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ANALISIS FACILITY SERVICE QUALITY DAN 

PENGARUHNYA TERHADAP PASSENGER SATISFACTION 

DI STASIUN COMMUTER LINE JABODETABEK 

 Arvin Sahadi 

ABSTRAK 

 

Meskipun Commuter Line Jabodetabek mencatatkan Customer Satisfaction 

Index yang tinggi, berbagai laporan media masih menunjukkan keluhan pengguna 

terkait kondisi fasilitas stasiun, seperti penumpukan penumpang pada jam sibuk, 

alur sirkulasi yang kurang tertata, hambatan pergerakan akibat elemen fisik 

bangunan, eskalator yang tidak berfungsi optimal, serta ketidaknyamanan pada 

peron yang belum memiliki kanopi. Situasi ini menunjukkan bahwa kualitas 

fasilitas tetap menjadi faktor penting dalam membentuk pengalaman pengguna. 

Penelitian ini menganalisis pengaruh Physical Environment (PE), Environmental 

Design (ED), dan Service Facilities (SF) sebagai dimensi dari Facility Service 

Quality (FSQ) terhadap Overall Passenger Satisfaction (OPS). Penelitian ini 

menerapkan pendekatan kuantitatif dengan desain conclusive causal research dan 

single cross-sectional menggunakan analisis regresi linier melalui software IBM 

SPSS Statistics 26. Hasil penelitian menunjukkan bahwa seluruh variabel pada PE 

dan ED berpengaruh positif signifikan terhadap kepuasan masing – masing dimensi, 

sedangkan pada SF hanya Safety Features dan Ticketing Facilities yang 

berpengaruh signifikan. Ketiga dimensi FSQ kemudian terbukti berpengaruh positif 

signifikan terhadap OPS, dengan SF sebagai kontributor terbesar. Temuan ini 

menegaskan pentingnya peningkatan aspek keamanan, kebersihan, kenyamanan 

lingkungan, serta pengelolaan jalur pergerakan penumpang untuk memperkuat 

kepuasan pengguna layanan Commuter Line Jabodetabek. 

 

Kata kunci: Facility Service Quality, Physical Environment, Environmental Design 

                     Service Facilities, Passenger Satisfaction   
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ANALYSIS OF FACILITY SERVICE QUALITY AND ITS 

INFLUENCE ON PASSENGER SATISFACTION AT 

JABODETABEK COMMUTER LINE STATIONS 

 Arvin Sahadi 

 

ABSTRACT 

 

Although the Commuter Line Jabodetabek records a high Customer 

Satisfaction Index, various media reports continue to highlight user complaints 

regarding station facilities, such as passenger crowding during peak hours, poorly 

organized circulation flows, movement obstructions caused by structural elements, 

malfunctioning escalators, and discomfort on platforms without canopies. These 

conditions indicate that the quality of station facilities remains a crucial factor in 

shaping passenger experience. This study analyzes the influence of Physical 

Environment (PE), Environmental Design (ED), and Service Facilities (SF) as 

dimensions of Facility Service Quality (FSQ) on Overall Passenger Satisfaction 

(OPS). The study employs a quantitative approach with a conclusive causal 

research design and a single cross-sectional method, using linear regression 

analysis through IBM SPSS Statistics 26. The findings show that all variables under 

PE and ED have a significant positive effect on their respective satisfaction 

dimensions, while in the SF dimension, only Safety Features and Ticketing 

Facilities demonstrate significant effects. Furthermore, all three FSQ dimensions 

are proven to have a significant positive impact on OPS, with SF serving as the 

strongest contributor. These findings highlight the importance of strengthening 

safety features, improving cleanliness and environmental comfort, and optimizing 

passenger circulation management to enhance satisfaction among Commuter Line 

Jabodetabek users. 
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