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Abstract. This research was conducted at Sultan Babullah Airport in Ternate. Primary data
was collected by interviewing airport passengers and visitors and direct observation (filling out
questionnaires), while secondary data was obtained from reports, articles and service
operational standards. Data were tested using validity and reliability tests and analyzed using
the mean analysis method (looking for average values). The results of data analysis show that
the quality of public services at Sultan Babullah Ternate Airport is quite maximal, there are
only a few service facilities that are problematic, where negative ratings from passengers are
more dominant than the positive rating. Positive ratings are "Appearance of airport officers"
(mean 3.90), "Cleanliness, room neatness" (mean 3.88), "Airport security" (mean 3.66).
Negative assessments in the form of "Reliability of waiting room facilities (including toilets)",
"Availability of seats in the pickup room", and "Ease of reaching the airport". For a negative
(invalid) assessment there is no mean because invalid data is not included in reliable
calculations and mean analysis. If viewed in groups, the highest level of service quality
includes "Tangibility" (mean 3.70), "Assurance" (mean 3.60), "Responsiveness" (mean 3.55),
"Reliability" (mean 3.38) and "Empathy" (mean 3.03).

1. Introduction
The development of a region requires transportation services that must be adequate, without the
existence of transportation as a means to support the mobilization of passengers and goods, it is
difficult to expect satisfactory results in an economic development effort for a country. The means of
transportation is one of the means of transportation that is very important in all aspects of human
activities. The more developed means of transportation, the easier the relationship between humans
will be. Since long ago the mobility of human society has occurred. Transfer of population from one
place to another has occurred. This population mobility is also followed by the mobility of the goods
carried by them. Therefore the means of transportation since the past has been needed by humans. At
present, where human and goods mobility are very high, and occur not only in one region but also
between islands and even between countries, the means of transportation plays an important role.

2. Research Methods
2.1. Types of Research

The method used in this study is a case study. The purpose of the case study is to provide a
description of the background, characteristics and characteristics that are typical of the case, the type
of approach and its review of one case carried out intensively, deeply, and in detail. The type of study
used in this study is descriptive qualitative which is obtained from primary and secondary data, where
this study seeks to explain the Quality of Public Services, especially services to passengers and visitors
(consumers) at Sultan Babullah Ternate Airport.

2.2. Location and Research Schedule
This research was conducted at Sultan Babullah Ternate airport from 10-18 October 2018, where

random questionnaires were distributed to passengers and visitors in the Sultan Babullah Ternate
airport area.
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Figure 1. Location of Sultan Babullah Airport (Source: Google map)

2.3. Population and Samples
The population in this study were passengers and visitors who were at the Sultan Babullah airport in
Ternate. Based on data obtained from the Sultan Babullah Ternate airport, the number of passengers
who arrive and depart every day reaches hundreds or even thousands. Based on the data the number of
the average passengers arriving was 1,157 people, while the number of departing passengers was
1,114 people, then the total number of passengers at dated on 1 January as many as 2,271 people.
To determine the number of samples from the data obtained then entered into the formula as follows:

n = N / (1+ (N x (0.1) ^ 2)) (1)

Description: n = Number of samples searched
N = Total population

Then, it is known: N = 2271
Solution: n = 2271 / (1+ (2271 x (0.1) ^ 2)) = 95.78

n = 95.78 = 100 samples
So, the number of research samples is as much as 100 sample questionnaires.

2.3.1. Characteristics of Respondents
The characteristics of the respondents are represented by several types of variables themselves,

including the variables Age, Gender, Education, and Occupation of the respondents are shown in table
1, 2, 3, and 4.

Table 1. Characteristics of Respondents by Age

No. Age Respondents Presentation

1. < 20 7 7%

2. 20 – 30 43 43%

3. 30 – 40 19 19%

4. 40 – 50 24 24%

5. > 50 7 7%

Total 100 100%

Table 2. Characteristics of Respondents by Gender.
No. Gender of Respondents Respondents Presentation

1. Male 64 64%

2. Female 36 36%

Total 100 100%
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Table 3. Characteristics of Respondents Based on Latest Education

No. Latest Education Respondents Presentation

1. No School 0 0%

2. Elementary School 0 0%

3. Not pass Elementary School 0 0%

4. Junior high School 4 4%

5. High School 52 52%

6. College 44 44%

Total 100 100%

Table 4. Characteristics of Respondents by Job

No. Job Respondents Presentation

1. Civil Servants / Pension 23 23%

2. Entrepreneur 25 25%

3. Housewife 13 13%

4. Farmers 5 5%

5. Fisherman 2 2%

6. Police / Army / Pension 6 6%

7. Others 26 26%

Total 100 100%

4. Validity and Reliability Results
4.1. Validity
Validity comes from the word validity which has the meaning to what extent the accuracy and
accuracy of a measuring instrument in carrying out its size function. In addition, validity is a measure
that indicates that the variables measured really are.
 Validity testing steps:

1. The variable groups that want to be tested for validity are Tangibility, Reliability, Responsiveness,
Assurance, and Empathy as many as 24 items in the questionnaire instrument. From the value of n =
24 items can be seen in the Pearson r correlation table, then get the value of r table = 0.404 and for the
number of respondents as many as 100 respondents as the study sample. For r table values can be seen
in the appendix Table of Value R Product Moment
2. To test the validity can test "correlation scores of each question item, with a total variable score".
3. The criteria are a valid instrument item if the correlation value is "positive" and "greater or equal to
r table".

216



4.1.1. Validity Test Results
Table 5. Validity Test Results

No Question Items r
Count

r
Table

Remarks

A Tangibility
1 Cleanliness, neatness of the room 0.516 0.404 Valid
2 Appearance of the airport attendants 0.449 0.404 Valid
3 Convenience of parking facilities 0.478 0.404 Valid
4 Airport interior appearance 0.471 0.404 Valid
B Reliability
1 Reliability of waiting room facilities (including

toilets)
0.375 0.404 Invalid

2 Servants' skills 0.559 0.404 Valid
3 The ability to serve 0.558 0.404 Valid
4 Equipment reliability 0.614 0.404 Valid
C Responsiveness
1 Willingness fades in airport security 0.502 0.404 Valid
2 Willingness to assist airport officers 0.585 0.404 Valid
3 Airport tax service speed and check-in 0.585 0.404 Valid
4 Readiness of officers in preparing trolley when

needed
0.591 0.404 Valid

5 The alertness of officers in serving at the door
includes inspection of goods

0.685 0.404 Valid

D Assurance
1 The alertness of the band's officers in providing

information
0.661 0.404 Valid

2 Hospitality 0.665 0.404 Valid
3 Airport staff courtesy 0.774 0.404 Valid
4 Airport security 0.646 0.404 Valid
5 Provisions of information given 0.699 0.404 Valid
E Empathy
1 Availability of seats in the pickup room 0.351 0.404 Invalid
2 Availability of information on departure and arrival 0.590 0.404 Valid
3 Completeness of information instructions 0.491 0.404 Valid
4 Comfort in the waiting room 0.472 0.404 Valid
5 Availability of disabled facilities 0.477 0.404 Valid
6 Ease of reaching the airport 0.313 0.404 Invalid
Source: Primary data

From the table above shows that the value of r calculated from each item in the questionnaire is valid
and invalid. And based on the 5% significance distribution table r table is equal to (0.404), so the
value of r count > from r table. Invalid questions consist of "Reliability of waiting room facilities
(including toilets)", "Availability of seats in pickup rooms", and "Ease of reaching the airport". This
invalid data has two causal factors, namely the question sentence in the questionnaire is less
understood the meaning of the question, and other factors, namely the passengers and visitors have
never used the facility so they do not know what to fill in the value the right level of service for the
facility. Furthermore, for invalid questions not included in the calculation of reliability.

4.1.2. Reliability
Reliability shows the extent to which the measurement results with the tool can be trusted. The
measurement results must be reliable in the sense that they must have a level of consistency and
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stability. High and low reliability, empirically indicated by a number called the value of the reliability
coefficient.

Table 6. Reliability Test Results
No Question Items r

Count
r

Table
Remarks

A Tangibility
1 Cleanliness, neatness of the room 0.911 0.433 Reliable
2 Appearance of the airport attendants 0.911 0.433 Reliable
3 Convenience of parking facilities 0.911 0.433 Reliable
4 Airport interior appearance 0.911 0.433 Reliable
B Reliability
1 Reliability of waiting room facilities (including

toilets)
0.911 0.433 Reliable

2 Servants' skills 0.911 0.433 Reliable
3 The ability to serve 0.911 0.433 Reliable
4 Equipment reliability 0.911 0.433 Reliable
C Responsiveness
1 Willingness fades in airport security 0.911 0.433 Reliable
2 Willingness to assist airport officers 0.911 0.433 Reliable
3 Airport tax service speed and check-in 0.911 0.433 Reliable
4 Readiness of officers in preparing trolley when

needed
0.911 0.433 Reliable

5 The alertness of officers in serving at the door
includes inspection of goods

0.911 0.433 Reliable

D Assurance
1 The alertness of the band's officers in providing

information
0.911 0.433 Reliable

2 Hospitality 0.911 0.433 Reliable
3 Airport staff courtesy 0.911 0.433 Reliable
4 Airport security 0.911 0.433 Reliable
5 Provisions of information given 0.911 0.433 Reliable
E Empathy
1 Availability of seats in the pickup room 0.911 0.433 Reliable
2 Availability of information on departure and

arrival
0.911 0.433 Reliable

3 Completeness of information instructions 0.911 0.433 Reliable
4 Comfort in the waiting room 0.911 0.433 Reliable
5 Availability of disabled facilities 0.911 0.433 Reliable
6 Ease of reaching the airport 0.911 0.433 Reliable

The reliability test results show that all data can be trusted, because according to the conditions
specified is the value of r count is greater than r table.

4.2. Mean Analysis of Service Quality for Babullah Sultan Airport Ternate
Data analysis was processed using the mean analysis method using Microsoft Excel. Data that is
processed is only valid and reliable data. If the data is invalid and not reliable, the data is not included
in the calculation of mean analysis. The data can be in accordance with the perceptions of respondents,
then from the results of the analysis of the data obtained mean and percentage of each answer variable
given by the respondent. The mean analysis scale is 1-5 where 1 (SJ: Very Ugly), 2 (J: Bad), 3 (N:
Normal), 4 (B: Good), 5 (SB: Very Good).
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Table 7. Mean Analysis of Service Quality for Sultan Babullah Airport Ternate

No Question Items mean SD
Rank

based on
aspects general

A Tangibility 3.7 0.1 1
1 Cleanliness, neatness of the room 3.88 0.87 2 2
2 Appearance of the airport attendants 3.9 0.67 1 1
3 Convenience of parking facilities 3.55 0.89 3 10
4 Airport interior appearance 3.45 0.77 4 12

B Reliability 3.38 0.16 4

1
Reliability of waiting room facilities
(including toilets)

3.41 0.67 2
14

2 Servants' skills 3.49 0.66 1 11
3 The ability to serve 3.24 0.74 3 18
4 Equipment reliability 3.13 0.68 4 22

C Responsiveness 3.55 0.05 3
1 Willingness fades in airport security 3.41 0.71 4 15
2 Willingness to assist airport officers 3.59 0.71 3 8
3 Airport tax service speed and check-in 3.72 0.7 1 3

4
Readiness of officers in preparing
trolley when needed

3.39 0.83 5
16

5
The alertness of officers in serving at
the door includes inspection of goods

3.63 0.75 2
7

D Assurance 3.6 0.04 2

1
The alertness of the band's officers in
providing information

3.56 0.8 4
9

2 Hospitality 3.68 0.74 1 4
3 Airport staff courtesy 3.64 0.7 3 6
4 Airport security 3.66 0.78 2 5
5 Provisions of information given 3.44 0.74 5 13

E Empathy 3.03 0.1 5

1
Availability of information on
departure and arrival

3.18 0.77 2
19

2
Completeness of information
instructions

3.16 0.77 3
20

3 Comfort in the waiting room 2.42 1 4 21
4 Availability of disabled facilities 3.36 0.93 1 17

Source: Primary data

Ranking Description:
 Overview per aspect (which is given blue) is the ranking order based on items in each

group (Tangibility 4 items, Reliability 3 items, Responsiveness 5 items, Assurance 5 items,
and Empathy 4 items).
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 General (which is given a red color) is the overall ranking sequence of 21 items.
 General (which is colored yellow) is a ranking sequence based on 5 variables (Tangibility,

Reliability, Responsiveness, Assurance, and Empathy).

5. Conclusions
After conducting research on the Quality of Public Services at Babullah Ternate Sultan Airport
through distributing questionnaires to respondents who were passengers and visitors who were in the
airport area, several conclusions were obtained, namely:
 The boundaries of the values are: 1 (SJ: Very Ugly), 2 (J: Bad), 3 (N: Normal), 4 (B: Good), 5

(SB: Very Good). In the research that has been carried out on Service Quality at Sultan Babullah
Ternate Airport, and from the table of the results of the mean analysis and discussion it can be
concluded that service quality per item with the highest level at Sultan Babullah Ternate airport is
"Airport officer appearance" (mean 3.90 ), followed by "Cleanliness, room neatness" (mean 3.88),
"Airport tax and check in service speed" (mean 3.72), "Airport staff hospitality" (mean 3.68),
"Airport security" ( mean 3.66).

 If reviewed in groups, Service Quality with the highest level is in "Tangibility" (mean 3.70),
followed by "Assurance" (mean 3.60), "Responsiveness" (mean 3.55), "Reliability" ( mean 3.38),
and "Empathy" (mean 3.03) with the lowest level or the least value for the quality of service.
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