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ABSTRAK

SRI YULIANA WALL. Kinerja Pelayanan Moda Transportasi Online Roda Dua
Wilayah Layanana Kabupaten Pinrang (Kurir Online) (Dibimbing oleh Jasman dan
Misbahuddin).

Penelitian ini bertujuan untuk mengevaluasi kinerja pelayanan moda transportasi
online roda dua, khususnya layanan kurir online di Kecamatan Watang Sawitto,
Kabupaten Pinrang. Latar belakang penelitian ini didasarkan pada pesatnya
pertumbuhan layanan transportasi online di daerah tersebut, yang dibarengi dengan
berbagai keluhan masyarakat terhadap kualitas layanan yang diberikan. Metode
yang digunakan adalah Importance Performance Analysis (IPA), dengan
pengumpulan data melalui kuesioner kepada 90 responden yang tersebar di tiga
kelurahan, yaitu Bentengnge, Maccorawalie dan Jaya.

Hasil memperlihatkan bahwa 90 customer mayoritas perempuan (60%), pendidikan
SMA (62%), pekerjaan Pelajar/Mahasiswa (37%), usia 21-30 tahun (54,4%),
kendaraan pribadi yang dimiliki Motor (82%), pendapatan < Rp. 1.000.000 (43%),
pilihan barang (54%), frekuensi menggunakan jasa mingguan 1 kali (36%) dan
frekuensi waktu pemesanan jasa kurir online pada siang hari (11.00 — 14.00
WITA). Untuk metode Importance Performance Analysis (IPA) diketahui rata-rata
tingkat harapan sebesar 4,65 dan rata-rata tingkat kinerja 4,03 dari tabel 4.14, dari
gambar kuadran IPA dapat dilihat sebanyak satu indikator yang perlu diperbaiki
masuk pada kuadran I. Sebanyak lima indikator yang harus dipertahankan masuk
pada kuadran II, sebanyak lima indikator dengan prioritas yang masih rendah
masuk pada kuadran III, dan yang terakhir sebanyak satu indikator yang dianggap
berlebihan masuk pada kuadran IV. Pertimbangan konsumen dalam pemilihan jasa
kurir online berdasarkan alasan dimana mayoritas responden mengalasankan
pelayanan yang aman dan nyaman sebanyak 52% dan keunggulan dari pengguna
jasa kurir online karena pemesanan yang mudah sebesar 46%. Dapat dilihat dari
Tabel 4.14 dan 4.15.

Kata kunci : kurir online roda dua, Importance Performance Analysis, Kabupaten
Pinrang
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ABSTRAK

SRI YULIANA WALIL. Performance of Online Two-Wheeled Transport Service
in Pinrang Regency (Online Courier) (Supervised by Jasman and Misbahuddin).

This research aims to evaluate the performance of two-wheeled online
transportation services, specifically online courier services in the Watang Sawitto
District, Pinrang Regency. The background of this study is based on the rapid
growth of online transportation services in the area, accompanied by various
complaints from the public regarding the quality of services provided. The method
used is Importance Performance Analysis (IPA), with data collection through
questionnaires distributed to 90 respondents in three villages, namely Bentengnge,
Maccorawalie, and Jaya.

The results show that 90 customers are mostly female (60%), have a high school
education (62%), work as students (37%), are aged 21-30 years (54.4%), own a
motorcycle as their private vehicle (82%), have an income of < Rp. 1,000,000
(43%), make choices based on products (54%), use services once a week (36%),
and order online courier services during the day (11:00 AM —2:00 PM WITA). For
the Importance Performance Analysis (IPA) method, the average expectation level
is 4.65 and the average performance level is 4.03 as shown in Table 4.14. From the
IPA quadrant diagram, it can be seen that one indicator that needs improvement
falls into Quadrant I. Five indicators that need to be maintained are in Quadrant II,
five indicators with still low priority are in Quadrant III, and lastly, one indicator
that is considered excessive is in Quadrant IV. Consumer considerations in
selecting online courier services are based on reasons where the majority of
respondents state that safe and comfortable service accounts for 52%, and the
advantages of using online courier services due to easy ordering account for 46%.
This can be seen from Tables 4.14 and 4.15.

Keywords : two-wheeled online courier, Importance Performance Analysis,
Pinrang Regency
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