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Technological development is a significant factor to the gaining of product and project iy
competitive advantage (Berawi, 2015). Continuity of long-term strategies and development 15%
plans is required to achieve such goals (Berawi, 2016). New systems of transportation have Mancosa on 20090212 0, Overall
been applied in Jogjakarta and Palembang‘ Indonesia as part of a long-term strategy to achieve BMITTED WORKS Similarity
good service quality. Service quality is a key perfonnance mdlcalor with Hensher (2015),

ioning that public port services have b histicated. This growing Truong Dong Loc, Ger L... <1%
sophistication has led to greater focus on an increasing number of key performance mdlcalors b a
as a way of measuring service quality (Hensher, 2015). There are many different elements that Document
come together to define transport system quality. Purba et al. (2014) mentioned that satisfaction L nbvaraite '"‘?°"’s‘a % <1% Details
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is different for different cities. Service employees also play a role in shaping customers’
pcrcepuons of service quah(y. with the interactions they perform during the service encounter
infl percep of the service delivered (Kennedy, 2011). Transport system
customers have specific perceptions of service quality that they will typically use as
performance indicators in relation to the transport system. The attitude of employees and the
syslcm of l.ranspomuon both affect the i i with i i service delivery
experiences (Halvorsrud et al., 2016). As such,
many servuce ﬁmm fml to deliver quality service to their customers (Kennedy, 2011).
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In order to increase the level of service quality as seen from the point of view of transport
system users (public transport users and non-users), service quality elements that need to be

acted upon must be identified (Gruji¢i¢, 2014). Putting the customer at the center of policy, G.Loa, K5, JnES.... g0
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planning, and delivery decisions requires a system for measunng customer satisfaction that is
both robust and, capable of benchmarking faction for use in informing policy and
service planning (Hensher, 2015). A fi rk based on journeys for a structured
portrayal of service delivery from the customer’s point of view, has also been studied
(Halvorsrud et al., 2016). Eboli and Mazzula (2007) developed a structural equation model that
explores the impact of the relationship between global customer satisfaction and service quality

Q) attributes in a bus service context. The research was based on the bus services regularly

sed by University of Calabria students to reach their campus. In the context of this study,
customers in Jogjakarta differ to those in Palembang. As an education city, Jogjak
customers comes from all over lndonesm and, as the tourism destination, Jogjakarta attracts
visitors from all over the world. As i city, in Pal g have a different
character to those in Jogjakarta. This iim of this research is to look at the dlfferences in both
types of city in relation to SQ.

Purba et al. (2014) studied the service performance of the TransJogja and TransMusi bus transit
systems from the user’s point of view and concluded that the local governments of both
Jogjakarta and Palembang should aim to improve the subsidy and fare aspects relating to SQ
and satisfaction in order to maintain user sati and loyalty. This paper, using the same
ata and method, explores in further detail the most important factors in determining SQ. The
im of this research is to identify the main aspects of SQ in tourism- education city and a
business city.

ta’s

2. EXPERIMENTAL PROGRAM

There are formidable challenggs involved in the delivery and maintenance of SQ in the area of
public transport. This relates to how to deal with such a complex, fuzzy, and abstract concept as
SQ and whether we should use perception of performance only, opalso customer expectation.

ion should be idered in the form of either: ideal, desired, adequate, or

cmble quahty Additionally, consideration needs to be given to how to identify the most
a G W8levant attributes that affect SQ and how to deal with such related aspects (de Ofia & de Ofia,

014).
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