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ABSTRAK 

 

 

EVALUASI TINGKAT PELAYANAN PADA BAGGAGE CLAIM AREA 

TERHADAP KEPUASAN PENUMPANG DI BANDAR UDARA  

INTERNASIONAL MINANGKABAU DENGAN METODE IMPORTANCE 

PERFORMANCE ANALYSIS 

 

Oleh :  

SYAHRIL ASFAH YOGASWARA 

NIT. 30621044 

 

Bandar Udara Internasional Minangkabau Padang berada di Sumatera 

Barat lebih tepatnya berada di Kabupaten Pariaman. Bandar udara ini 

memiliki beberapa terminal yaitu Terminal Domestik, Terminal 

Internasional, Terminal VIP, dan Terminal Kargo. Pada terminal domestik 

yang ada di Bandar Udara Minangkabau fasilitas pengambilan bagasi dan 

beberapa fasilitas yang sudah cukup baik namun dinilai masih kurang ketika 

jam padat penumpang. Penelitian ini bertujuan menentukan atribut yang 

menjadi prioritas untuk perbaikan dari pihak operator terminal ke pihak 

pengguna jasa bandar udara. 

Penelitian ini menggunakan metode pendekatan kuantitatif dimana 

pengambilan datanya melalui observasi, penyebaran kuesioner, dan studi 

kepustakaan. Pedoman yang di gunakan  adalah  Peraturan  Menteri  No.  

178  Tahun  2015  mengenai  standar  pelayanan  pengguna  jasa  bandar 

udara.  Kuesioner  di distribusikan  kepada  50  orang  responden  

penumpang datang yang langsung merasakan fasilitas yang tersedia di area 

baggage claim Bandar Udara Internasional Minangkabau. Kemudian data 

dari hasil penelitian diolah menggunakan aplikasi SPSS. Metode 

pengolahan data yang digunakan adalah Importance-Performance Analysis 

(IPA) dan Customer Satisfaction Index (CSI).  

Berdasarkan analisis Customer Satisfaction Index CSI indeks 
kepuasan penumpang sebesar 84,17% hal ini menggambarkan bahwa 

penumpang sangat puas dengan kinerja pelayanan yang diberikan. Hasil dari 

analisis diagram kartesius menunjukkan adanya empat atribut yang 

merupakan prioritas utama untuk ditingkatkan. Diantaranya yakni luas area 

baggage claim, ketersediaan tempat sampah, ketersediaan tempat duduk di 

area baggage claim, dan kebersihan pada area baggage claim. 

 

Kata Kunci: , Baggage Claim Area, Kepuasan Penumpang, Kualitas 

Pelayanan, Importance Performance Analysis (IPA), Customer Satisfaction 

Index (CSI). 
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ABSTRACT 

 

 

EVALUATION  THE LEVEL OF SERVICE IN THE BAGGAGE CLAIM AREA 

ON PASSENGER SATISFACTION AT THE AIRPORT 

INTERNATIONAL MINANGKABAU USING THE IMPORTANCE 

PERFORMANCE ANALYSIS METHOD 

 

By :  

SYAHRIL ASFAH YOGASWARA 

NIT. 30621044 

 

Minangkabau International Airport is in West Sumatra, more 

precisely in Pariaman Regency. This airport has several terminals, namely 

Domestic Terminal, International Terminal, VIP Terminal and Cargo 

Terminal. At the domestic terminal at Minangkabau Airport, baggage claim 

facilities and several other facilities are quite good but are considered to be 

lacking during peak passenger hours. This research aims to determine the 

priority attributes for improvement from terminal operators to airport 

service users. 

This research uses a quantitative approach method where data is 
collected through observation, distributing questionnaires, and literature 

study. The guidelines used are Ministerial Regulation no.  178 of 2015 

concerning service standards for airport service users.  Questionnaires 

were distributed to 50 incoming passenger respondents who immediately 

experienced the facilities available in the baggage claim area of 

Minangkabau International Airport. Then the data from the research results 

was processed using the SPSS application. The data processing methods 

used are Importance-Performance Analysis (IPA) and Customer 

Satisfaction Index (CSI). 

Based on the CSI Customer Satisfaction Index analysis, the passenger 

satisfaction index is 84.17%, this illustrates that passengers are very satisfied 

with the performance of the services provided. The results of the Cartesian 

Importance-Performance Analysis IPA diagram analysis show that there are 

four attributes which are the main priority to be improved, namely the size of 

the baggage claim area, the availability of trash cans, the availability of seats 

in the baggage claim area, and the cleanliness of the baggage claim area. 

 

Keyword: Baggage Claim Area, Passenger Satisfaction, Performance 

Quality, Importance Performance Analysis (IPA), Customer Satisfaction 

Index (CSI). 
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