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ABSTRACT 

The purpose of this study was to examine the influence of service quality on the community 
satisfaction of users of the Kalianda – Sebesi Island BOM crossing service at the South Lampung 
Regency Transportation Office. The data analysis used is using linear regression with the SPSS 

Version 26.00 programme. The results of the research support the hypothesis, that there is a 
positive and significant influence between service quality on the satisfaction of community users of 
the Kalianda-Sebesi Island BOM crossing service at the South Lampung Regency Transportation 
Office, with an influence of 42.5.0% while the rest is described by other factors. The implication 

based on the results of the study is that efforts have been made on the application system used for 
the registration of prospective passengers by improving the existing system and providing a call 

center to provide information on the crossing service schedule earlier and efforts have been made 
to minimize complaints of passengers on board by always encouraging ship passengers to provide 
the necessities before entering the ship or minimizing the wishes of passengers when already on 

board due to limited crew. 
 

Keywords: Service Quality, Community Satisfaction 

INTRODUCTION 

BOM Kalianda crossing port is a crossing port managed by the Regional Government of South Lampung 
Regency which is engaged in port services that provide port facilities and infrastructure in order to 
support the smooth flow of ships, especially crossings to the nearest island, free passenger 
transportation to the community located at BOM Pier, Kalianda District, South Lampung Regency. 

The main purpose of the operation of the Kalianda BOM crossing pier is to implement and support 
government programs in the fields of economy, Development as well as tourism through port services, 
by organizing port service businesses and other businesses that support the quality of port services, 
such as wharves and other facilities for loading and unloading fishermen's products, vehicle 
transportation, and other services (Zurkiyah and Asfiati, 2021). 

One of the services in the port sector carried out at the Kalianda BOM crossing pier is a pier specially 
prepared to serve crossing transport activities for people who will cross from Kalianda BOM Pier to 
Sebesi Island and vice versa, loading and unloading goods, vehicle transportation, receiving or 
delivering goods and other supporting activities by providing ships that are operated free of charge for 
the entire community every Thursday at 12.00 WIB and 14.00 WIB.(CH, 2020). 
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The South Lampung Regency Transportation Office as the provider of crossings at the Kalianda BOM 
Pier needs to continue to improve service operational performance because in its essence the purpose 
of providing services to the community is to provide satisfaction to the community(Marissa et al., 2019). 

During 2019-2021, while operating crossing vessels at the Kalianda BOM Pier, there were also 
complaints submitted by the public through the Transportation Agency's online media, the service user 
suggestion/complaint box. The existence of these complaints indicates that there are still weaknesses 
in the services provided by the Transportation Agency in crossing services at the Kalianda BOM Pier to 
the community. The following is a table of customer complaint follow-up data for the 2019-2021 period: 

Table 1. Results of the Customer Complaint Follow-up Data 2019- 2021 

Year Number of Complaint Follow-up Description 

2019 
2 1 1 not finished 

2020 
5 3 2 not finished 

2021 
7 3 4 not finished 

Source: Processed Data, 2022 
 

The complaints received are varied, from the facilities to the dock being inadequate, the place for waiting 
for the ship to dock for prospective passengers being less comfortable, the waiting time for the ship 
being longer, and some officers being less hospitable. The existence of complaints indicates a lack of 
satisfaction experienced by service users, even though service user satisfaction is very important in the 
progress of an organization. By knowing service user satisfaction, the quality of public services provided 
by such an authority can be known because service quality is strongly related to service user 
satisfaction. 

Based on these matters, increasing service user satisfaction with the Kalianda BOM Pier - Sebesi Island 
crossing service by the South Lampung Regency Transportation Agency from several sides, both 
facilities and facilities, human resources and operations are needed to make public confidence 
maintained and have an impact on the greater benefits of the presence of crossing facilities at the 
Kalianda BOM Pier. 

Based on the explanation above, this study was conducted to determine the effect of service quality on 
public satisfaction with crossing services at the Kalianda- Sebesi IslandBOM Pier at the South Lampung 
Regency Transportation Office. 

LITERATURE REVIEW 

a. Service Quality  

According to Kumar and Gautam (2021), Service quality can be defined, namely: how far is the 
difference between reality and the expectations of service recipients for the services they receive or 
obtain. Meanwhile, according to Barusman (2019), that service quality is defined as the delivery of 
services that will exceed the level of importance served. The definition places emphasis on the excess 
of the recipient's level of interest as the core of service quality. Meanwhile, according Kasiri et al., (2017) 
Service quality refers to the anticipated level of excellence and the ability to maintain and regulate that 
level in order to meet the desired objectives. The assessment element of service quality encompasses 
consumer perceptions of five distinct dimensions of service performance. Pakurar et al., (2019) It has 
been shown that there exist five aspects of ServQual, which serve as a means of assessing the quality 
of service provided. These dimensions are commonly employed in the measurement of service quality: 

a) Tangibels, Physical evidence refers to an organization's capacity to provide tangible proof of its 
presence and operations to other entities. The physical facilities and infrastructure, as well as 
the environmental conditions, serve as observable indicators of the services rendered by the 
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service provider.  
b) Reliability, Reliability is the ability of the organisations to provide services as promised 

accurately and reliably. 
c) Responsiveness, also known as service responsiveness, refers to the inclination to offer prompt 

and accurate assistance to service recipients, accompanied by clear and concise information 
dissemination. 

d) Assurance, or assurance and certainty, namely the knowledge, politeness, and ability of 
employees to cultivate trust in service recipients to the organisations. 

e) Emphaty, namely providing sincere and individualised or personal attention given to service 
recipients by trying to understand the wishes of those served. 
 

b. Public Service 

Public service is a service provided to the general public who are citizens or legally resident in the 
country concerned (Osborne et al., 2013). According to Djellal et al., (2013) Public service can be 
defined as the provision of services to meet the demands of the general public, who possess a vested 
interest in the organization, in compliance with established regulations and procedures. 

A comprehensive comprehension of public services According to the Indonesian Republic Law Number 
25 of 2009 on Public Services, public services refer to a range of activities aimed at meeting the service 
requirements of citizens and residents in compliance with legal provisions. These services encompass 
the provision of goods, services, or administrative assistance by entities responsible for delivering public 
services (Hakim, 2015). While the decision of the Minister of Administrative Reform number 63 of 2003 
states that public services are all forms of services carried out by Government Agencies at the center, 
regions in the form of goods or services, both in the context of efforts to satisfy the needs of the 
community and in the context of implementing the provisions of laws and regulations (Hasana, 2019). 

According to Hasana (2019), Based on Decree of the Minister of Administrative Reform No. 63 of 2003 
concerning general guidelines for the implementation of public services, service standards include at 
least:  

a) Service Procedures. Standardised service procedures for service providers and recipients 
including complaints. 

b) Completion Time. Settlement time determined from the time of submission of the application 
until the settlement including complaints. 

c) Service Fees. Service fees including details that are determined in the process of providing 
services. 

d) Service Product. Service results that will be received in accordance with predetermined 
provisions. 

e) Facilities and Infrastructure. Provision of adequate service facilities and infrastructure by public 
service providers. 

f) Competence of Public Service Providers. The competence of service providers must be 
determined appropriately based on the required knowledge, expertise, skills, attitudes and 
behaviour. 
 

c. Community Satisfaction 

Satisfaction is the level of feeling of service recipients after comparing what he received and his 
expectations (Oppong et al., 2021). A service recipient, if satisfied with the value provided by the product 
or service, is likely to come back to the person who has provided the service for a long time. as cited in 
Chaliluddin et al., (2021) Satisfaction refers to an individual's subjective assessment of their emotional 
state resulting from a comparison between their perceived performance or outcomes and their initial 
expectations. 
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In relation to some of the factors that influence satisfaction, Victory et al., (2022) said that the 
dissatisfaction of service recipients is caused by internal and external factors. Internal factors that are 
relatively controllable by the organisation, such as rude employees, not being on time, service procedure 
errors. In contrast, external factors are beyond the control of the organisation, such as environmental 
conditions, disruptions to public infrastructure, criminal activity, and customers' personal problems. 

Community satisfaction with the public or the organization is of paramount importance because it relates 
to public confidence. The better the quality of the service provided, the higher the public's confidence 
(high trust) (Phan et al., 2021). 

d. Framework 

 

 

 

 

 

 

 

 

 

 

Figure 1. Framework  

METHODOLOGY 

This research uses a descriptive analysis method with a quantitative approach. This method is used to 
summarize and present data comprehensively so that it is possible to understand the basic 
characteristics of the data collected (Hancocok and Mueller, 2020). Quantitative here focuses on 
collecting quantitative data analysis or data in the form of numbers and statistics that prioritize 
measurement, hypothesis testing and statistical analysis to strengthen the phenomenon under study. 

a. Data Sources  
a) Primary Data 

Primary data is data collected and processed by researchers directly from respondents (Ganesha and 
Aithal, 2022). In this study, primary data was obtained by giving a questionnaire to respondents, namely 
the community of users of the Kalianda- Sebesi Island BOM crossing service. 

b) Secondary Data 

Secondary data is data obtained from other parties who have processed or published primary data 
(Ganesha and Aithal, 2022). such as obtained from monthly, quarterly, termly activity reports and reports 
related to the Kalianda-Sebesi Island BOM crossing boat service at the South Lampung Regency 
Transportation Office. 

b. Data Collection Techniquee 
a) Library Researches, the collection of data or analysis of information from a variety of trusted 

sources to gain an in-depth understanding of a particular research topic. 
b) Documentation, Data collection process by recording all steps of the data collection process 

cleanly and in detail. 

Quality Service (X1) 

1. Tangibles 

2. Reliability 

3. Responsiveness 

4. Assurance 

5. Empathy 

Community 

Satisfaction (Y) 

1. Product quality 

2. Service quality 

3. Emotional 

4. Price 

5. Cost 

 

X1, Y 
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c) Questionnaire, the method is carried out by distributing questionnaires to respondents with 
various aspects that allow researchers to obtain information from respondents efficiently and 
effectively. 
 

c. Research Population and Sample 

The population of this study are people who have used the Kalianda Bom Pier - Sebesi Island crossing 
service. The following is the number of passengers who have used sea transportation shipping services 
since the operation of the Kalianda Bom Pier - Sebesi Island crossing line as follows. 

Table 2. Number of users of Kalianda Bom Pier crossing services - Sebesi Island 2019 – 2021 

Year Number Of Users Of Crossing Services 

2019 752 

2020 231 

2021 548 

Source: Processed Data, 2022 

Sampling can be a conclusion from the population so that the sample used for research can truly 
represent the population. The technique used in determining this sample uses non-probability to be 
precise using purposive sampling. While determining the sample size using the Lameshow formula, this 
is because the population is unknown, so the minimum sample size in this study is 96 respondents. 

d. Descriptive Analysis Technique 

In this study, the variables used are a dependent variable, namely service quality (X), then the 
dependent variable satisfaction (Y). 

e. Multiple Linear Regression 

The simple multiple linear regression formula is as follows: 

Y = a+bX + et.  

Description : 

Y =  dependent variable 

a  =  Intercept (Constant price) 

b =  Regression coefficient 

X =  Independent variable 

et =  Error Term 

 

f. Correlation Coefficient 

This technique is used to find relationships and prove the hypothesis of the relationship between two 
variables when both variables are in the form of intervals or ratios, and the data sources of the two or 

more variables are the same. Knowledge of the correlation coefficient between each variable X and Y 
can be used to determine the coefficient of determination to determine the amount of influence each 
independent variable has on the dependent variable. The correlation coefficient value must have limits 
of -1 < r < 1. When r approaches -1 or 1, it can be said that there is a close relationship between the 
independent variable and the dependent variable. If r approaches 0, it can be said that the relationship 
between the independent variable and the dependent variable is very low or even nonexistent.  
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g. Determining Coefficient 

To determine the magnitude of the influence of the independent variables on the dependent variable 
together, the simultaneous coefficient of determination analysis is used with the calculation as follows: 

KD = r2 X 100% 

e. Hypothesis Testing 

Test t (partial testing) 
The t test results of this calculation are then compared with the ttable using an error rate of 0.05. The 
criteria used as a basis for comparison are as follows: 

• Ho is accepted if the ttable value < tcount  

• Ho is rejected if the value of tcount> ttable 
 

RESULT AND DISCUSSION 

a. Descriptive Analysis 
a) Respondents' Statements on the Service Quality (X1) 

To get a clearer picture of the score on each statement is as follows: 

Table 3. Percentage of Research Results Based on Service Quality Statements 

No 
 

Statement Score 
Achievements 

Score 
Maximum 

% Criteria 

1 The location and the service fleet 
provided are already sufficient to 
satisfy the expectations of the 
community 
 

368 480 76,67% Agree 

2 Service equitment, cleanliness 
and comfort are well provided 
 

358 480 74,58% Agree 

3 The number service officers is 
well available 
 

381 480 79,38% Agree 

4 The officers ability to operate and 
control the cruise is good 
 

371 480 77,29% Agree 

5 Service timeliness is optimal 
 

342 480 71,25% Agree 

6 Available service standards and 
safety service procedures are 
well met 
 

375 480 78,13% Agree 

7 Officers respond quickly to 
passenger complaints 
 

376 480 78,33% Agree 

8 Service officers in providing 
services are optimal with a 
patient attitude 
 

384 480 80,00% Agree 

9 Teamwork of officers during the 
service has been well 
demonstrated 

352 480 73,33% Agree 
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10 Assurance about the skills and 

know ledge of officers in 
providing services is optimal 
 

381 480 79,38% Agree 

11 Assurance that officers will be 
polite and friendly to all service 
recipients has been done well 
 

388 480 80,83 Agree 

12 Assurance that officers will 
behave in a non-discriminatory 
manner has been done well 
 

385 480 80,21% Agree 

13 Officers are able to provide 
individualized attention 
 

373 480 77,71% Agree 

14 Responsiveness and familiarity in 
communication with both officers 
and passengerers has been done 
well 
 

383 480 79,79% Agree 

15 Able to provide solutions and 
understand the wishes of service 
recipients well 
 

396 480 82,50%  
Agree 

 

 Total 5,613 7,200 77,96% Agree 

Source: Processed Data, 2022 
 

The table above shows that the average respondent's answer to all statements about service quality 
is 5,613 or 77.96% with the criteria "agree". 
 

b) Respondent's Statement on Community Satisfaction (Y) 

Table 4. Percantage of Research Result Based on Performance Steatment 

No 
 

Statement Score 
Achievements 

Score 
Maximum 

% Criteria 

1 The condition of the available 
fleet is sufficients to provide a 
senseof comfort and safety 
 

386 480 80,42% Agree 

2 Timely service schedule 
 

398 480 82,92% Agree 

3 Service standards in crossings 
are good 
 

393 480 81,88% Agree 

4 The behaviour of the crew and 
the captain towards the 
passengers way good 
 

404 480 84,17% Agree 

5 The responsive service of the 
crew and captain to passengers 
was good 
 

342 480 71,25% Agree 
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6 The service staff’s patient a 
attitude is well demonstrated 
 

379 480 78,96% Agree 

7 Crew members chech and ensure 
passengers are in good condition 
before sailing 
 

406 480 84,58% Agree 

8 The crew members were able to 
create intimate communication 
with the passengers 
 

382 480 79,58% Agree 

9 The crew members were able to 
give the best attention to the 
passengers 
 

359 480 74,79% Agree 

10 The service provided by the crew 
is worth the price spent 
 

378 480 78,75% Agree 

11 Passengers derive benefits 
proportionate to their expenditure 
 

380 480 79,17% Agree 

12 Lower prices and even free 
services during the cruise 
 

346 480 72,08% Agree 

13 Affordable costs 
 

395 480 82,29% Agree 

14 Costs is proportional to the 
satisfaction gained 
 

385 480 80,21% Agree 

15 All fees are included in the 
service 
 

412 480 85,83%  
Agree 

 

 Total 5,745 7,200 79,79% Agree 

Source: Processed Data, 2022 
 

The table above shows that the average respondent's answer to all statements about Community 
Satisfaction is 5,745 or 79,79% with the criteria "agree". 

 
b.  Simple Linear Regression 

Table 5. Simple Linear Analysis 
Coefficientsa 

Model 

Unstandardized  
Coefficients 

Standardized  
Coefficients t Sig. 

B Std. Error Beta   
1 (Constant) 18,771 5,010  3,747 ,000 

Service 
Quality (X) 

,702 ,084 ,652 8,332 ,000 

a. Dependent Varuable : Community Satisfaction (Y) 
Source: Processed Data, 2022 

According to the table above, the regression equation made on the satisfaction of community users 
of the BOM kalianda-island sebesi dock crossing service is Y = 18.771 + 0.702X. This regression 
equation can be explained as follows: 
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a) The constant is positive which shows a positive influence on the independent variable, if the 

independent variable is 1 unit point, then community satisfaction is 18.771 points. 
b) That every one unit increase in the service quality variable, the community satisfaction variable 

will increase by 0.702 points, assuming other variables do not change. 
 

c. Correlation Coefficient and Coefficient of Determination 

Table 6. Model Summary 

Model R R Square Adjusted R Square Std. Error of the 
Estimate 

1 ,652a ,425 ,419 ,419 

a. Predicators: (Constant), Service Quality 
Source: Processed Data, 2022 

Based on the table above, the correlation value is 0.025. This value is in the coefficient interval 0.60-
0.799, where the level of relationship between the variables is in the 'strong' category. 
 
The coefficient of determination (KD) = (R2) = 0.6522 = 0.425 X 100% = 42.5%. From this correlation 
value, it can be concluded that the service quality variable has an influence of 42.5% on the satisfaction 
of the community users of the Kalianda-Sebesi BOM ferry service, while the rest is explained by other 
factors not discussed in this study. 
 

d. Hypothesis Test 

To find out whether there is a significant influence between service quality on the satisfaction of 
community users of Kalianda-Pau Sebesi BOM ferry services, a hypothesis test is carried out which is 
explained in Table. Coefficients where the results of statistical tests using the t test show a tcount value 
of 8.332 with a significance level of 0.001. If the tcount value is compared with the ttable with n = 96 real 
level of 0.05, a critical price of 1.984 is obtained. The conclusion Ho is rejected and Ha is accepted or 
service quality is proven to have a significant effect on the satisfaction of community users of Kalianda-
Pau Sebesi BOM ferry services. 

 
e. Discussion 

In relation to the research that has been carried out to see how the impact of the quality of service on 
the satisfaction of the community of users of BOM Kalianda-Island Sebesi crossing service, the 
conclusion is obtained from the results of the calculation quantitatively that quality of the service has a 
significant influence on the public satisfaction user of the BOM kalianda-Island Sebesi Crossing Service 
that the given test of the hypothesis through the test t on the variable of quality service showed a t-count 
value of 8,332 with a level of significance of 0,001. If the thitung value is compared to the t-table with a 
number of n = 96 real sides of 0,05, the critical value is 1,984, so the value of t -count > t-tabel. The 
conclusion on the hypothesis that Ho was rejected and Ha received or the quality of service proved to 
have a significant influence on public satisfaction. The magnitude of the determination coefficient 
between quality of service and public satisfaction is = 42.5%. 

In this case it proves that one of the ways to provide satisfaction to the community of service users is by 
providing the best possible service. With good service, it creates community satisfaction. Once the user 
is satisfied with the service received, the public will compare the service provided. When the public has 
really been satisfied, the people will return to the service provider to use its service and the society will 
also tell many people that the service given by the provider is good and will be willing to recommend to 
others to use his service. It is in line with Sakti et al., ( 2021) view that quality of service drives towards 
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increased consumer satisfaction, service quality has a positive relationship with consumer satisfying, 
high service quality produces high customer satisfaction anyway. Therefore, an organization must think 
well about the importance of customer service through quality of service. Barusman (2019), Because it 
is now becoming increasingly aware that services are an important aspect of the Government of the 
District in providing services to the community. 
 

 

 

 

CONCLUSION and SUGGESTION 

a. Conslusion 

The conclusions from this research are: 
 

a) The results of this study support the research hypothesis that there is a positive and significant 
influence between service quality on the satisfaction of community users of Kalianda - Sebesi 
Island BOM crossing services at the South Lampung Regency Transportation Office, with an 
influence of 42.5.0% while the remaining is explained by other factors. This positive and 
significant effect means that the better the quality of service provided will have an impact on 
increasing the satisfaction of service recipients.  

b) From the results of the regression analysis, the equation Y = 18.771 + 0.702 X is obtained, 
which means that every one unit increase in the service quality variable, community satisfaction 
will increase by 0.702 points. 

b. Suggestion  

a) In the service quality variable, the statement that has the lowest value of the other statements 
is statement number 5, namely "Service timeliness is optimal". This is in accordance with the 
current conditions in the operation of the ship "Banawa Nusantara 73" related to the timeliness 
of services that are still not optimal, where based on the SOP that for registration of prospective 
passengers it takes 10 minutes, but in reality the application provided is not well connected so 
it takes a long time to register. Furthermore, the service schedule starts at 12.00 WIB and 14.00 
WIB but in reality it is often not on time due to technical problems on the ship or the length of 
the registration process for prospective passengers. For this condition, efforts have been made 
on the application system used for registration of prospective passengers by improving the 
existing system and providing a call centre to provide information on crossing service schedules 
earlier every Thursday to ensure service schedules. 

b) On the public satisfaction variable, the statement that has the lowest score based on the 
achievement score is statement number 5, namely "The responsive service of the crew and 
captain of the ship to passengers is quite good.” This is in accordance with the current conditions 
in the crossing service at the Kalianda-Sebesi Island BOM Pier which is still not optimal seen 
from the attitude and service to passengers from both the captain and the crew. Based on the 
number of crew members of the ship "Banawa Nusantara 73" consisting of 1 captain, 1 
technician as well as 2 crew members, this is certainly not able to provide optimal service to 
passengers. 
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c) For this condition, efforts have been made to minimize complaints from passengers on board 
by always appealing to ship passengers to provide necessities before entering the ship or 
minimizing the whises of passengers when already on board due to limited crew. 
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