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ABSTRAK

ANALISIS KUALITAS PELAYANAN FASILITAS TERMINAL
DOMESTIK TERHADAP KEPUASAN PENUMPANG DI BANDAR
UDARA INTERNASIONAL MINANGKABAU DENGAN METODE

CUSTOMER SATISFACTION INDEX (CSI) DAN IMPORTANCE

PERFORMANCE ANALYSIS (IPA)

Oleh:

NABELLA APRILLIANTI
NIT.30621040

Bandar Udara Internasional Minangkabau merupakan salah satu bagian
penting dari transportasi udara yang terletak di Padang,Sumatera Barat. Jumlah
penumpang dan pergerakan pesawat yang meningkat di bandar udara memerlukan
penelitian tambahan. Ini berkaitan dengan kemampuan bandar udara untuk
memenuhi kebutuhan pelanggannya. Latar belakang penelitian ini didasarkan pada
peningkatan signifikan jumlah penumpang setiap tahunnya, yang menuntut
peningkatan kualitas pelayanan fasilitas di terminal domestik. Jumlah pergerakan
penumpang pada tahun 2023 mengalami kenaikan sebesar 27% dari tahun
2022.Dengan jumlah pergerakan penumpang yang setiap tahunnya terus
bertambah,kondisi fasilitas yang disediakan harus ditingkatkan guna memberikan

rasa nyaman,aman,dan menimbulkan kepuasan bagi para pengguna jasa.

Penelitian ini menggunakan penelitian kuantitatif.Data yang digunakan
dalam penelitian ini adalah data primer yaitu kuesioner.Untuk pengambilan sampel
sebanyak 83 responden diberikan kepada penumpang di area terminal domestik.
Penelitian ini bertujuan untuk menganalisis kualitas pelayanan fasilitas terminal
domestik terhadap kepuasan penumpang di Bandar Udara Internasional
Minangkabau. Data yang dikumpulkan kemudian dianalisis menggunakan dua
metode, yaitu Customer Satisfaction Index (CSI) dan Importance Performance
Analysis (IPA).



Hasil penelitian menunjukkan bahwa indeks kepuasan penumpang (CSI)
mencapai 85,45%, yang masuk dalam kategori sangat puas. Namun, analisis IPA
mengidentifikasi bahwa terdapat delapan fasilitas di kuadran I yang memiliki nilai
kepuasan relatif rendah, sehingga perlu diprioritaskan untuk perbaikan guna
meningkatkan kualitas layanan.Fasilitas tersebut terdiri dari Pelayanan informasi
nomor gate yang masih belum miudah ditemukan oleh penumpang,waktu tunggu
antrian pemeriksaan keamanan (<7 menit) belum efektif dan sesuai
prosedur,Ketersediaan fasilitas berbelanja,restoran dan café belum cukup dan
memadai bagi pengunjung (termasuk dengan ketersediaan informasi harga
produk),Kurangnya ketersediaan fasilitas free charging,Fasilitas pengguna
berkebutuhan khusus tersedia namun belum difungsikan dengan baik, Fasilitas pada
area pemeriksaan (x-ray,dan security check point) perlu diperbaiki guna
meningkatkan kualitasnya,Pelayanan informasi bandara masih belum terdengar
jelas apabila terjadi penumpukan penumpang,pengkondisian suhu di area terminal
apabila siang hari masih terasa panas. Hasil penelitian ini diharapkan dapat menjadi
acuan bagi peningkatan berkelanjutan dalam pelayanan bandara di masa

mendatang.

Kata Kunci: Kualitas Pelayanan, Kepuasan Penumpang, Fasilitas Terminal,

Customer Satisfaction Index (CSI), Importance Performance Analysis (IPA).



ABSTRACT

ANALYSIS OF THE SERVICE QUALITY OF DOMESTIC TERMINAL
FACILITIES ON PASSENGER SATISFACTION AT MINANGKABAU
INTERNATIONAL AIRPORT USING THE CUSTOMER SATISFACTION
INDEX (CSI) AND IMPORTANCE PERFORMANCE ANALYSIS (IPA)
METHODS

Oleh:

NABELLA APRILLIANTI
NIT.30621040

Minangkabau International Airport is one of the important parts of air
transportation located in Padang, West Sumatra. The increasing number of
passengers and aircraft movements at airports requires additional scrutiny. It has
to do with the airport's ability to meet the needs of its customers. The background
of this research is based on a significant increase in the number of passengers every
year, which demands an improvement in the quality of service facilities at domestic
terminals. The number of passenger movements in 2023 has increased by 27% from
2022.With the number of passenger movements that continue to increase every
year, the condition of the facilities provided must be improved to provide a sense of
comfort, safety, and satisfaction for service users.

This study uses quantitative research. The data used in this study is primary
data, namely questionnaires. For sampling, as many as 83 respondents were given
to passengers in the domestic terminal area. This study aims to analyze the service
quality of domestic terminal facilities on passenger satisfaction at Minangkabau
International Airport. The data collected was then analyzed using two methods,
namely Customer Satisfaction Index (CSI) and Importance Performance Analysis
(IPA).

The results of the study showed that the passenger satisfaction index (CSI)
reached 85.45%, which was included in the category of very satisfied. However,
the IPA analysis identified that there are eight facilities in the first quadrant that

have a relatively low satisfaction value, so they need to be prioritized for



improvement to improve service quality. These facilities consist of gate number
information services that have not yet been found by passengers, the waiting time
for security checks (<7 minutes) is not effective and in accordance with procedures,
the availability of shopping facilities, restaurants and cafes are not enough and
adequate for visitors (including the availability of product price information), the
lack of availability of free charging facilities, Facilities for users with special needs
are available but have not been properly functioned, Facilities in the inspection
area (x-ray, and security check point) need to be improved to improve their quality,
airport information services are still not clearly heard if there is a build-up of
passengers, temperature conditioning in the terminal area if it still feels hot during
the day. The results of this research are expected to be a reference for sustainable
improvement in airport services in the future.

Keywords : Service Quality, Passenger Satisfaction, Terminal Facilities, Customer
Satisfaction Index (CSI), Importance Performance Analysis (IPA).
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