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ABSTRAK 

 

 

Terminal Penumpang Tanjung Emas Semarang telah memulai penerapan sistem 

pelayanan penumpang berbasis boarding pass. Selama implementasinya terdapat 

beberapa permasalahan. Permasalahan tersebut adalah antrian panjang di area 

check-in, kesulitan teknis dalam penggunaan e-ticket, dan kurang maksimalnya 

penggunaan fasilitas penunjang sistem boarding pass. Rumusan masalah penelitian 

ini adalah 1) Bagaimana sistem pelayanan penumpang berbasis boarding pass?, 2) 

Kendala apa saja yang dihadapi dalam implementasi sistem tersebut?, 3) 

Bagaimana upaya yang dilakukan untuk mengatasi kendalanya?. Penelitian ini 

menggunakan metode kualitatif dan objek penelitiannya adalah sistem pelayanan 

penumpang berbasis boarding pass. Narasumber penelitian ini ada 8 orang meliputi 

penumpang dan petugas operasional. Hasil penelitian menunjukkan bahwa sistem 

pelayanan penumpang berbasis boarding pass di Terminal Penumpang Tanjung 

Emas Semarang sesuai dengan Peraturan Menteri Perhubungan Republik Indonesia 

Nomor 19 Tahun 2020 dan Standar Operasional Prosedur (SOP) Pelayanan Barang 

Dan Penumpang Angkutan Laut Berbasis Boarding Pass oleh Kepala KSOP Tahun 

2018. Namun, implementasinya masih terdapat kendala seperti pemahaman 

teknologi yang rendah pada kalangan penumpang, keterbatasan petugas 

operasional, serta penggunaan fasilitas penunjang yang belum optimal. Untuk 

meningkatkan efektivitas pelayanan disarankan untuk meningkatkan edukasi 

kepada penumpang dan petugas, melakukan sistem evaluasi secara berkala, serta 

mengoptimalkan penggunaan fasilitas penunjang sistem boarding pass. 

Kata Kunci: Pelayanan, Penumpang, Boarding Pass, Efektivitas. 
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ABSTRACT 

 

 

Tanjung Emas Passenger Terminal Semarang has started implementing a boarding 

pass-based passenger service system. During its implementation, there were 

several problems. These problems are long queues in the check-in area, technical 

difficulties in using e-tickets, and less than optimal use of supporting facilities for 

the boarding pass system. The formulation of this research problem is 1) How is 

the boarding pass-based passenger service system?, 2) What obstacles are faced in 

implementing the system?, 3) How are efforts made to overcome the obstacles?. 

This research uses qualitative methods and the object of research is the boarding 

pass-based passenger service system. The sources of this research were 8 people 

including passengers and operational officers. The results showed that the 

boarding pass-based passenger service system at Tanjung Emas Passenger 

Terminal Semarang is in accordance with the Regulation of the Minister of 

Transportation of the Republic of Indonesia Number 19 of 2020 and the Standard 

Operating Procedure (SOP) for Boarding Pass-based Sea Transportation Services 

by the Head of KSOP in 2018. However, its implementation still has obstacles such 

as low understanding of technology among passengers, limited operational 

officers, and the use of supporting facilities that have not been optimized. To 

increase the effectiveness of services, it is recommended to increase education to 

passengers and officers, conduct a regular evaluation system, and optimize the use 

of supporting facilities for the boarding pass system. 

Keywords: Service, Passenger, Boarding Pass, Effectiveness. 
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