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Pengguna transportasi umum sangatlah beragam, juga di dalamnya termasuk penyandang
disabilitas. Apapun bentuk disabilitas yang alami, setiap orang memiliki hak untuk mendapatkan
fasilitas penunjang di transport hub agar mereka dapat menggunakan transportasi umum seperti
masyarakat lainnya. Nyatanya, fasilitas penunjang yang ada di transport hub masih belum aksesibel
bagi penyandang disabilitas. Penelitian ini dimaksud untuk mengetahui bagaimana kesenjangan
antara kepuasan wisatawan penyandang disabilitas dan tingkat kepentingan terhadap atribut
aksesibilitas transport hub di Surabaya.

Metode penelitian dilakukan dengan kuantitatif deskriptif sedangkan metode analisis data
dilakukan dengan analisis kesenjangan (gap) dan Importance Performance Analysis (IPA) yang
berasal dari 30 data responden yang dikumpulkan dari kuesioner yang telah diisi serta wawancara
singkat dengan responden dan kemudian data diolah menggunakan program SPSS. Dari hasil
penelitian ini didapatkan bahwa masih terdapat kesenjangan antara kepuasan wisatawan
penyandang disabilitas dan tingkat kepentingan terhadap atribut aksesibilitas transport hub di
Surabaya. Serta melalui Importance Performance Analysis juga didapatkan bahwa terdapat atribut
aksesibilitas yang perlu diprioritaskan untuk ditingkatkan dan diperbaiki.
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ABSTRACT

Rachel Violetta Stepanie dan Patricia Emanuella Tawas
Undergraduate Thesis
Descriptive Study of Support Facilities for Travelers with Disabilities in Transport Hub
Surabaya City

Public transportation users are diverse, and include people with disabilities. Whatever the
form of disability, everyone has the right to get supporting facilities at the transport hub so that
they can use public transportation like other people. In fact, the supporting facilities at the
transport hub are still not accessible for people with disabilities. This study is intended to
determine the gap between the satisfaction of travelers with disabilities and the level of
importance of the accessibility attributes of the transport hub in Surabaya.

The research method was carried out with descriptive quantitative while the data analysis
method was carried out with gap analysis and Importance Performance Analysis (IPA) which came
from 30 respondent data collected from questionnaires that had been filled in and brief interviews
with respondents and then the data was processed using the SPSS program. From the results of
this study it is found that there is still a gap between the satisfaction of tourists with disabilities
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and the level of importance of the accessibility attributes of the transport hub in Surabaya. And
through Importance Performance Analysis it is also found that there are accessibility attributes that
need to be prioritized to be improved and improved.

Keywords: traveler perceptions, people with disabilities, supporting facilities, transport hubs
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