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MOTTO

“Allah tidak akan membebani seseorang melainkan sesuai dengan

kesanggupannya”

(QS. Al-Bagarah 2:286)

“Life can be heavy, especially if you try to carry it all at once. Part of growing up
and moving into new chapters of your life is about catch or release. What | mean
by that is, knowing what things to keep and what things to release. You can’t
carry all things, all grudges, all problems, and all the bad things. Decide what is
yours to hold and let the rest go.”

(Taylor Swift)

“In life things just aint meant to be. To keep your balance, you must keep moving,

feel urself grow dan heal urself.”
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ABSTRAK

Pelayanan inklusif merupakan sistem pelayanan yang dirancang untuk
menghilangkan seluruh hambatan dalam pelayanan publik salah satunya dalam
akses transportasi. Transportasi yang ada di Jakarta saat ini belum sepenuhnya
ramah bagi disabilitas. Pada tahun 2016 muncul kehadiran Transjakarta Cares
yang menjadi wujud penemuhan transportasi inklusif di Daerah Khusus Jakarta
oleh Pemerintah Provinsi DKI Jakarta dan PT Transportasi Jakarta. Meskipun
demikian, masih terdapat hambatan seperti kesenjangan jumlah unit dengan jumlah
disabilitas di Jakarta dan kesulitan mendapat kesempatan layanan akibat kendala
prosedur. Adapun penelitian ini bertujuan untuk menganalisis pelayanan inklusif
layanan Transjakarta Cares di Daerah Khusus Jakarta dan mengungkap faktor
pendukung dan penghambat yang mempengaruhi terwujudnya pelayanan inklusif
pada Transjakarta Cares di Daerah Khusus Jakarta. Teori yang dipakai ialah teori
pelayanan inklusif oleh Dwiyanto (2010) dengan metode penelitian kualitatif
deskriptif. Hasil dari penelitian ini menunjukkan terdapat 3 dari 5 aspek yang belum
optimal yaitu aspek pengakuan, aspek tanpa label dan aspek kegunaan. Temuan lain
ialah faktor yang menghambat pelayanan inklusif pada Transjakarta Cares di
Daerah Khusus Jakarta yaitu faktor aturan, faktor pendapatan dan faktor
keterampilan petugas. Untuk mengatasi hambatan tersebut, disarankan untuk
menyelenggarakan pelatihan yang continue dan berbasis pada pengalaman,
penambahan unit operasional selain skema CSR dan standar penerimaan
penumpang yang transparan.

Kata Kunci: Pelayanan Inklusif, Penyandang Disabilitas, Transportasi
Inklusif, Transjakarta Cares.
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ABSTRACT

Inclusive service is a service system designed to eliminate all obstacles in public
services, one of which is in transportation access. Transportation in Jakarta is
currently not completely friendly to people with disabilities. In 2016, the presence
of Transjakarta Cares emerged as a form of discovery of inclusive transportation
in the Special Region of Jakarta by the Provincial Government of DKI Jakarta and
PT Transport Jakarta. However, there are still obstacles such as the gap in the
number of units with the number of disabilities in Jakarta and difficulties in getting
service opportunities due to procedural constraints. This study aims to analyze the
inclusive services of Transjakarta Cares services in the Special Region of Jakarta
and reveal the supporting and inhibiting factors that affect the realization of
inclusive services at Transjakarta Cares in the Special Region of Jakarta. The
theory used is the theory of inclusive service by Dwiyanto (2010) with a descriptive
qualitative research method. The results of this study show that there are 3 out of 5
aspects that are not optimal, namely the recognition aspect, the unlabeled aspect
and the usability aspect. Another finding is that the factors that hinder inclusive
services at Transjakarta Cares in the Jakarta Special Region are the rule factor,
the income factor and the skill factor of the officers. To overcome these obstacles,
it is recommended to organize continuous and experience-based training, the
addition of operational units in addition to CSR schemes and transparent passenger
acceptance standards.

Keywords: Inclusive  Services, Persons with Disabilities, Inclusive
Transportation, Transjakarta Cares.
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