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ABSTRAK 

Bus Trans Jatim merupakan layanan angkutan massal berbasis Bus Rapid Transit (BRT) yang 

dikembangkan untuk meningkatkan mutu pelayanan transportasi publik di wilayah 

Gerbangkertosusila. Salah satu elemen kunci yang berperan dalam membentuk kepuasan 

serta minat masyarakat untuk menggunakan angkutan umum adalah kualitas halte sebagai 

fasilitas pendukung utama. Penelitian ini bertujuan untuk menilai kondisi eksisting dan 

kualitas pelayanan halte Bus Trans Jatim Koridor I (Porong–Surabaya–Gresik) berdasarkan 

persepsi pengguna, sekaligus mengkaji tingkat kesesuaiannya terhadap Peraturan Menteri 

Perhubungan Nomor 27 Tahun 2015 tentang Standar Pelayanan Minimal Angkutan Massal 

Berbasis Jalan. Metode yang digunakan dalam penelitian ini adalah mixed methods dengan 

desain sequential explanatory. Pengumpulan data dilakukan melalui penyebaran kuesioner 

kepada pengguna Bus Trans Jatim serta observasi lapangan menggunakan daftar periksa 

fasilitas halte. Analisis data dilakukan dengan penerapan Model Kano dan Importance–

Satisfaction Analysis guna mengidentifikasi karakteristik atribut pelayanan serta menetapkan 

prioritas perbaikan. Analisis hasil evaluasi mengindikasikan bahwa secara komprehensif, 

kondisi halte Bus Trans Jatim Koridor I belum mencapai parameter kelayakan keselamatan 

dan kenyamanan yang ditetapkan. Dalam dimensi keselamatan, tingkat kepatuhan 

teridentifikasi rendah; hanya dua halte (6,06%) yang sepenuhnya memenuhi seluruh kriteria 

standar, sementara persentase yang signifikan, yaitu 75,75% halte, menunjukkan pencapaian 

di bawah angka 50%. Lebih lanjut, kehadiran personel keamanan hanya terdeteksi di tiga 

halte (9,09%). Di sisi lain, aspek pencahayaan menunjukkan situasi yang relatif lebih 

memuaskan, dengan ketersediaan pada 31 halte (87,87%), meskipun data mengenai insiden 

keselamatan hanya dapat diakses di dua halte (6,06%). Berlanjut pada dimensi kenyamanan, 

defisiensi terbesar terletak pada regulasi suhu, di mana 27 halte (81,81%) gagal memenuhi 

standar yang berlaku, dan hanya dua halte (6,06%) yang dilengkapi fasilitas terkait. 

Sebaliknya, tingkat kebersihan menunjukkan performa yang baik, dengan 31 halte (93,93%) 

memenuhi standar. Ukuran lantai dianggap memadai pada proporsi sekitar 87,88% halte, 
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namun terdapat isu krusial di mana 100% halte belum mengoptimalkan desain untuk 

memfasilitasi kemudahan pergerakan penumpang saat naik dan turun. Penilaian kepuasan 

mengindikasikan bahwa tingkat kesesuaian layanan berada pada rentang rata-rata 70–80%, 

yang menyiratkan adanya defisit kinerja, khususnya terkait kenyamanan, diseminasi 

informasi layanan, dan kemudahan akses. Melalui aplikasi analisis Model Kano, upaya 

perbaikan diklasifikasikan ke dalam tiga jenjang superioritas utama. Dengan demikian, 

Prioritas I memerhatikan atribut fundamental terkait keamanan dan penyampaian informasi; 

Prioritas II berfokus pada augmentasi area penantian dan substansi informasi layanan; 

sementara Prioritas III mencakup fitur tambahan seperti konektivitas nirkabel dan fasilitas 

pengisian daya. Dalam konteks rancangan strategis, intervensi diarahkan secara primer pada 

Prioritas I dan II, mengingat kedua kategori tersebut berperan sebagai determinan paling vital 

yang secara langsung memengaruhi aspek keamanan, aksesibilitas, dan fondasi kepuasan 

pengguna. 

 

Kata Kunci: Bus Trans Jatim, Halte BRT, Kualitas Pelayanan, Model Kano 
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ABSTRACT 

The Trans East Java Bus is a Bus Rapid Transit (BRT)-based mass transportation service 

developed to improve the quality of public transportation services in the Gerbangkertosusila 

area. One of the key elements that plays a role in shaping public satisfaction and interest in 

using public transportation is the quality of bus stops as the main supporting facilities. This 

study aims to assess the existing condition and service quality of the Trans Jatim Bus Corridor 

I (Porong-Surabaya-Gresik) bus stop based on user perception, as well as to assess the level 

of conformity with the Regulation of the Minister of Transportation Number 27 of 2015 

concerning Minimum Service Standards for Road-Based Mass Transportation. The method 

used in this study is mixed methods with sequential explanatory design. Data collection was 

carried out through the distribution of questionnaires to Trans East Java Bus users and field 

observations using the checklist of bus stop facilities. Data analysis was carried out by 

applying the Kano Model and Importance–Satisfaction Analysis to identify the 

characteristics of service attributes and determine improvement priorities. The analysis of the 

evaluation results indicates that comprehensively, the condition of the Trans Jatim Corridor 

I bus stop has not reached the set safety and comfort feasibility parameters. In the safety 

dimension, the level of compliance was identified as low; Only two bus stops (6.06%) fully 

met all the standard criteria, while a significant percentage, 75.75% of stops, showed 

achievement below the 50% mark. Furthermore, the presence of security personnel was only 

detected at three bus stops (9.09%). On the other hand, the lighting aspect showed a relatively 

more satisfactory situation, with availability at 31 stops (87.87%), although data on safety 

incidents could only be accessed at two stops (6.06%). Continuing on the dimension of 

comfort, the biggest deficiency lies in temperature regulation, where 27 bus stops (81.81%) 

failed to meet applicable standards, and only two bus stops (6.06%) were equipped with 

related facilities. In contrast, the level of cleanliness showed good performance, with 31 stops 

(93.93%) meeting the standard. The floor size is considered adequate in the proportion of 

around 87.88% of stops, but there is a crucial issue where 100% of the stops have not 
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optimized the design to facilitate the ease of passenger movement when boarding and 

disembarking. Satisfaction assessments indicate that service suitability is in the average range 

of 70–80%, which implies a performance deficit, especially related to convenience, 

dissemination of service information, and ease of access. Through the application of the Kano 

Model analysis, improvement efforts are classified into three main levels of superiority. Thus, 

Priority I pays attention to fundamental attributes related to security and information 

delivery; Priority II focuses on increasing the waiting area and the substance of service 

information; while Priority III includes additional features such as wireless connectivity and 

charging facilities. In the context of strategic design, interventions are primarily directed at 

Priorities I and II, considering that these two categories play a role as the most vital 

determinants that directly affect the aspects of security, accessibility, and the foundation of 

user satisfaction   

 

Kata Kunci: East Java Trans Buses, BRT Stops, Service Quality, Kano Models  
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