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ABSTRAK

Stasiun Cibinong merupakan stasiun kelas kecil di wilayah Balai Teknik
Perkeretaapian Kelas I Jakarta pada jalur Citayam — Nambo. Dilihat dari fasilitas
pelayanan penumpang yang tersedia di Stasiun Cibinong, terdapat beberapa
fasilitas yang belum memenuhi standar sesuai Peraturan Menteri Perhubungan
Nomor PM 63 Tahun 2019 tentang Standar Pelayanan Minimal Angkutan Orang
Dengan Kereta Api. Oleh karena itu, fasilitas pelayanan penumpang di Stasiun
Cibinong perlu ditingkatkan guna memberikan pelayanan penumpang yang
nyaman dan aman bagi pengguna jasa angkutan kereta api.

Analisis yang digunakan dalam penelitian ini adalah: Analisis
membandingkan ketentuan yang ada dengan Standar Pelayanan Minimal; Analisis
Importance Performance Analysis dan Customer Satisfaction Index;, Analisis
peramalan jumlah penumpang. Berdasarkan hasil analisa dapat disimpulkan nilai
CSI dari penelitian ini dengan nilai 0,79 menunjukkan secara keseluruhan
pelayanan di Stasiun Cibinong kategori puas dan terdapat 3 atribut yang menjadi
prioritas utama untuk segera ditingkatkan kinerjanya yaitu; fasilitas naik/turun

penumpang(peron), fasilitas ketersediaan toilet, dan fasilitas ruang ibu menyusui.

Kata Kunci: Stasiun Cibinong, Analisis Importance Performance Analysis (IPA), Nilai

Customer Satisfaction Index (CSI), dan fasilitas pelayanan



ABSTRACT

Cibinong Station is a small class station in the area of the Jakarta Class I
Railway Engineering Center on the Citayam - Nambo route. Judging from the
passenger service facilities available at Cibinong Station, there are several facilities
that do not meet the standards according to the Minister of Transportation
Regulation Number 63 of 2019 concerning Minimum Service Standards for
Transportation of People by Train. Therefore, passenger service facilities at
Cibinong Station need to be improved in order to provide comfortable and safe
passenger services for rail transportation service users.

The analysis used in this research is: Analysis comparing existing provisions
with Minimum Service Standards; Analysis of Importance Performance Analysis
and Customer Satisfaction Index; Analysis of forecasting the number of
passengers. Based on the results of the analysis, it can be concluded that the CSI
value of this study with a value of 0.79 indicates that overall service at Cibinong
Station is in the satisfied category and there are 3 attributes that are the top
priority  to  immediately  improve  performance, namely;  passenger
boardingy/alighting facilities (platforms), toilet availability facilities, and nursing

mother room facilities.

Keywords. Cibinong Station, Importance Performance Analysis (IPA), Customer

Satisfaction Index (CSI), and service facilities.
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