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ABSTRAK

Kota Semarang sebagai Ibu Kota Provinsi Jawa Tengah sekaligus kota metropolitan
terbesar kelima di Indonesia masih menghadapi permasalahan dalam penyediaan
transportasi umum. Pemerintah Kota Semarang melalui BLU UPTD Trans
Semarang menyelenggarakan layanan Bus Rapid Transit (BRT) yang beroperasi
sejak tahun 2009. Jumlah pengguna BRT Trans Semarang cenderung meningkat
setiap tahun meskipun bersifat fluktuatif. Peningkatan tersebut belum sepenuhnya
diimbangi oleh Responsivitas (X1) petugas dan kualitas Bukti Fisik (X2) sarana
dan prasarana yang memadai, sehingga memicu keluhan masyarakat. Penelitian ini
bertujuan untuk menganalisis pengaruh Responsivitas (X1) dan Bukti Fisik (X2),
baik secara parsial maupun simultan, terhadap Behavioral Intention (Y) pengguna
BRT Trans Semarang. Penelitian menggunakan pendekatan kuantitatif dengan tipe
eksplanatori. Data primer diperoleh dari 100 responden pengguna BRT Trans
Semarang melalui teknik proportional random sampling dengan instrumen
kuesioner. Analisis data meliputi uji validitas Spearman Rho, uji reliabilitas
Cronbach's Alpha, korelasi Kendall Tau (t), Korelasi Berganda, dan Koefisien
Determinasi (R?). Hasil penelitian menunjukkan bahwa Responsivitas (X1)
berpengaruh positif dan signifikan terhadap Behavioral Intention (Y) dengan
kontribusi sebesar 20,25%, sedangkan Bukti Fisik (X2) berpengaruh positif dan
signifikan dengan kontribusi sebesar 22,28%. Secara simultan, kedua variabel
memberikan pengaruh positif dan signifikan terhadap Behavioral Intention (Y)
dengan kontribusi sebesar 33,6%. Temuan ini menegaskan pentingnya peningkatan
kualitas layanan, khususnya pada aspek Responsivitas (X1) petugas dan Bukti Fisik
(X2), untuk meningkatkan niat masyarakat dalam menggunakan BRT Trans
Semarang, terutama dalam menghadapi potensi kenaikan tarif.

Kata Kunci: Responsivitas, Bukti Fisik, Behavioral Intention, BRT Trans Semarang



ABSTRACT

Semarang City, as the capital of Central Java Province and the fifth-largest
metropolitan city in Indonesia, continues to face challenges in the provision of
public transportation. The Semarang City Government, through the BLU UPTD
Trans Semarang, has operated a Bus Rapid Transit (BRT) system since 2009. The
number of BRT Trans Semarang users has generally increased over the years,
although it remains fluctuating. This increase has not been fully accompanied by
adequate Responsiveness (X1) of service personnel and the quality of Tangibles
(X2) related to facilities and infrastructure, resulting in public complaints.This
study aims to analyze the effect of Responsiveness (X1) and Tangibles (X2), both
partially and simultaneously, on Behavioral Intention (Y) of BRT Trans Semarang
users. The research employs a quantitative approach with an explanatory design.
Primary data were collected from 100 BRT Trans Semarang users using
proportional random sampling through a questionnaire. Data analysis techniques
include the Spearman Rho validity test, Cronbach's Alpha reliability test, Kendall s
Tau (z) correlation, multiple correlation analysis, and the coefficient of
determination (R?). The results indicate that Responsiveness (X1) has a positive and
significant effect on Behavioral Intention (Y), contributing 20.25%, while Tangibles
(X2) also show a positive and significant effect with a contribution of 22.28%.
Simultaneously, both variables have a positive and significant influence on
Behavioral Intention (Y), with a combined contribution of 33.6%. These findings
emphasize the importance of improving service quality, particularly in terms of staff
responsiveness and tangible aspects, to enhance users’ intention to continue using
BRT Trans Semarang, especially in the context of potential fare increases.

Keywords: Responsiveness, Tangibles, Behavioral Intention, BRT Trans Semarang
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