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ABSTRAK 

 
Djawatan Angkoetan Motor Repoeblik Indonesia (DAMRI) merupakan Badan 

Usaha Milik Negara yang beroperasi di sektor transportasi darat, terutama dalam 

jasa angkutan penumpang dan barang. Penelitian ini bertujuan untuk menganalisis 

tingkat kepuasan pengguna jasa transportasi bus DAMRI pada trayek Palembang- 

Prabumulih, dengan menggunakan metode Probability Sampling. Data yang 

diperoleh dianalisis menggunakan uji validitas, reliabilitas, dan Importance 

Performance Analysis (IPA) untuk mengevaluasi kepentingan dan kinerja setiap 

atribut layanan. Hasil analisis menunjukkan bahwa penumpang merasa sangat 

puas dengan kondisi fisik dan fasilitas bus DAMRI, yang mencakup kejelasan 

informasi, keselamatan selama perjalanan, kesigapan petugas dalam memberikan 

pelayanan, serta kebersihan bus. Aspek-aspek ini dianggap penting dan perlu 

dipertahankan untuk menjaga kepuasan pelanggan. Namun, terdapat atribut 

seperti keramahan petugas, kenyamanan fasilitas di dalam bus, dan ketepatan 

waktu, yang meskipun penting, memiliki prioritas lebih rendah dalam hal 

peningkatan kinerja. Secara keseluruhan, layanan bus DAMRI cukup memadai, 

tetapi peningkatan di area tertentu dapat lebih memenuhi harapan penumpang. 

 

Kata Kunci : Bus DAMRI, kepuasan penumpang, layanan transportasi, 

Importance Performance Analysis (IPA) 
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ABSTRACT 

 
Djawatan Angkoetan Motor Repoeblik Indonesia (DAMRI) is a State-Owned 

Enterprise that operates in the land transportation sector, especially in passenger 

and freight transportation services. This study aims to analyze the level of 

satisfaction of DAMRI bus transportation service users on the Palembang- 

Prabumulih route, using the Probability Sampling method. The data obtained was 

analyzed using validity, reliability, and Importance Performance Analysis (IPA) 

tests to evaluate the importance and performance of each service attribute. The 

results of the analysis showed that passengers were very satisfied with the 

physical condition and facilities of DAMRI buses, which included clarity of 

information, safety during the trip, promptness of officers in providing services, 

and cleanliness of the bus. These aspects are considered important and need to be 

maintained to maintain customer satisfaction. However, there are attributes such 

as the friendliness of the officers, the convenience of the facilities on the bus, and 

punctuality, which, while important, have a lower priority when it comes to 

improving performance. Overall, DAMRI bus services are adequate, but 

improvements in certain areas could better meet passenger expectations. 

 

Keywords: DAMRI Bus, passenger satisfaction, transportation services, 

Importance Performance Analysis (IPA) 
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