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ABSTRAK 

 

 

ANALISIS KUALITAS PELAYANAN PETUGAS CHECK-IN COUNTER 

TERHADAP KEPUASAN PENUMPANG MASKAPAI LION AIR DI 

BANDAR UDARA MINANGKABAU PADANG 

 

Oleh : 

RICO HADI SAPUTRO 

30621017 

 

Bandar Udara Internasional Minangkabau merupakan bandara yang 

memiliki arus penumpang dan pesawat udara cukup tinggi. Pada saat pelaksanaan 

On The Job Training Bandar Udara Internasional Minangkabau Terjadi 

penumpukan penumpang di check-in counter Lion Air saat waktu sibuk. 

Dikaenakan banyak penumpang datang bersamaan membawa banyak barang 

bawaan. Namun Jumlah check-in counter yang dibuka tidak seimbang dan lamanya 

proses pelayanan check-in oleh petugas. Hal ini mengindikasikan belum 

optimalnya kualitas layanan yang ada sehingga mengakibatkan ketidakpuasan 

konsumen. 

Metode penelitian yang di gunakan penulis teknik analisis deskriptif 

kuantitatif. Penulis menganalisa data menggunakan teknik Importance 

Performance Analysis (IPA)  untuk mengetahui nilai tingkat kesesuaian antara 

tingkat kepentingan dan pelayanan dan Metode Succesive Interval (MSI) bertujuan 

data berskala ordinal yang ditransformasi menjadi data interval dan  

Hasil pada IPA terdapat 8 atribut yang memerlukan perbaikan dan 

peningkatan yaitu atribut Proses Check in, Pelayanan penumpang khusus/ 

disabilitas, Informasikan kondisi penerbangan, Kepercayaan penumpang, tanggung 

jawab terhadap kehilangan barang bagasi, Perhatian secara individu, Interior Check 

In Lion Air, dan kemampuan berkomunikasi dengan baik. Sehingga berdasarkan 

tingkat kepentingan penumpang, aspek tersebut perlu ditingkatkan dengan adanya 

standar pelayanan yang baik. 

 

Kata Kuci : Bandar Udara Internasional Minangkabau, check-in counter, Lion Air,   

Metode Succesive Interval (MSI), dan Importance Performance 

Analysis (IPA) 
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ABSTRACT 

 

 

ANALYSIS OF THE QUALITY OF CHECK-IN COUNTER SERVICE  ON LION 

AIR PASSENGER SATISFACTION AT MINANGKABAU PADANG AIRPORT 

 

By: 

RICO HADI SAPUTRO 

30621017 

 

Minangkabau International Airport is an airport that has a fairly high flow 

of passengers and aircraft. During the implementation of On The Job Training at 

Minangkabau International Airport, there was a build-up of passengers at the Lion 

Air check-in counter during peak hours. It is common for many passengers to come 

at the same time with a lot of luggage. However, the number of check-in counters 

opened was not balanced and the length of the check-in service process by the 

officer was not balanced. This indicates that the quality of existing services has not 

been optimal, resulting in consumer dissatisfaction. 

The research method used by the author  is a quantitative descriptive 

analysis technique. The author analyzed the data using the Importance 

Performance Analysis (IPA) to determine the value of the level of conformity 

between the level of importance and service and Succesive Interval Method (MSI) 

technique aiming at ordinal-scale data that was transformed into interval data. 

The results of the IPA have 8 attributes that require improvement and 

improvement, namely attributes Check-in process, Special passenger/disability 

service, Inform flight conditions, Passenger confidence, responsibility for lost 

baggage, Individual attention, Lion Air Interior Check-in, and the ability to 

communicate well. So based on the level of interest of passengers, this aspect needs 

to be improved with good service standards. 

 

Keywords: Minangkabau International Airport, check-in counter, Lion Air, 

Succesive Interval Method (MSI), and Importance Performance 

Analysis (IPA) 
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