
 

   
 

ABSTRAK 

 

Tujuan penelitian ini adalah untuk mengetahui pengaruh bagaimana penilaian 

konsumen pada indikator Standar Pelayanan Minimal (keamanan, keselamatan, 

kenyamanan, keterjangkauan dan keteraturan) terhadap kepuasan konsumen pada 

angkutan kota di wilayah Kota Bogor. Tujuan penelitian ini juga untuk melihat 

pengaruh kualitas pelayanan berbasis Standar Pelayanan Minimal (keamanan, 

keselamatan, kenyamanan, keterjangkauan dan keteraturan) baik secara simultan 

maupun parsial terhadap kepuasan konsumen pada angkutan kota di wilayah Kota 

Bogor. Metode yang digunakan adalah analisis regresi linear berganda. Sampel 

berjumlah 100 orang konsumen dengan teknik pengambilan sampel menggunakan 

teknik probability sampling dengan prosedur purposive sampling. Hasil penelitian 

ini menunjukan bahwa secara simultan variabel keamanan, keselamatan, 

kenyamanan, keterjangkauan dan keteraturan berpengaruh positif dan signifikan 

terhadap kepuasan konsumen angkot Kota Bogor. Sedangkan hasil penelitian 

secara parsial menunjukan variabel keselamatan, keterjangkauan dan keteraturan 

berpengaruh positif dan signifikan terhadap kepuasan konsumen angkot Kota 

Bogor dan variabel keamanan dan kenyamanan tidak berpengaruh positif dan 

signifikan terhadap kepuasan konsumen angkot Kota Bogor. 

 

Kata Kunci: Keamanan, Keselamatan, Kenyamanan, Keterjangkauan, 

Keteraturan,  Kepuasan Konsumen 

  



 

   
 

ABSTRACT 

The purpose of this study was to determine the effect of how consumers evaluate 

the indicators of Minimum Service Standards (security, safety, comfort, 

affordability and regularity) on consumer satisfaction on urban transportation in 

the city of Bogor. The purpose of this study is also to see the effect of service 

quality based on Minimum Service Standards (security, safety, comfort, 

affordability and regularity) both simultaneously and partially on customer 

satisfaction on urban transportation in the Bogor City area. The method used is 

multiple linear regression analysis. The sample amounted to 100 consumers with 

a sampling technique using a probability sampling technique with a purposive 

sampling procedure. The results of this study indicate that simultaneously the 

variables of security, safety, comfort, affordability and regularity have a positive 

and significant effect on consumer satisfaction for public transportation in Bogor 

City. While the results of the partial study show that the variables of safety, 

affordability and regularity have a positive and significant effect on consumer 

satisfaction for public transportation in Bogor City and the variables for safety 

and comfort have no positive and significant effect on consumer satisfaction for 

public transportation in Bogor City. 

 

Keywords: Security, Safety, Convenience, Affordability, Regularity, Consumer 

Satisfaction 
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