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Abstract 

Government efforts in overcoming urban congestion provide solutions for providing busway transportation. In order to realize the efforts of 

the North Sumatra Province to make regulation No. 25 of 2008, concerning the mainstay areas, including Medan, Binjai, and Deli Serdang, 

abbreviated as Mebidang, from the regulation referred to in 2015 in the form of public transportation named Trans Mebidang Bus. Trans 

Mebidang Bus is a service that must pay attention to services so that people and the community like to use them. Therefore we must pay 

attention to the quality of service. The research objective was to analyze the level of community satisfaction with the quality of Transmebidang 

services and analyze how much influence the quality of Transmebidang Bus services on community satisfaction. The study uses a quantitative 

approach in determining the amount of sanitation used. Analysis of the data used multiple linear regression. Based on the findings, the 

conclusion was drawn that the public was satisfied with the quality of services provided by the Trans Mebidang Bus public transport services 

with a total average value of 4.1. The quality of service provided by Trans Mebidang Bus management affects or contributes to the level of 

user satisfaction of 87.1%, where this value is very high influence on the level of satisfaction. 

Keywords : transportation, public transport, bus rapid transit, service quality, level of satisfaction 

Introduction 

The need for urban transportation is increasing due to the increasing number of individual trips. According to Tamin (2000) the increase is 

caused by increasing economic activities that are not served by public transportation, have not guaranteed a sense of security, punctuality, and 

lack of community participation in the management of public transportation starting from planning, implementation and supervision. This will 

have an impact on congestion.The government's efforts to anticipate urban congestion offer a solution to provide Busway transportation. In 

order to realize these efforts, the province of North Sumatra made regulation No. 26 of 2008, concerning the mainstay areas including Medan 

- Binjai - Deli Serdang abbreviated as Mebidang from the regulation in question in 2015 a public transportation called Bus Trans Mebidang 

was formed.Trans mebidang public transportation is organized in an effort to meet the needs of safe, comfortable, safe and affordable 

transportation for the community. According to Badaruddin (2013) the community using public transportation Bus way can be classified as 

primary needs, namely users of public transportation Buses are needed every day because they are safe, affordable and punctual. Secondary 

needs are the use of public transportation because there is no other transportation, so they are forced to use the Bus while the third public 

transportation users if there is a need, will use the Bus way (Riani et al., 2020). Researchers conducted pre-research on Trans Mebidang Bus 

transportation users who can be classified as users with primary needs due to workplaces and businesses. Pratomo (2019) in consumer service 

is the most important element. Consumers are users of goods or services. Consumers in this service are the community of Trans Mebidang Bus 

users so it is very important to involve consumers in evaluating services in order to obtain recommendations that need to be considered by service providers 

including aspects of safety, accuracy, regularity, comfort, speed, pleasure and user satisfaction by considering public perception. Panondan (2018) in this case 

for the operational performance of the Trans Mebidang Bus is still in the sufficient category. The overall quality of the Trans Mebidang Bus service has not met 

the expectations of passengers. Public transportation services are still lacking, both in terms of facilities, infrastructure, roadside and so on. As a big city, the 
government should be more responsive and care about public facilities, do not build but not function. On the other hand, due to the lack of public transportation 

services, both in terms of network, facilities, infrastructure and so on, people use private vehicles more often. Good service quality in terms of safety, comfort, 

feasibility, ease and efficiency of public transportation, provides satisfaction to users of public transportation services (Nasution, 2018). The better the service, 
the greater the desire of the community to use the Trans Mebidang Bus. If the quality of service is not considered, public transportation users will return to using 

private transportation. This results in traffic congestion and longer travel times, because there are many vehicles and the speed decreases/lowers. In essence, 

private vehicle users cause congestion, are inefficient in the use of road space, and reduce road capacity. AD Nasution (2018) improves the quality and quantity 
of public transportation is a major problem that can invite people to take more advantage of public transportation. Transportation is defined as a service for 

transporting people and goods from the place of origin of transportation activities, to the destination where transportation activities end. Special transportation 

for human transportation is called Bus, a service that must pay attention to service so that people and society are happy to use it. Therefore, it must pay attention 
to the quality of service so that people are happy and satisfied using the Bus transportation service (Hairulsyah, 2013). Trans Mebidang Bus as a public 

transportation service must improve the quality of service so that service users can increase their activities and desire to use the service. Realization in reducing 

congestion in the city of Medan, the Medan City Government collaborated with Deli Serdang Regency, Binjai City in overcoming congestion for which the 
Trans Mebidang Bus was formed. Trans Mebidang Bus has been serving the community for four years. In Taufikkurrahman (2016) that the quality of service 

can provide public satisfaction to assess the quality of service can be assessed from reliability, responsiveness, assurance, empathy and tangibles. 

From the background above, researchers will conduct research on the quality of service in the Trans Mebidang Bus so as to find out how much 

influence the quality of the Trans Mebidang Bus service has on the level of satisfaction. 

Literature Review 

Trans Mebidang Bus: Trans Mebidang Bus is one of the urban transportation policies with the Bus Rapid Transit (BRT) system that operates in 

Medan City, Binjai City and Deli Serdang Regency. Trans Mebidang Bus can transport passengers with a large capacity in a short travel time 

and at a cost that is affordable for the community. Trans Mebidang is here to fulfill the government's obligation to provide public transportation in accordance 

with Article 138 of Law Number 22 of 2009 concerning Traffic and Road Transportation that public transportation is organized in an effort to meet the need for 

safe, secure, comfortable, and affordable transportation and its implementation is the responsibility of the government. Matters related to the Trans Mebidang Bus 

are detailed in the Regulation of the Governor of North Sumatra Number 31 of 2014 concerning Road-Based Mass Public Transportation Services in the Urban 

Areas of Medan, Binjai and Deli Serdang. Trans Mebidang Bus itself began operating in November 2015 with a fleet of 30 buses. As supporting facilities, there 
are 47 stops spread along the bus route, from Binjai City to Deli Serdang Regency. The condition inside the Trans Mebidang Bus is that there are 30 seats around 

the inside of the bus, and there are 52 handrails for passengers who are standing and do not get a seat. So if calculated, the total number of passengers that can be 

transported in one trip is 82 passengers. The Trans Mebidang Bus itself starts operating every six in the morning until nine at night with a departure interval of 15-
20 minutes. The fare charged to passengers is classified as a cheap and affordable fare for the community, which is six thousand rupiah for the Medan-Binjai route 

and seven thousand rupiah for the Medan-Lubuk Pakam route far and near (Medan Transportation Agency, 2016). 

Consumer Behavior:In this sub-chapter of consumer behavior, the definition and behavior of individual selection in transportation will be 

explained as well as the assumption of rational behavior related to individual selection behavior in transportation. Behavior is defined as human 

activity in the form of actions in order to provide a reaction to the stimulus received, which can come from outside (environment) or from 

within the human being itself. Engel (1997) argues that consumer behavior is defined as the actions of individuals who are directly involved in 

efforts to obtain decisions that determine these actions. Loudon and Bitta (1993) define consumer behavior as the decision-making process and 

individual activities physically involved in evaluating, obtaining, and using goods or services. 

Public Satisfaction Index 

Public satisfaction with service performance needs to be continuously measured and compared. One way to measure public satisfaction 

with a service is by using the Public Satisfaction Index. Decree of the Minister of State Apparatus Empowerment (KEPMENPAN) Number 25 
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of 2004 concerning General Guidelines for Compiling the Public Satisfaction Index of Government Agency Service Units states that the Public 

Satisfaction Index is "Data and information on the level of public satisfaction obtained from the results of quantitative and qualitative 

measurements of public opinion in obtaining services from public service providers by comparing their expectations and needs". 

Furthermore, the Decree of the Minister of State Apparatus Empowerment (KEPMENPAN) Number 25 of 2004 concerning General 

Guidelines for Compiling the Public Satisfaction Index of Government Agency Service Units states, "The target of the Public Satisfaction 

Index is the level of achievement of the performance of government agency service units in providing services to the public". Still according 

to KEPMENPAN Number 25 of 2004 concerning General Guidelines for the Preparation of the Public Satisfaction Index, "The public 

satisfaction index is also intended as an arrangement of the system, mechanism and service procedures so that services can be implemented in 

a more qualified, efficient and effective manner". In addition, other targets of the Public Satisfaction Index are the growth of creativity, initiative 

and community participation in efforts to improve the quality of public services. 

Methods 

The research method used in this study is a quantitative approach research method using a questionnaire as a tool to obtain research results. 

The population is the entire group of people, events, or objects related to the research that are the focus of the research to be studied (Sudaryono, 

2017). The population in this study is the entire community using the Trans Mebidang Bus on the Medan - Binjai - Deli Serdang route. From 

the pre-survey conducted in August 2018 to September 2018, the number of people using the Trans Mebidang Bus on the Medan - Binjai - 

Deli Serdang route was 347,446 people. The sample is part of the population that is considered to be able to represent the characteristics of the 

population (Sudaryono, 2017; 165). All populations were not used as respondents in this study due to time and cost constraints. To determine 

the sample size using the Slovin formula : 

347.446 

𝑛 = 
1 + (347,446)(0,1)2 

𝑛 = 99,97 = 100 

Data obtained through direct research activities to the research location (field research) to find complete data related to the problem being 

studied, which is carried out through the questionnaire method. Often also called the questionnaire method or in English is called a 

questionnaire (questionnaire). The questionnaire method is a series or list of questions that are arranged systematically, then given to be 

filled in by respondents. After being filled in, the questionnaire is sent back or returned to the officer or to the researcher. In this study, 

researchers obtained data by distributing questionnaires with simple random sampling, namely by going into the field and looking for 

respondents who would be asked through the existing questionnaire. This questionnaire contains questions related to the level of 

satisfaction and quality of the Trans Mebidang Bus service. To obtain information from consumers using the service, a questionnaire is 

used that is arranged according to the information needed, so that relevant information is obtained in accordance with the research 

objectives with a high level of validity. The answer choices used in the questionnaire have been provided and determined in advance 

(closed interviews), so that it is not possible to obtain other answers and the scale used is a Likert scale of 1 to 5. 

Result and Discussion 

Result 

Descriptive Statistics 

The first stage before conducting research data analysis is to conduct descriptive analysis. In this study, it was carried out by using and 

calculating the maximum, minimum, average and standard deviation values of each questionnaire result per variable that had been obtained. 

The following is table 1 of the results of descriptive analysis based on variables: 

Table 1. Descriptive Analysis 

  Descriptive Statistics  
   N Minimum  Maximum Mean     Std. Deviation  

Reliability 100  8 40 32.69 5.161 
Responsiveness 100  8 40 32.91 5.129 

Assurance 100  8 40 32.63 5.258 

Empathy 100  8 40 33.05 4.889 
Tangibles 100  8 40 32.44 4.791 

Satisfaction Level 100  8 40 32.78 5.010 

Valid N (listwise) 100     

    Sources : Data Processing (2024). 

Based on the results shown in the table above, several conclusions can be obtained as follows: 

1. The minimum value of the reliability variable is 8 and the maximum value is 40. The average value is 32.69 and the standard deviation 

value is 5.161. This shows that the average value is > standard deviation, so descriptively it is concluded that the research data is not 

biased and shows normal data. 

2. The minimum value of the responsiveness variable is 8 and the maximum value is 40. The average value is 32.91 and the standard 

deviation value is 5.129. This shows that the average value is > standard deviation, so descriptively it is concluded that the research data 

is not biased and shows normal data. 

3. The minimum value of the assurance variable is 8 and the maximum value is 40. The average value is 32.63 and the standard deviation 

value is 5.258. This shows that the average value is > standard deviation, so descriptively it is concluded that the research data is not 

biased and shows normal data. 

4. The minimum value of the empathy variable is 8 and the maximum value is 40. The average value is 32.44 and the standard deviation 

value is 4.889. This shows that the average value is > standard deviation, so descriptively it is concluded that the research data is not 

biased and shows normal data. 

5. The minimum value of the satisfaction level variable is 8 and the maximum value is 40. The average value is 32.78 and the standard 

deviation value is 5.010. This shows that the average value is > standard deviation, so descriptively it is concluded that the research data 

is not biased and shows normal data. 

After conducting a descriptive analysis, the respondents are described based on their respective characteristics. Referring to this study, the 

characteristics of the respondents used in this study are based on age, last education, occupation, and utilization of the Trans Mebidang Bus for 

one month. The following are the results of the description of each respondent based on their characteristics. 

Respondent characteristics based on age 

Respondent characteristics based on age can be seen as shown in the table: 
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Table 2.. Respondent Characteristics Based on Age 
 Age  

   

Frequency 

 

Percent 

 

Valid Percent 

Cumulative 

Percent 

Valid 17 - 30 Years 20 20.0 20.0 20.0 

 > 30 - 40 Years 22 22.0 22.0 42.0 

 > 40 - 50 Years 33 33.0 33.0 75.0 

 > 50 - 60 Years 16 16.0 16.0 91.0 

 > 61 Years 9 9.0 9.0 100.0 

 Total 100 100.0 100.0  

         Sources : Data Processing (2024). 

Looking at the results of the analysis of the characteristics of respondents in the table above, it can be concluded that respondents with the age 

group of 17-30 years are 20 people (20%), > 30-40 years are 22 people (22%), > 40-50 years are 33 people (33%), > 50-60 years are 16 people 

(16%) and > 61 years are 9 people (9%). Based on the results that have been obtained, it can be concluded that the respondents who dominate 

the characteristics based on age are the age group > 40-50 years with a total of 33 people or 33% of the total number of respondents. 

 

Respondent characteristics based on education 

Respondent characteristics based on education can be seen as shown in Table 3:  

Table 3. Respondent Characteristics Based on Education 

   

Frequency 

 

Percent 

 

Valid Percent 

Cumulative 

Percent 

Valid Junior High 

School/Equivalent 

9 9.0 9.0 9.0 

 Senior High 

School/Equivalent 

16 16.0 16.0 25.0 

 Academy/Diploma 33 33.0 33.0 58.0 

 Bachelor's Degree (S1) 26 26.0 26.0 84.0 

 Master's Degree (S2) 8 8.0 8.0 92.0 

 Doctorate Degree (S3) 8 8.0 8.0 100.0 

 Total 100 100.0 100.0  

       Sources : Data Processing (2024). 

Looking at the results of the analysis of respondent characteristics based on education in the table above, it can be concluded that respondents 

with junior high school/equivalent education are 9 people (9%), high school/equivalent are 16 people (16%), Academy/Diploma are 33 people 

(33%), Bachelor (S1) are 26 people (26%), Masters (S2) are 8 people (9%) and Doctorate (S3) are 8 people (8%). Based on the results that 

have been obtained, it can be concluded that the respondents who dominate the characteristics based on education are academy/diploma with 

a total of 33 people or 33% of the total respondents. 

Respondent characteristics based on occupation 

Looking at the results of the analysis of respondent characteristics based on occupation in the Table above, it can be concluded that respondents 

with student/college jobs are 13 people (13%), private employees are 20 people (20%), self-employed are 35 people (35%), civil servants are 

22 people (22%), TNI / POLRI are 5 people (9%) and others are 5 people (5%). Based on the results that have been obtained, it can be concluded 

that the respondents who dominate the characteristics based on occupation are self-employed with a total of 35 people or 35% of the total 

number of respondents. 

Respondent characteristics based on the use of Trans Mebidang Bus per month 

The characteristics of respondents based on occupation can be seen as shown in Table 4: 

Table 4. Respondent Characteristics Based on Monthly Usage 

 

  

Frequency 

Percent Valid Percent Cumulative 

Percent 

Valid Twice 20 20.0 20.0 20.0 

 Three Times 48 48.0 48.0 68.0 

 More than 3 times 32 32.0 32.0 100.0 

Total 100 100.0 100.0  

                       Sources : Data Processing (2024). 

Looking at the results of the analysis of the characteristics of respondents based on the use of the Trans Mebidang Bus for one month in the table 

above, it can be concluded that respondents with use of two (2) times as many as 20 people (20%), use of three (3) times as many as 48 people 

(48%) and use of more than three (>3) times as many as 32 people (32%). Based on the results that have been obtained, it can be concluded that 

the respondents who dominate the characteristics based on the use of the Trans Mebidang Bus for one month are three (3) times with the number 

of respondents as many as 48 people or 35% of the number of respondents. 

Validity and Reliability Test 

Validity Test 

The validity test in this study was used to validate the questionnaires that had been collected. A questionnaire is declared to have passed validity 

if the significance value obtained is smaller than the sig. <0.05. When the significance value obtained is smaller than the sig. <0.05, a 

questionnaire is declared to have passed validity and is suitable for further testing. Referring to the results of the validity instrument test of 

each research variable with each questionnaire item, it can be concluded that the significance value obtained is at a sig value of 0.000 <0.05. 

This means that if it meets the requirements, the questionnaire item from a variable is declared valid. So that based on this, it can be stated that 

all research variables are declared to have passed the validity instrument. 

Reliability Test 

The next test after the validity test is the reliability test. Reliability testing is carried out with the aim of measuring the questionnaire that has 

been validated can be relied on. Reliability testing is carried out by comparing the Cronbrach's Alpha value > 0.60. When the Cronbrach's 
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alpha value > 0.60 then a questionnaire is declared reliable. The reliability testing of each variable can be seen in Table 5. 

Table 5. Results of Reliability Testing of Reliability Variables 
 

Cronbach's 

Alpha 

 

N of Items 

.847 8 

   Sources : Data Processing (2024). 

Based on the results of the reliability test in the table above, it can be seen that the Cronbrach's alpha value for each questionnaire item for the 

reliability variable is > 0.60. So it can be concluded that all questionnaire items for the reliability variable (X1) are reliable with a Cronbrach's 

alpha value > 0.60. The following are the results of the responsiveness variable reliability that can be seen: 

Table 6. Results of Reliability Testing of Responsiveness Variables 

Cronbach's 

Alpha N of Items 

 
       .896                   8 

 
       Sources : Data Processing (2024). 

Based on the results of the reliability test in the table above, it can be seen that the Cronbrach's alpha value for each questionnaire item for the 

responsiveness variable is > 0.60. So it can be concluded that all questionnaire items for the responsiveness variable (X2) are reliable with a 

Cronbrach's alpha value > 0.60. The following are the reliability results of the assurance variable which can be seen in the Table 

Table 7. Results of Reliability Testing of Assurance Variables 

 

Cronbach's 

Alpha N of Items 

 
.916 8 

 
            Sources : Data Processing (2024). 

Based on the results of the reliability test in the table above, it can be seen that the cronbrach's alpha value for each questionnaire 

item for the assurance variable is > 0.60. So it can be concluded that all questionnaire items for the assurance variable (X3) are 

reliable with a cronbrach's alpha value > 0.60. Based on the results of the reliability test in the table above, it can be seen that the 

cronbrach's alpha value for each questionnaire item for the empathy variable is > 0.60. So it can be concluded that all questionnaire 

items for the empathy variable (X4) are reliable with a cronbrach's alpha value > 0.60. The following are the results of the reliability 

of the tangibles variable:  

Table 8. Results of the Tangibles Variable Reliability Test 

 

Cronbach's 

Alpha N of Items 

 
.912 8 

      Sources : Data Processing (2024). 

Based on the results of the reliability test in the table above, it can be seen that the Cronbrach's alpha value for each questionnaire item for the 

tangibles variable is > 0.60. So it can be concluded that all questionnaire items for the tangibles variable (X5) are reliable with a Cronbrach's 

alpha value > 0.60. 

Level of Public Satisfaction with the Quality of Trans Mebidang Bus Services 

Realibility 

From the results of the data collected, the results of respondents' answers regarding the reliability of the Trans Mebidang Bus are obtained in 

Figure 1: 

 

  Sources : Data Processing (2024). 

Figure 1. Proportion of respondents to reliability 

Reliability 

 
3% 
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Looking at the results of the analysis of respondents' answers based on the reliability of the Trans Mebidang Bus in the table above, it can be 

concluded that 32% of respondents stated that they were very satisfied, 42% stated that they were satisfied, 14% stated that they were less 

satisfied, and 3% stated that they were dissatisfied and very dissatisfied. From the results obtained, it can be concluded that respondents on 

average said that they were satisfied with the reliability service provided by the Trans Mebidang Bus. 

Responsiveness 

From the collected data, the results of respondents' answers regarding the responsiveness of the Trans Mebidang Bus were obtained in Figure 2: 

Sources : Data Processing (2024). 

Figure 2. Proportion of respondents to responsiveness 

Looking at the results of the analysis of respondents' answers based on the responsiveness of the Trans Mebidang Bus in the table above, it can 

be concluded that 32% of respondents stated that they were very satisfied, 46% stated that they were satisfied, 18% stated that they were less 

satisfied, and 2% stated that they were dissatisfied and very dissatisfied. From the results obtained, it can be concluded that respondents on 

average said that they were satisfied with the responsiveness services provided by the Trans Mebidang Bus. 

Assurance 

From the collected data, the results of respondents' answers regarding Trans Mebidang Bus assurance were obtained in Figure 3: 

 

Sources : Data Processing (2024). 

Figure 3. Proportion of respondents to assurance 

Looking at the results of the analysis of respondents' answers based on the assurance of the Trans Mebidang Bus in the table above, it can be 

concluded that 33% of respondents stated that they were very good, 45% stated that they were satisfied, 19% stated that they were less satisfied, 

1% stated that they were dissatisfied and 2% were very dissatisfied. From the results obtained, it can be concluded that respondents on average 

said they were satisfied with the assurance services provided by the Trans Mebidang Bus. 

Empathy 

From the results of the data collected, the results of respondents' answers regarding the empathy of the Trans Mebidang Bus were obtained in 

Figure 4: 
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Sources : Data Processing (2024). 

Figure 4. Proportion of respondents to empathy 

Looking at the results of the analysis of respondents' answers based on the empathy of the Trans Mebidang Bus in the table above, it can be 

concluded that 31% of respondents stated that they were very satisfied, 51% stated that they were satisfied, 15% stated that they were less 

satisfied, 2% stated that they were dissatisfied and 1% stated that they were very dissatisfied. From the results obtained, it can be concluded 

that respondents on average said that they were satisfied with the empathy service provided by the Trans Mebidang Bus. 

Tangibles 

From the results of the data collected, the results of respondents' answers regarding the tangible of the Trans Mebidang Bus were obtained in 

Figure 5: 

:Sources : Data Processing (2024). 

Figure 5. Proportion of respondents to tangibles 

Looking at the results of the analysis of respondents' answers based on the tangibles of the Trans Mebidang Bus in the table above, it can be 

concluded that 28% of respondents stated that they were very satisfied, 53% stated that they were satisfied, 17% stated that they were less 

satisfied, and 1% stated that they were dissatisfied and very dissatisfied. From the results obtained, it can be concluded that respondents on 

average said they were satisfied with the tangible services provided by the Trans Mebidang Bus. In this study, a Likert scale was used, which 

can answer the questionnaire assessment category which will later be used for further analysis with frequency and then scoring weighting by 

finding the average value. 

Table 9. Level of Satisfaction with the Quality of Trans Mebidang Bus Services 

Variable Score Range 

Realibility 4.09 Satisfied 

Responsivness 4.11 Satisfied 

Assurance 4.08 Satisfied 

Emphaty 4.13 Satisfied 

Tangibles 4.06 Satisfied 

Average Value 4.1 Satisfied 

    Sources : Data Processing (2024). 

Empathy 
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Looking at the results of the analysis above, the level of public satisfaction with the quality of the Trans Mebidang Bus service obtained an 

average value of 4.1. Based on the weighting table on page 38, the average value falls on a satisfactory result. In Taufikkurahman's research 

(2016) it was also concluded that the level of satisfaction with the quality of public transportation services in Malang City, on average, 

respondents said it was satisfactory. This can also be seen from the average value of 4.02, which means that respondent satisfaction with the 

quality of service is satisfactory.. 

Discussions 

In practice, this can be seen on the basis that the Mebidang Bus in providing easy services in reading location instructions, smoothness and 

practicality in buying tickets does not affect the satisfaction of Mebidang Bus service users. In the study of Elfian and Prasetio (2018) the 

influence of the responsiveness variable on the Transjakarta Bus at the Kampung Melayu Terminal was not significant. This is because the 

alertness and smoothness when purchasing tickets are still unable to provide satisfaction to customers. Assurance is a guarantee of the services 

provided to consumers. Assurance is a variable that includes knowledge, politeness of employees, comfort of service provided to consumers 

using the Mebidang Bus service. The results of the study showed that assurance was not significant. Based on this, it can be concluded that the 

service guarantee has not been felt optimally by consumers. In addition, the community using the Mebidang Bus service feels that the 

employees in the service have not shown good ethics. In the research of Maskan, M., Utaminingsih, A., & Soepeno, B. (2016) in terms of 

assurance, the importance of politeness of employees and leaders in a service can affect the quality of service in a transportation service. So 

that consumers can feel directly from the assurance variable. 

 

Conclussions 

Based on the findings of the field data analysis that has been presented, it can be concluded that the public is satisfied with the quality of service 

provided by the Trans Mebidang Bus public transportation service with a total average value of 4.1 which is included in the category that is in 

the range of 3.4 - 4.2 Likert scale. This means that the quality of service provided by the management or management of the Trans Mebidang 

Bus has provided satisfaction for the public using the Trans Mebidang Bus. These results provide evidence that the services provided by the 

Trans Mebidang Bus service provider in the form of rates and officer services can increase the satisfaction of the public using the Trans 

Mebidang Bus. 

 

Suggestions 

Referring to the conclusions that have been obtained, several suggestions can be given to the Trans Mebidang Bus management to improve 

services related to reliability, namely the ability to provide promised services that are reliable and accurate. This can be done by installing GPS 

devices on each bus fleet to provide accurate locations and arrival times for the bus fleet. In addition, in terms of responsiveness, namely the 

willingness to help and provide appropriate, fast, and responsive services. The need to rearrange location instructions so that they are easy for 

consumers to read. Then in terms of assurance, namely the knowledge or friendliness and politeness of employees and their ability to be able 

to arouse a sense of trust and confidence. The need for training for human resources in order to serve consumers more optimally. This suggestion 

is given to improve the services provided to consumers and users of the Trans Mebidang Bus service in Medan City. In addition, in terms of 

tangibles and empathy, managers should be able to maintain the services provided as a potential for managers to increase the number of Trans 

Mebidang Bus users. For further research in the future, research can be conducted using other independent variables outside the independent 

variables in this study. Such as using the independent variables of service efficiency and service effectiveness which may also influence the 

level of satisfaction of consumers or users of this public transportation mode so that the results of this study will be better.. 
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