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ABSTRAK

Salah satu transportasi umum di Kota Batam yaitu Bus Trans Batam. Bus Trans
Batam merupakan transportasi umum yang dihadirkan oleh pemerintah Kota Batam
kepada masyarakat. Dalam upaya untuk menciptakan kepuasan penumpang, kualitas
layanan, serta fasilitas dengan mempertahankan nilai kepuasan penumpang.
Penelitian ini tujuannya guna memahami pengaruh fasilitas serta kualitas layanan
pada kepuasan penumpang Trans Batam di koridor Sekupang-Jodoh. Metode yang
dipergunakan yaitu kuantitatif dimana kuesioner dijadikan instrumen pada
pengumpulan datanya. Teknik yang dipergunakan probability sampling yakni
pengambilan sample dengan simple random sampling. Sample yang dipergunakan
jumlahnya 100 responden pengguna Bus Trans Batam. Hasil penelitian ini diuji
mempergunakan SPSS 25 memperlihatkan kepuasan penumpang dipengaruhi kualitas
layanan serta fasilitas dengan RSquare 0,843 (84,3%). Hasil ini membuktikan
kualitas layanan serta fasilitas ada pengaruh positif signifikan pada kepuasan

penumpang.

Kata Kunci: Kualitas Pelayanan; Fasilitas; Kepuasan Penumpang.



ABSTRACT

One of the public transportation in Batam City, namely the Trans Batam Bus. The
Trans Batam Bus is a public transportation presented by the Batam City government
to the public. In an effort to create passenger satisfaction. Facilities and survice
quality by maintaining the value of passenger satisfaction. The purpose of this study
was to determine the effect of facilities and service quality on the satisfaction of
passengers using Trans Batam in the Sekupang-Jodoh corridor. The method used in
this study is a quantitative method in which questionnaires are disributed as
instruments in data collection. The sample technique used to collect data in this study
is sampling using a probability sampling technique or called simple random
sampling. With a total of 100 respondents using the Trans Batam Bus. The results of
the research that were tested using SPSS version 25 showed that passenger
satisfaction was influenced by facilities and service quality with an R Square value of
0.843 or 84,3%. The results of this study indicate that the variable facilities and
service quality have a positive and significant effect on passenger satisfaction.

Keywords: Facilities; Passenger Satisfaction; Service Quality.
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