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Abstract - The Port of Bitung is one of 71 major ports managed by the Port of Indonesia Company. The purpose of this study 

is to analyze the quality of passenger terminal services at the Port of Bitung in order to improve customer satisfaction with 

the performance and expectations of stakeholders. The research methods used are IPA and SWOT analysis to assess port 

service performance. The findings of this study show that the level of performance conformity with passenger expectations 

is at 99% or <100%, which is categorised as very good. There is one service indicator with a conformity level that is still 

below average, namely the punctuality of ship guidance, which is a top priority for port improvement, guidance, and 

supervision, which is in quadrant A. The performance level of this indicator is not yet satisfactory according to passengers 

regarding the perception of Bitung terminal passengers on service quality, with an overall average level of conformity below 

90%. There are three service indicators whose level of conformity is still below average, namely port security, adequate 

supporting facilities, and port building conditions. Based on the SWOT analysis results, there are several strategies 

recommended to improve the quality of passenger services. Optimization of the terminal system to improve service response 

times, improvement of infrastructure and adequate facilities for passenger comfort, and improvement of service efficiency 

and quality. Provision of information systems related to ship arrival and departure schedules, check-in processes, and ship 

waiting times. 
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1. Introduction 
Indonesia is a maritime country with 17,504 islands. 

This condition makes Indonesia highly dependent on sea 

transportation for island connectivity [1]. Ports and their 

passenger terminals are strategic maritime transportation 

hubs that influence the development and competitiveness of 

a region, whether it be a city, an area, or a country [2]. Ports 

are fundamental to regional economic development and 

global resource allocation [3].  
 

Ports play an important role as infrastructure that 

supports global economic growth and maritime industrial 

activities, as well as being the foundation for sustainable 

development [4]. In light of these findings, maritime 

economic growth depends on the role of ports in the loading 

and unloading of goods and the embarkation and 

disembarkation of passengers, equipped with safety and 

security facilities and port support activities that are closely 

related to social and economic factors. 
 

Ports play an important role in the economies of many 

countries and regions. Inconsistent port services will 

directly impact customer experience and reduce their 

satisfaction levels [5]. Service quality is a key factor in 

users’ decisions to choose a port, making it a crucial element 

in port competition [6]. Improved services for consumers 

who are willing to pay additional fees, while ports enjoy 

greater economic benefits [7]. 

Indonesia has 71 major ports, one of which is the port 

of Bitung, located in North Sulawesi, which serves as a 

stopover for inter-city passenger ships. This is an important 

part of travel planning because passengers use it 

continuously to board and disembark from ships, requiring 

infrastructure that not all ports can provide [8]. The presence 

of the Port of Bitung is one of the important factors driving 

economic growth in North Sulawesi, and it has now been 

designated as a Special Economic Zone (SEZ) [9].  

 

Basically, the services provided by ports are services 

for ships and services for cargo [10]. In order to fulfill the 

role of ports as connectors in the transportation and logistics 

system, ports must be able to serve ships and cargo (goods 

and people) as efficiently as possible [11].  

 

For this reason, passenger terminals are needed to 

accommodate the transfer of passengers from passenger 

ships to other modes of transportation or vice versa. 

Transportation terminals play a vital role in ensuring the 

smooth functioning of the overall transportation system 

[12]. The main function of transportation terminals is to 

meet passenger needs by providing safe and comfortable 

services [13]. 

 

The Bitung Passenger Terminal is a sea transportation 

service with a capacity of 2,120 people and 1,040 passenger 
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seats, as well as air conditioning, toilets, and TV facilities. 

In carrying out its functions and duties in providing 

passenger terminal services, supporting facilities are needed 

to achieve optimal, effective, and efficient results and clear 

circulation. 

 

In reality, the existing facilities are insufficient to 

facilitate the activities of those involved, as evidenced by 

the lack of comfortable and safe passenger waiting areas and 

poorly functioning air conditioning. The main obstacles 

faced include inadequate capacity, disorderly passenger 

belongings, lack of safety and comfort, minimal supporting 

facilities, and other sources of income due to the building’s 

facade not reflecting an international-standard passenger 

terminal. The services at the Bitung Port passenger terminal 

consist of three types, namely passenger embarkation and 

disembarkation, port fees and services, and passenger 

terminal services [14]. 

 

For the sake of customer satisfaction at the Bitung 

passenger terminal, PT Pelabuhan Indonesia (Indonesian 

Port Company) accepts suggestions or feedback via SMS 

complaints, suggestion/complaint cards, customer service 

emails, and letters submitted to management. Over the past 

few years, PT Pelabuhan Indonesia’s customer companies 

have submitted complaints regarding the security 

management system, which is still ineffective, delays and 

uncertainty in ship departure schedules, inadequate facilities 

for passengers, lack of maintenance, and other issues that 

still need to be addressed. 

 

Customer satisfaction can be defined as an emotional 

response—in the form of satisfaction or disappointment-that 

arises when actual experiences are compared with previous 

expectations [15]. Satisfaction was identified as a mediating 

variable in the relationship between customer service and 

trust [16]. Customer satisfaction creates a sustainable and 

mutually beneficial relationship between the company and 

its customers [17]. Customer satisfaction is the driving force 

behind customer loyalty, which is characterized by the 

continuous use of a company’s goods or services, thereby 

establishing a lasting relationship with the company [18]. 

Ignoring the impact of customer satisfaction on demand can 

result in failure to achieve expected profits [19].  

 

 The reputation or image of a port has a direct impact 

on customer satisfaction levels, which in turn influences 

their future behavior [20]. In general, service quality is 

understood as customers’ perceptions and evaluations of an 

organization’s service performance [21]. The improvement 

in quality includes improving services, adapting and 

transforming service standards, and making continuous 

internal improvements. Therefore, it is necessary for 

companies to understand and meet the desires and 

expectations of the community. By fulfilling customer 

desires, companies will gain added value from customers 

who are satisfied with the company. In addition, companies 

will benefit from the loyalty of customers who continue to 

trust the company. Customer satisfaction is the main 

foundation of a company’s success, including in the 

maritime transportation sector. A deep understanding of 

customer desires and expectations is important to create a 

satisfying travel experience. By meeting customer 

expectations, companies not only gain added value but also 

build customer loyalty, which is a valuable asset in the 

business world. In this regard, it is necessary to analyze the 

influence of the quality of sea transportation services on 

increasing customer satisfaction at the Indonesian Port 

Company. 

 

PT. Pelindo (Indonesian Port Company) must provide 

excellent service to users and realize quality public services 

[22]. User satisfaction is a priority for PT Pelindo as a state-

owned enterprise that must provide excellent service to 

users of sea transportation services [23]. 

 

Several previous studies have found various studies 

related to performance and service assessment at the Port of 

Bitung, such as the study by [24], which examined ship 

traffic performance, cargo loading and unloading 

performance, facility utilization, and port support facilities, 

specifically container loading and unloading activities. 

Meanwhile, the research by [25] analyzed the influence of 

port facilities, service quality, and service performance on 

user satisfaction, especially service users at the Container 

Terminal.  

 

The research by [26] analyzes the influence of service 

quality on customer satisfaction at the Bitung container 

terminal. Of the three studies, only those focused on 

container service performance and service, while passenger 

service studies have never been conducted at the Port of 

Bitung, which is one of the largest ports in North Sulawesi 

and a stopover for intercity passenger ships, and is one of 

the important factors driving the economic growth of the 

city of Bitung. Therefore, research on passenger service 

quality is also very much needed. 

 

Based on the above description, this study aims to 

determine the relationship between “Quality Management 

of Passenger Terminal Services in Bitung and Customer 

Satisfaction Improvement at Indonesian Port Company”. 
 

2. Methods 
The focus of assessment in this study is on passenger 

service quality variables at Bitung Port, with sub-variables 

consisting of facilities, services, waiting time, comfort, 

safety, satisfaction, procedures, service time, convenience, 

and staff behavior. This research is quantitative-qualitative 

in nature, where quantitative methods are used to assess the 

port’s performance, while qualitative methods are used to 

identify strategies for improving passenger services.  

 

Data collection methods include observation, 

questionnaires, and documentation using questionnaires 

given to passengers at Bitung Port. Questionnaires given to 

service users related to the importance of facilities, 

performance levels/aspects, and service satisfaction were 

measured using a 5-point Likert scale, as shown in Table 1. 
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Table 1. Scale of importance and level of work 

Answer Score 

Very Important Very Satisfied 5 

Important Satisfied 4 

Neutral/Average Neutral 3 

Less Important 
Somewhat 

Dissatisfied 
2 

Not Important Dissatisfied 1 

 

The population in this study was passengers boarding 

and disembarking from ships at the Port of Bitung, so the 

population in the study can be said to be unknown. Because 

the population size was unknown, a closed questionnaire 

sample of 60 was taken. The sample was selected based on 

the age of the passengers, with the researcher determining 

the sample to be aged 25-40 years. The sampling technique 

used in this study was accidental sampling. 

 

The analysis techniques used were Importance 

Performance Analysis (IPA) and SWOT analysis. IPA was 

conducted by measuring passengers’ perceptions of the 

service quality of the Port of Indonesia Company Branch 

Bitung, using the IPA method. SWOT analysis was 

conducted to identify strategies for improving quality at the 

Port of Indonesia Company Branch Bitung. 

3. Results and Discussion 
3.1. Terminal Services at the Bitung Branch using 

One key aspect of maritime passenger traffic 

development is adequate maritime services. Overall service 

quality is considered one of the important determining 

factors that influence port choice and port users’ intention to 

return [27-30]. Therefore, ports need to improve service 

quality. Considering that service quality is a relative 

measure of suitability. Conformance quality is a measure of 

the extent to which a service is able to meet established 

quality requirements or specifications [31, 32]; Port 

performance can be measured based on Permenhub No. PM 

24 of 2021. The service performance indicators in this study 

refer to public service standards and regulations of the 

Director General of Sea Transportation, adjusted to the IPA 

indicators. The level of suitability in IPA is the ratio 

between performance Perception (Xi) and customer 

Expectations (Yi) of a service attribute. The level of 

perception of how customers perceive the importance of an 

attribute (e.g., service quality) compared to how well the 

attribute performs in meeting their expectations. 

Expectation level refers to customer expectations or desires 

regarding a product or service. Overall customer satisfaction 

scores at the Bitung Branch Port are shown in Table 2.

 
Table 2. IPA conformity results 

Indicators Attributes 
Perception level 

(Xi) 

Expectation 

level (Yi) 
Suitability level 

Facilities 

P1 274 267 103% 

P2 249 243 102% 

P3 231 226 102% 

P4 258 254 102% 

P5 223 258 86% 

P6 234 263 88% 

Services 

P7 248 240 103% 

P8 201 276 72% 

P9 220 270 81% 

Waiting time 
P10 212 268 79% 

P11 208 255 81% 

Comfort 

P12 261 268 97% 

P13 232 255 91% 

P14 228 270 84% 

Security 
P15 221 251 88% 

P16 240 248 97% 

Satisfaction 

P17 244 266 92% 

P18 229 235 97% 

P19 195 256 76% 

P20 205 240 85% 

Service Procedures 

and Hours 

P21 252 249 101% 

P22 246 247 99% 

Convenience 

P23 209 249 83% 

P24 242 248 97% 

P25 229 245 93% 

Officer Behavior 
P26 229 257 89% 

P27 231 250 92% 

Average level of suitability 91% 
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Table 2 indicates that the average service quality 

compliance rate of 91% is in the excellent category. There 

are 12 performance attributes whose conformity levels are 

still below the overall average conformity level, namely 

facility completeness (86%), spacious and secure parking 

(88%), speed and efficiency in the check-in process (72%), 

information provided to passengers (81%), ship waiting time 

(79%), approach time (81%), noise level (84%), surveillance 

systems, access doors, and patrols (88%), information on 

ship arrival and departure schedules (76%), access to main 

and supporting facilities, such as toilets, prayer rooms, 

beverage and food vendors (85%), passenger boarding and 

disembarking facilities (83%),  and the polite and friendly 

attitude of officers (89%). 

 

To determine the priority of service indicators, a 

Cartesian diagram was created. The Cartesian diagram was 

created based on the average perception and expectation 

levels. Table 3 indicates the average perception and 

expectation levels. 

 
Table 3. IPA attribute ratings 

Indicators Attributes Perception Level (Xi) Expectation Level (Yi) 

Facilities 

P1 4,57 4,45 

P2 4,15 4,05 

P3 3,85 3,77 

P4 4,30 4,23 

P5 3,72 4,30 

P6 3,90 4,38 

Services 

P7 4,13 4,00 

P8 3,35 4,60 

P9 3,67 4,50 

Waiting time 
P10 3,53 4,47 

P11 3,47 4,25 

Comfort 

P12 4,35 4,47 

P13 3,87 4,25 

P14 3,80 4,50 

Security 
P15 3,68 4,18 

P16 4,00 4,13 

Satisfaction 

P17 4,07 4,43 

P18 3,82 3,92 

P19 3,25 4,27 

P20 3,42 4,00 

Service Procedures 

and Hours 

P21 4,20 4,15 

P22 4,10 4,12 

Convenience 

P23 3,48 4,15 

P24 4,03 4,13 

P25 3,82 4,08 

Officer Behavior 
P26 3,82 4,28 

P27 3,85 4,17 

Total 104,20 114,23 

Average 3,86 4,23 
 

 
Fig. 1 IPA service quality map 
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Based on the IPA diagram above, an average score of 

3.84 was obtained on the x-axis and an average score of 4.20 

on the Y-axis. The X-axis and Y-axis are ordinates in a 

Cartesian diagram. The average performance level X and 

importance level Y will be the limits that determine the 

position of the quadrant in the Cartesian diagram, as shown 

in Figure 1. 
 

Based on the Cartesian diagram above (Figure 1), the 

priority for improvement is the attributes in quadrant A, 

which are considered important by passengers, but whose 

performance levels are not yet satisfactory. Indicators 

included in quadrant A are the completeness of facilities, 

speed and efficiency in the check-in process, information 

provided to passengers, ship waiting time, ship approach 

time, noise levels, information on ship arrival and departure 

schedules, and the polite and friendly attitude of officers. 

 

The indicators in quadrant B already have satisfactory 

performance levels in line with expectations and levels of 

importance, and performance is being maintained. Indicators 

in quadrant B include spacious and secure parking, 

cleanliness, lighting, air circulation/temperature in the 

waiting room, and speed of response from counter staff. 

 

Attributes in quadrant C are considered less important 

to passengers, and their performance levels are rated as 

adequate. Attributes in quadrant C include adequate waiting 

room capacity, surveillance systems, access doors and 

patrols, baggage services, access to main and supporting 

facilities (such as toilets, prayer rooms, food and beverage 

vendors), passenger boarding and disembarking facilities, 

ease of access and clarity of information regarding ship 

schedules, travel disruptions, and connecting transportation 

services, and not discriminating against passengers based on 

social status. 

 

Attributes in quadrant D are fairly modern equipment 

and facilities, sufficient lounge areas, accurate, consistent, 

and timely delivery of promised services, secure luggage and 

vehicle storage, passenger service procedures, queue times 

at counters, ease of access to port services and facilities, as 

in Table 4. 

 

Based on the analysis results, the performance of the 

Bitung branch port in terms of the average suitability value 

of all attributes is 91%, which is in the excellent category. In 

the Cartesian diagram analysis, the port performance 

attributes are in quadrant A, where the attributes in this 

quadrant are priority indicators but have a very low level of 

satisfaction.  

 

Therefore, the author recommends improvements to 

these problematic attributes, namely the completeness of 

facilities, speed and efficiency in the check-in process, 

information provided to passengers, ship waiting time, ship 

approach time, noise levels, information on ship arrival and 

departure schedules, and the polite and friendly attitude of 

officers. 

 

Table 4. IPA quadrant results 

 

3.2. Strategy for Improving Passenger Service Quality 

Service is an activity offered by one party to another that 

is intangible and does not result in ownership [33]. Customer 

satisfaction is a very important aspect for the sustainability 

and competitiveness of a company in the futur. Passengers 

always demand reliable port facilities and services to ensure 

their satisfaction with sea transportation. Therefore, it is 

necessary to find strategies that influence service quality.  

         

        To develop strategies to improve the quality of the Port 

of Indonesia Bitung Branch, a SWOT analysis was used, 

where data were obtained from the performance dimensions 

of the port and the quality of passenger terminal services at 

the Bitung Branch. The improvement in the quality of Bitung 

passenger services is illustrated through the SWOT analysis 

matrix in Table 5.

Attributes Perception Level (Xi) 

Quadrant A  

P5 3,72 

P8 3,35 

P9 3,67 

P10 3,53 

P11 3,47 

P14 3,80 

P19 3,25 

P26 3,82 

Quadrant B  

P1 4,57 

P6 3,90 

P12 4,35 

P13 3,87 

P17 4,07 

Quadrant C  

P3 3,85 

P15 3,68 

P18 3,82 

P20 3,42 

P23 3,48 

P25 3,82 

P27 3,85 

Quadrant D  

P2 4,15 

P4 4,30 

P7 4,13 

P16 4,00 

P21 4,20 

P22 4,10 

P24 4,03 
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Table 5. Passenger service SWOT matrix 

Internal Factors 

Strengths (S) 

a)    Cleanliness and tidiness of the waiting room 

b)    Friendliness of port staff 

c)    Comfortable seating in the waiting room 

d)    Speed of response from counter staff 

Weakness (W) 

a)    Information on ship arrival and departure 

schedules 

b)    Ship travel time from mooring (approach time) 

c)    No gangway available from the terminal to the 

ship 

Faktor Eksternal 

Opportunities (O) 

a)    Terminal information 

system 

b)    Infrastructure 

improvement 

Strategi SO 

a) Planning terminal system 

optimization to improve 

service response speed 

b) Planning infrastructure 

improvements for passenger 

comfort 

Strategi WO 

a) Developing a terminal 

information system that 

supports information on ship 

arrival and departure 

schedules and the check-in 

process 

b) Providing a ramp to make it 

easier for passengers to carry 

their luggage onto the ship 

Threats (T) 

a) Many passengers 

complained about the 

lack of boarding bridges 

b) Passenger capacity 

during the Eid al-Fitr 

and Christmas seasons 

exceeded capacity 

 

 

Strategi ST 

a) Port management needs to 

consider adding boarding 

bridge facilities 

b) Adding passenger seats can 

increase capacity, especially 

during the Eid al-Fitr and 

Christmas seasons 

Strategi WT 

a) Port management improves 

inadequate facilities and 

innovates services that are not 

yet optimal. 

b) Port management provides 

transparent information on 

ship waiting times to avoid a 

surge of passengers queuing in 

the waiting room. 

 

Based on the SWOT matrix above, the following 

strategies for improving service quality at the Port of 

Indonesia Bitung Branch were identified: 

1) Plan terminal system optimization to help improve 

service response speed 

2) Plan infrastructure improvements for passenger 

comfort 

3) Develop a terminal information system that supports 

information on ship arrival and departure schedules and 

the check-in process. 

4) Provide more adequate facilities for passenger comfort 

and improve service efficiency and quality. 

5) Port management needs to consider adding boarding 

bridge facilities. 

6) Adding passenger seats can increase capacity, 

especially during the Eid and Christmas seasons. 

7) Port management should improve inadequate facilities 

and innovate services that are not yet optimal. 

8) Port management provides transparent information on 

ship waiting times to avoid surges in passengers 

queuing in the waiting room. 

4. Conclusion 
Overall, the average service compliance rate was 

recorded at below 91%. One aspect that remains weak is 

the timeliness of ship guidance, which is therefore a key 

focus for improvement. The results of mapping using a 

Cartesian diagram show that the port guidance and 

supervision indicator (P5) is in quadrant A, which means 

that it is important to users, but its performance has not 

met expectations. 

 

Passenger assessments of services at Bitung Terminal 

also showed an average suitability rating of less than 90%. 

Three dimensions that stood out as weaknesses were port 

security, availability of supporting facilities, and the 

physical condition of the terminal building. 

 

The Cartesian diagram findings confirm that ship 

schedule information (P7) is also a priority for 

improvement, as passengers rate its performance as low 

compared to its level of importance. 

 

To improve service quality, the proposed strategies 

include: (a) improving document service procedures and 

systems to make them simpler and more efficient, (b) 

providing parking areas and secure vehicle storage, (c) 

improving waiting room facilities such as air 

conditioning, WiFi, free drinks, and information boards, 

(d) improving the responsiveness of officers in serving 

passengers, (e) optimizing the ticketing system to be more 

effective, and (f) providing publicly accessible ship 

schedule information. 
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