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Judul :  Pengaruh Kualitas Pelayanan Terhadap Kepuasan Masyarakat Pengguna 

Bus Rapid Transit (BRT) di Kota Semarang 

Nama :  Maria Tika Saraswati 

NIM :  14030117140107 

 

ABSTRAK 

Penelitian ini dilatarbelakangi oleh banyaknya keluhan masyarakat dalam 

menggunakan Bus Rapid Transit (BRT) Semarang. Tujuan penelitian ini yaitu 

untuk mengetahui dan menguji pengaruh kualitas pelayanan terhadap kepuasan 

masyarakat pengguna Bus Rapid Transit (BRT) di Kota Semarang. Metode 

penelitian yang digunakan adalah kuantitatif eksplanatori, dengan sampel 

penelitian sebanyak 100. Teknik pengambilan sampel menggunakan teknik 

Probability Sampling, khususnya menggunakan teknik Simple Random Sampling. 

Teknik analisis pada penelitian ini yaitu uji validitas, uji reliabilitas, korelasi 

Kendall Tau, dan koefisien Determinasi. Hasil penelitian menunjukkan bahwa  

Kualitas Pelayanan terhadap Kepuasan Masyarakat memiliki korelasi sebesar 

0,316, dengan taraf signifikansi 0,01. Nilai kontribusi dari kualitas pelayanan 

terhadap kepuasan masyarakat adalah sebesar 9,98%, sehingga terdapat 90,02% 

variabel lain yang mempengaruhi variabel kepuasan masyarakat diluar dari variabel 

kualitas pelayanan. Berdasarkan hasil tersebut dapat disimpulkan bahwa terdapat 

pengaruh antara Kualitas Pelayanan terhadap Kepuasan Masyarakat pengguna Bus 

Rapid Transit (BRT) Kota Semarang. Saran yang diberikan yaitu pemberian 

edukasi atau pembekalan kepada setiap pegawai dan terus melakukan 

pengembangan sarana dan prasarana BRT Trans Semarang. 

Kata Kunci : Kepuasan Masyarakat, Kualitas Pelayanan, Bus Rapid Transit 
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Title :  The Effect of Service Quality on Community Satisfaction of Bus Rapid 

Transit (BRT) Users in Semarang City 

Name :  Maria Tika Saraswati 

NIM : 14030117140107 

 

ABSTRACT 

The background of this research is the many complaints of the public in using Bus 

Rapid Transit (BRT) Semarang. The purpose of this study is to determine and 

examine the effect of service quality on community satisfaction using Bus Rapid 

Transit (BRT) in Semarang City. The research method used is quantitative 

explanatory, with a research sample of 100. Sampling techniques using Probability 

Sampling techniques, especially using Simple Random Sampling techniques. The 

analysis techniques in this study are Validity test, Reliability test, Kendall Tau 

Correlation, and Determination Coefficient. The results showed that the quality of 

service to community satisfaction had a correlation of 0,316, with a significance 

level of 0.01. The value of the contribution of service quality to community 

satisfaction is 9.98%, so there are 90.02% of other variables that affect the variable 

of community satisfaction outside of the service quality variable. Based on these 

results, it can be concluded that there is an influence between the quality of service 

to community satisfaction of the community of Bus Rapid Transit (BRT) users in 

Semarang City. The advice given is to provide education or supply to each 

employee and continue to develop the facilities and infrastructure of BRT Trans 

Semarang. 

 

Key words: Community Satisfaction, Service Quality, Bus Rapid Transit 
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