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ABSTRAK

Surabaya sebagai salah satu kota dengan penduduk
terpadat di Indonesia, kualitas layanan transportasi menjadi hal
yang penting terutama transportasi online yang kini kehadirannya
sangat dibutuhkan karena kemudahan dan kepraktisannya. Namun
semenjak pandemi Covid-19 pemerintah mulai menerapkan
peraturan pembatasan sosial. Segala jenis usaha wajib menerapkan
protokol kesehatan, termasuk ojek online. Dengan adanya
peraturan ini para penyedia layanan jasa transportasi ojek online
mulai menerapkan protokol kesehatan pada layanan mereka.

Penelitian bertujuan untuk mengetahui kualitas pelayanan
ojek online serta pengaruhnya terhadap kepuasan pelanggan yang
berada di Kota Surabaya. Pendekatan kuantitatif digunakan
sebagai sumber data yang akan diolah sehingga dapat diperoleh
suatu kesimpulan. Populasi penelitian adalah para pelanggan
layanan jasa transportasi ojek online di Kota Surabaya.
Pengumpulan dilakukan oleh penulis dengan menggunakan
metode kuesioner yang disebar secara online.

Data yang diperoleh akan diolah dengan metode
Importance-Performance Analysis (IPA) dan model Kano.
Selanjutnya dilakukan integrasi antara kedua metode dengan
menggunakan memaodifikasi penelitian (Kuo et al., 2012). Untuk
membantu memudahkan penulis, hasil data penelitian diolah
dengan software SPSS versi 22. Berdasarkan hasil analisis
integrasi terdapat 14 atribut yang harus dipertahankan dan 12
atribut yang perlu diperbaiki, serta didapatkan nilai kinerja sebesar
3,96 dan harapan sebesar 4,48 yang berarti pelayanan ojek online
masih lebih rendah daripada harapan pelanggan.

Kata Kunci: Importance-Performance Analysis, Kepuasan
Pelanggan, Kualitas Pelayanan, model Kano



ANALYSIS OF THE QUALITY OF ONLINE OJEK
SERVICES DURING THE COVID-19 PANDEMIC USING
THE INTEGRATION OF IPA METHODS AND KANO
MODELS

ABSTRACT

Surabaya as one of the most populous cities in Indonesia,
the quality of transportation services is important, especially
online transportation that is now needed because of its
convenience and practicality. However, since the Covid-19
pandemic the government has begun to implement social
restriction regulations. All types of businesses are obliged to
implement health protocols, including online motorcycle taxis.
With this regulation, online ojek transportation service providers
began to apply health protocols to their services.

The research aims to find out the quality of online ojek
services and their influence on customer satisfaction in Surabaya.
Quantitative approach is used as a source of data to be processed
so that a conclusion can be obtained. The research population is
the customers of online ojek transportation services in Surabaya.
The collection was conducted by the author using questionnaire
method that was distributed online.

The data obtained will be processed by Importance-
Performance Analysis (IPA) method and Kano model. Further
integration between the two methods is done using modifying
research (Kuo et al., 2012). To help facilitate the authors, the
research data results are processed with SPSS software version 22.
Based on the results of the integration analysis there are 14
attributes that must be maintained and 12 attributes that need to
be improved, and obtained a performance value of 3.96 and
expectations of 4.48 which means that online motorcycle taxi
service is still lower than customer expectations.

Keywords:  Importance-Performance  Analysis,  Customer
Satisfaction, Service Quality, Kano Model
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