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ABSTRACT 
 

STUDY ON IMPROVING THE QUALITY OF COMMUTER LINE TRAIN SERVICE 
BASED ON USER PERCEPTION USING SERVQUAL AND ZONE OF 
TOLERANCE METHODS 
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This study focuses on the extent to which commuter train users are satisfied with 
the services provided by service providers. The purpose of this study was to find 
out the level of satisfaction of commuter train users while at the same time 
providing service improvement efforts to be used as evaluation material for service 
providers. The method used is Service Quality and Zone of tolerance with the help 
of a questionnaire that is prepared according to the five dimensions of service 
quality and refers to PM. 48 of 2015. The data collection method was carried out 
by distributing questionnaires containing 23 statement attributes to respondents, 
respondents in this study were commuter train users who had an age range of 17-
50 years and used commuter trains at least four times a week. The data analysis 
method uses gap 5 ServQual and Zone of tolerance calculation. The results 
showed that the value of the ServQual gap in all statement attributes in the 
questionnaire was negative, then there were several statement attributes that were 
still below the tolerance zone and there were requests from potential users about 
the queue time when entering the station. The conclusion of this study is that 
commuter train users are still not satisfied with the services provided and there are 
priority service improvements that must be considered by PT. KCI. 
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