysis (IPA) method. The results showed that the level of conformity 

is included in the high satisfaction category which is 97% based on Importance 

Performance Analysis (IPA) mapping, there are still attributes with negative values 

which indicate the difference between the level of performance based on customer 

experience and the level of customer expectations. Based on Gap analysis, 

attributes with positive values between performance and expectations are 15 

positive attributes and 5 attributes with negative values. So the company should 

improve service quality, especially in statements that have a negative gap value, so 

that the percentage of Nusantara terminal customer satisfaction can increase and 

the negative gap can be reversed to positive. 

 

Keywords: Service Quality, Customer Satisfaction, Gap Analysis, Importance  

      Performance Analysis (IPA) 

 

 

 

 

 

 



 

ix 
 

DAFTAR ISI 

HALAMAN JUDUL……………………………………………………………...i 

LEMBAR PENGESAHAN UJIAN SKRIPSI SARJANA TERAPAN ............. 1 

HALAMAN PENGESAHAN SKRIPSI SARJANA TERAPAN ...................... iii 

LEMBAR PERNYATAAN KEASLIAN ............................................................... iv 

KATA PENGANTAR ................................................................................................ v 

ABSTRAK ................................................................................................................ vii 

ABSTRACT .............................................................................................................. viii 

DAFTAR ISI.............................................................................................................. ix 

DAFTAR TABEL ..................................................................................................... xi 

DAFTAR GAMBAR ............................................................................................... xii 

DAFTAR LAMPIRAN .......................................................................................... xiii 

 

BAB I PENDAHULUAN.......................................................................................... 1 

1.1 Latar Belakang ................................................................................................... 1 

1.2 Rumusan Masalah ............................................................................................. 3 

1.3 Tujuan Penelitian ............................................................................................... 3 

1.4 Manfaat Penelitian ............................................................................................. 3 

 

BAB II LANDASAN TEORI ................................................................................... 5 

2.1 Landasan Teori ................................................................................................... 5 

2.1.1 Pelabuhan, Terminal, dan Kapal ....................................................................... 5 

2.1.2 Sistem Fasilitas Penumpang ............................................................................. 5 

2.1.3 Embarkasi Penumpang ...................................................................................... 7 

2.1.4 Kualitas Pelayanan ............................................................................................ 7 

2.1.5 Kepuasan Pelanggan ....................................................................................... 10 

2.2 Penelitian Terdahulu ........................................................................................ 10 

2.3 Kerangka Pemikiran ........................................................................................ 12 

 

BAB III METODE PENELITIAN ....................................................................... 13 

3.1 Tempat dan Waktu Penilitian .......................................................................... 13 



 

x 
 

3.2 Bahan dan Materi Penelitian ........................................................................... 14 

3.2.1 Sumber Data .................................................................................................... 14 

3.2.2 Populasi ............................................................................................................ 14 

3.2.3 Sampel .............................................................................................................. 14 

3.2.3 Operasional Variabel Penelitian ...................................................................... 15 

3.3 Metode Penelitian ............................................................................................ 18 

3.4 Rancangan Penelitian ...................................................................................... 18 

3.5 Teknik Pengumpulan Data .............................................................................. 19 

3.6 Teknik Analisis Data ....................................................................................... 20 

 

BAB IV HASIL DAN PEMBAHASAN................................................................ 26 

4.1 Hasil Penilitian................................................................................................. 26 

4.1.1 Karekteristik Responden ................................................................................. 26 

4.1.2 Uji Validitas ..................................................................................................... 28 

4.1.3 Uji Reliabilitas Data ........................................................................................ 29 

4.1.4 Gambaran Variabel Penelitian ........................................................................ 29 

4.1.5 Hasil Analisis Gap ........................................................................................... 34 

4.1.6 Importance Performance Analysis (IPA) ....................................................... 38 

4.2 Pembahasan ..................................................................................................... 43 

4.2.1 Tingkat Kepuasan Pelanggan Di Terminal Penumpang Terhadap Kualitas 

Pelayanan Yang Diberikan Oleh PT. PELNI. ................................................ 43 

4.2.2 Atribut Yang Menjadi Keunggulan Dan Kelemahan Berdasarkan Kualitas 

Pelayanan Sesuai Dengan Keinginan Penumpang Terminal Nusantara ...... 44 

 

BAB V KESIMPULAN DAN SARAN ................................................................. 47 

5.1 Kesimpulan ...................................................................................................... 47 

5.2 Saran ................................................................................................................. 48 

 

DAFTAR PUSTAKA............................................................................................... 49 

DAFTAR LAMPIRAN ........................................................................................... 52 

 



 

xi 
 

DAFTAR TABEL 

 

 

 

 

 

 

 

 

 

Nomor Judul Tabel Halaman 

2. 1 Penelitian Terdahulu 10 

3. 1 Populasi Penumpang Kapal PT. PELNI 14 

3. 2 Operasional Variabel Penelitian  15 

3. 3 Skala Pengukuran 20 

4. 1 Jenis Kelamin Responden 26 

4. 2 Usia Responden 26 

4. 3 Pekerjaan Responden 27 

4. 4 Tujuan Berpergian Responden 27 

4. 5 Hasil Uji Validitas 28 

4. 6 Uji Reliabilitas Kinerja 29 

4. 7 Uji Reliabilitas Harapan 29 

4. 8 Kriteria Penilaian 29 

4. 9 Gambaran Variabel Kualitas Pelayanan Berdasarkan Kinerja 30 

4. 10 Gambaran Variabel Kualitas Pelayanan Berdasarkan Harapan 32 

4. 11 Hasil GAP Per-dimensi Kinerja dan Harapan 34 

4. 12 Hasil GAP Per-kriteria Kinerja dan Harapan 35 

4. 13 Hasil GAP Secara Keseluruhan 36 

4. 14 Tingkat Kepuasan 38 

4. 15 Tingkat Kesesuaian Antara Tingkat Kinerja dan Tingkat Harapan 38 

4. 16 Nilai Rataan Kinerja dan Harapan 39 



 

xii 
 

DAFTAR GAMBAR 

Nomor Judul Gambar Halaman 

2. 1 Kerangka Pemikiran 12 

3. 1 Kantor PT PELNI Cabang Tanjung Priok 13 

3. 2 Terminal Penumpang 13 

3. 3 Rancangan Penelitian 19 

3. 4 Rancangan Penelitian 24 

4. 1 Diagram Kartesius 40 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xiii 
 

DAFTAR LAMPIRAN 

Nomor Judul Lampiran Halaman 

1. Instrumen Penelitian 52 

2. Hasil Uji Validitas 55 

3. Hasil Uji Reliabilitas 56 

4. Hasil Analisis Gap 56 

5. Dokumen Penelitian 57 

6. Daftar Riwayat Hidup 58 

 


