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SUMMARY 

PASSENGER SATISFACTION ANALYSIS ON THE SERVICES OF 

BAHAUR FERRY PORT IN PULANG PISAU REGENCY, Leony Fitria 

Hartantie, 2025, Civil Engineering Department/Study Program, Faculty of 

Engineering, Palangka Raya University. 

 

The Bahaur Ferry Port serves as one of the main gateways 

connecting Central Kalimantan with Java Island. Along with the increasing 

number of service users, the demand for higher service quality has also 

grown, although some facilities remain below standard. This study aims to 

identify the factors influencing passenger satisfaction, analyze satisfaction 

levels, and formulate strategies for service improvement. 

 

The research employed a quantitative approach through 

questionnaires distributed to 100 respondents. Data analysis was conducted 

using Importance Performance Analysis (IPA) based on the five service 

quality dimensions. The findings indicate that the average conformity level 

between performance and passenger expectations is 91.31%, meaning that 

overall port services have met passenger satisfaction. Of the 24 service 

indicators, 16 were in line with passenger expectations, while 8 required 

improvement. 

 

Based on the analysis results, the factors influencing passenger 

satisfaction at Bahaur Port include the cleanliness and comfort of facilities, 

the condition of equipment, the number of staff, the security of goods and 

vehicles, as well as services for passengers with special needs (people with 

disabilities, pregnant women, and the elderly). The passenger satisfaction 

level falls into the “satisfied” category with a conformity value of 91.31%, 

although there are eight indicators with low performance, particularly in 

providing attention to the elderly, people with disabilities, and pregnant 

women. The recommended improvement strategies include providing 

inclusive facilities such as ramps, wheelchairs, priority waiting areas, and 

disability-friendly toilets, along with improving physical facilities, 

increasing the number of staff, ensuring schedule consistency, and 

strengthening security measures to enhance the overall quality of service, 

while maintaining the aspects of service that are already performing well. 

 

Keywords: Passenger Satisfaction level, Bahaur Ferry Port, Service 

Quality, Importance Performance Analysis (IPA), SERVQUAL. 
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RINGKASAN 

ANALISIS TINGKAT KEPUASAN PENUMPANG TERHADAP 

PELAYANAN PELABUHAN PENYEBERANGAN BAHAUR DI 

KABUPATEN PULANG 

PISAU, Leony Fitria Hartantie, 2025, Jurusan/Program Studi Teknik Sipil, 

Fakultas Teknik, Universitas Palangka Raya 

 

Pelabuhan Penyeberangan Bahaur merupakan salah satu pintu 

gerbang utama transportasi laut yang menghubungkan Kalimantan Tengah 

dengan Pulau Jawa. Seiring meningkatnya jumlah pengguna jasa, tuntutan 

terhadap kualitas pelayanan semakin tinggi, namun masih terdapat 

keterbatasan fasilitas yang belum sesuai standar. Penelitian ini bertujuan 

untuk mengidentifikasi faktor-faktor yang mempengaruhi kepuasan 

penumpang, menganalisis tingkat kepuasan, serta merumuskan strategi 

peningkatan pelayanan. 

 

Metode penelitian menggunakan pendekatan kuantitatif dengan 

penyebaran kuesioner kepada 100 responden. Analisis data dilakukan 

menggunakan Importance Performance Analysis (IPA) berdasarkan lima 

dimensi kualitas pelayanan. Hasil penelitian menunjukkan rata-rata tingkat 

kesesuaian antara kinerja dan kepentingan sebesar 91,31%, yang berarti 

pelayanan pelabuhan secara umum telah memuaskan penumpang. Dari 24 

indikator pelayanan, 16 indikator sesuai harapan, sedangkan 8 indikator 

masih memerlukan perbaikan. 

 

Berdasarkan hasil analisis, faktor-faktor yang mempengaruhi 

kepuasan penumpang di Pelabuhan Bahaur mencakup aspek kebersihan dan 

kenyamanan fasilitas, kondisi peralatan, jumlah petugas, keamanan barang 

dan kendaraan, serta layanan bagi penumpang berkebutuhan khusus 

(disabilitas, ibu hamil, dan lansia). Tingkat kepuasan penumpang berada 

pada kategori “puas” dengan nilai kesesuaian 91,31%, meskipun terdapat 

delapan indikator yang masih rendah kinerjanya, khususnya perhatian 

terhadap lansia, disabilitas, dan ibu hamil. Strategi peningkatan yang 

disarankan meliputi penyediaan fasilitas inklusif seperti jalur landai, kursi 

roda, ruang tunggu prioritas, dan toilet ramah disabilitas, disertai perbaikan 

fasilitas fisik, penambahan petugas, konsistensi jadwal, dan penguatan 

aspek keamanan guna meningkatkan kualitas pelayanan secara menyeluruh, 

sementara aspek pelayanan yang sudah baik perlu terus dipertahankan. 

 

Kata Kunci: Tingkat Kepuasan Penumpang, Pelabuhan Penyeberangan 

Bahaur, Kualitas Pelayanan, Importance Performance Analysis (IPA), 

SERVQUAL 
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