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Pentingnya mengetahui pendapat mahasiswa terhadap kualitas layanan bus
kampus Universitas Negeri Gorontalo, sebagai bagian dalam monitoring dan
evaluasi dilakukan dengan mengukur tingkat kepuasan mahasiswa. Tujuan
penelitian yaitu untuk mengetahui atribut apa saja yang harus dipertahankan dan
diperbaiki serta mengetahui kesenjangan antara harapan mahasiswa terhadap
kinerja petugas bus, mengetahui kepuasan mahasiswa secara keseluruhan terhadap
kinerja petugas bus, serta mengetahui apakah kualitas layanan bus kampus sudah
dalam keadaan terkendali atau belum. Metode analisis data yang digunakan dalam
penelitian yaitu importance performace analysis, costumer statisfaction index, dan
bagan kendali T2 Hotelling. Data diperoleh dari kuisioner online yang disebar
kepada mahasiswa pengguna bus. Hasil penelitian menunjukkan beberapa prioritas
perbaikan, seperti penyediaan kursi yang memadai, ketepatan waktu operasi,
informasi perubahan jadwal, dan penanganan overload. Meskipun penampilan
petugas bus mendapat penilaian positif, kesenjangan negatif terlihat pada 19
atribut lainnya, menunjukkan bahwa harapan mahasiswa belum sepenuhnya
terpenuhi. Tingkat kepuasan, dengan nilai CSI sebesar 72,2 %, tergolong dalam
kriteria puas. Kualitas layanan bus kampus UNG masih berada dalam keadaan
belum terkendali, karena terdapat 25 pengamatan berada diluar batas kendali atas.
Penyebab kualitas layanan belum terkendali adalah dimensi assurance dan
empathy. 25 pengamatan diluar batas kendali adalah mahasiswa yang memberikan

penilaian yang tinggi terhadap kedua dimensi tersebut.
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Finding out students’ opinions of the quality of campus bus service at Universitas
Negeri Gorontalo is considered quite important as an effort to control and evaluate
in which it can be done by measuring student’s satisfaction level. This study aimed
at investigating what attributes should be maintained or improved, the gap between
students’ hopes and bus attendants’ performance, overall students’ satisfaction
towards bus attendants’ performance, and whether or not the quality of campus bus
service was controlled. It applied importance performance analysis, customers
satisfaction index, and T2 hotelling control chart methods. Data were collected
through questionnaires spread to students who used buses as campus
transportation. Findings revealed that there were some priority improvements,
such as adequate chair procurement, punctuality, information on schedule change,
and overload handling. Although bus attendant’s appearance obtained positive
score, negative gap was shown in the other 19 attributes indicating that not all
students’ hopes were fulfilled. For satisfaction level, it obtained 72,2 % according
to CSI value in which it categorized as satisfying. Further, service quality of
campus bus at Universitas Negeri Gorontalo was in not non-controlled condition
because 25 observations were out of upper control level. The causes of service
quality that were not controlled were assurance and empathy dimensions. 25

observations that were out of control level were righest score given by
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students to the two dimensions.
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