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Importance-Performance Analysis (IPA) is a common approach usually applied in examining public satisfaction and
has been adopted in the transportation sector to measure the quality of service provided by the public transport sys-
tem. This study, therefore, investigated the relative important service quality attributes of bus systems among both
public and private modes of transportation users in Banda Aceh in Indonesia. An urban bus system known as the
“Trans Koetardja” was used as a case study and a questionnaire designed based on preference survey was applied.
A total of 200 samples comprising of 100 bus users and 100 private mode users including cars and motorcycles
were used for the preliminary study. Moreover, the IPA approach was used to evaluate the Trans Koetaradja service
quality attributes based on importance and performance classification. The quadrant grid plot showed the need for
the operators to allocate their resources towards improving their services by considering (a) an improvement in bus
stop facilities, (b) enhancement in the route and accurate timetable, and (c) shortening bus travel time and waiting

time in the bus stop.

Key words: service quality, public transport, preference data, IPA, Indonesia

INTRODUCTION

Modern personal mode of transportation such as cars
and motorcycles generate transport-related problems
due to traffic congestion. This further leads to several
externalities including unwarranted travel times, air pol-
lution, unnecessary energy consumption, and frustra-
tion while driving in Jakarta (capital of Indonesia) [1-3].
These are found to be prevalent in Banda Aceh city
[4,5], the provincial capital of Aceh in Indonesia due to
the unexpected growth of car and motorcycle usage as
well as the significant trip generated by motorcyclists [6].
Therefore, the need for the government to act intention-
ally towards overcoming motorization-related problems.
The city center of Banda Aceh, like several other grow-
ing cities in Indonesia, is affected by the impecunious
public transport services which are reflected in lower
service quality, lack of safety for passengers, and inef-
ficient capacity. As previous study noticed that conges-
tion-manifested problems have also extended to the city
of Banda Aceh as extraordinary growth in motorization
has taken place [7]. As consequence, the government of
Aceh needs to act strategically to deal with motorization
related problems. To deal with the private mode depen-
dency, the government have designed a proposal for the
bus reform policy. Furthermore, the government has re-
formed the bus system to deal with the current unreliable
bus services by replacing the conventional urban public
transport with a more convenient system known as the
“Trans Koetaradja”. This involves the use of new technol-

*sugiarto@unsyiah.ac.id

ogy in modern 60-passenger buses which are equipped
with an air conditioner to ensure more comfortability. The
Trans Koetaradja is currently under trial and operated
free of charge in running corridors with the plan to up-
grade the BRT system after it has successfully been tried
[5,7-9].

Previous studies have demonstrated the central issue
in any public transport planning and operation to be the
provision of a better level of service for all users by the
administrator/operator to maintain demand and encour-
age new users to switch from private to public transit.
A crucial issue of any urban bus operators must be to
deliver a sufficient quality of service for passengers, as
it could maintain current users and possibly to attract
new passengers. Thus, the objective to reducing private
mode dependency by switching mode from private (car
and motorcycle) to public mode (bus) could be obtained.
Recent studies have been attempted on quantifying of
perceived quality of service by passengers to distinguish
the most probable influencing factors of service quali-
ty attributes. According to [7,8,10], public acceptance
for the proposal of Trans Koetaradja as new system of
urban public transport in Banda Aceh city was found to
be significantly high but the people are unable to make
use of it effectively due to its limited routes. This means
that there is a need for public transport administrators to
classify the elements of service quality considered to be
pertinent to public/users and use detailed strategic and
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operational policies to attract new users.

Previous studies concerning to the quality of service
and passenger satisfaction have been systematically
investigated in several developed cities over the globe,
amongst them is De Ofa et al [11] used simultaneous
regression equations regarding satisfaction with the bus-
line (service encounter) being used and with the system
(global), correcting for heterogeneity in all the satis-
faction constructs via the SEM-MIMIC approach. They
found that the most critical variable for service encounter
satisfaction is frequency/waiting time while global sat-
isfaction is tangibles/image including satisfaction. De
Ona et al [12] implemented cluster analysis and SEM to
identify the most important service quality attributes. Fur-
thermore, Javid et al [13] investigated the relationships
between people’s attitudes on service quality attributes
of private car and public transport. They argued that so-
cial and personal dimensions of public transport should
have equal importance, and the improvement in service
quality of public transport needs to integrate with mobility
restrictions on car use for effective change of travel be-
havior. Globally, there are intensive studies that attempt
to investigate the satisfaction of public transport users for
instance research done by [12—-18] proposed a different
approach was applied by previous works to evaluate ser-
vice quality in the public transport sector. Moreover, the
IPA method formerly proposed by [19] has been widely
used to analysis sustainable tourism initiatives based on
the resident perspective [20]. In public transportation, it
has been adopted to analyze the practical implementa-
tion of transit user satisfaction [12,21-23]. Meanwhile,
the IPA and OLS multiple linear regression were com-
pared by [18] to analyze the related elements of satisfac-
tion for bus users in Bogota and found IPA to be a more
easy and effective method.

Following the rationale that satisfaction and service qual-
ity in public transport while research on this issue has
mainly accomplished developed word. The determinants
of satisfaction and service quality in public transport
have not been examined systematically, particularly from
the perspective of Asian cities. The satisfaction in public
transport in Indonesia has been measured in Bali [24], in
Yogyakarta [21,22] and Bandung [25]. This suggests that
there are very few studies on public transport satisfac-
tion as Indonesia is an archipelago consisting of many
medium-large cities with a complex urban transportation
system due to high dependence on private modes. Fur-
thermore, it is hypnotized that the determinants of ser-
vice quality in Banda Aceh (the westernmost province
of Indonesia) could differ from the result of the study in
developed cities due to travel behaviors and social, and
demographic characteristics of passengers.

Therefore, this study was conducted to investigate ser-
vice quality attributes based on their importance and per-
formance classification particularly from the perspective
of an Indonesian medium sized cities with the popula-
tion around 259,913 [7]. This preliminary study involved
using revealed preference data collected using a Likert
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scale choice experiment in 2018 within the first corridor
and the busiest urban arterial road connected between
the city center and the oldest University in Aceh (Uni-
versitas Syiah Kuala). Furthermore, the simple approach
of the Importance-Performance Analysis (IPA) was im-
plemented to examine the relative important attributes of
bus system service quality among public transport and
private mode users. The remaining part of this paper is
divided into several parts to describe the survey and data
profiles, IPA estimation, discussion of results while the
conclusions are presented at the end.

MATERIALS AND METHODS
Materials

The preference data were collected using stated choice
questionnaires. The four-point Likert scale: 1 = strongly
unsatisfied/importance to 4 = strongly satisfy/importance
[1-3]. They used a four-point Likert scale instead of a
five-point Likert scale to avoid neutral choice. They rec-
ognized that a neutral choice needs to avoid reducing the
risk of the dominant choice by the respondent. The set of
15 public transport quality of services-related questions
had ordinal responses, with respondents choosing ordi-
nal responses from the four-point Likert scale, as char-
acterized in Table 2. The study was conducted in 2018
with the targeted area being line 1 of Trans Koetaradja
which is the first line used to connect the city center of
Banda Aceh to the oldest university in Aceh, Syiah Kuala
University as shown in Figure 1.

The targeted respondents were bus and private mode
users including the commuters, commercial visitors,
students, and employees in the studied area. Dealing
with validity sample size gathered in this study, Accord-
ing to Jenkinds and Quintana-Ascencio [26] recommend
that research based on regressions analysis has to use
a sample size larger than 25. Moreover, Sekaran and
Bougie [27] proposes the following rules of thumb for
determining sample size: (1) sample sizes larger than
30 and less than 500 are appropriate for most research;
(2) where samples are to be broken into subsamples
(males/females, juniors/seniors, etc.), a minimum sam-
ple size of 30 for each category is necessary; (3) In mul-

Table 1: Summary of the RP survey

Description Detail

The year of survey 2018

Line 1 Bus System “Trans
Koetaradja” of Banda Aceh,
Indonesia

Target location

Direct interviews and collect-
ed by the enumerators

Distribution sampling
method

100 samples (bus ridership)
100 samples (non-bus users/
private mode users)

Sampling aggregation

o) .
Distribution Weekdays (75%); Weekends

(25%)
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tivariate research including multiple regression analyses,
the sample size should be several times (preferably ten
times or more) as large as the number of variables in
the study; and (4) As for simple experimental research
with tight experimental controls (matched pairs, etc.),
successful research is possible with samples as small as
10 to 20 in size.

Hair et al [28] mentioned that the normality of the dataset
can have serious effects in small samples (fewer than 50
cases), but the impact effectively diminishes when sam-
ple sizes reach 200 cases or more. In terms of absolute
size, researchers generally would not factor analyze a
sample of fewer than 50 observations, and preferably
the sample size should be 100 or larger. However, re-
searchers have suggested much larger samples (200
and larger) as the number of variables and expected

-

number of factors increases [28]. Therefore, 200 sam-
ples could valid enough for IPA analysis. To ensure the
justification that this sample size is enough for a good
representation of the targeted population, we checked
required minimum sample size using Lemeshow formula
[29] with confidence level at 95%=1.96, estimates of the
population maximum estimated=0.5 of passenger’s pop-
ulation up to 214,560 per month (reported by provincial
Department of Transport) and sampling error (alpha) =
10%. The calculation of the sample size gave a minimum
sample size of 96 respondents. A minimum sample size
of 100 for each category including 100 passengers using
buses and another 100 using private cars and motorcy-
cles is considered in this study. Therefore, we assumed
that the approximation sample size in this study could
justify for a good representation of the targeted popula-
tion and validity of this study.

95150 $5180°E 95210

95°270°E 95'300°E
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Figure 1: Banda Aceh city (map data © 2019 Google) and the studied area of Trans Koetaradja Line 1 in red color
Table 2: Question items related to the bus service satisfaction and importance measures

Element ID | Element Description *Content of Element Question
Q1 Security 1 Crime while inside the bus
Q2 Security 2 Crime while at the bus stop
Q3 Safety Feeling safe in the bus
Q4 Convenience 1 Bus cleanliness
Q5 Convenience 2 Convenience while boarding the bus
Q6 Convenience 3 Bus capacity comfortability
Q7 Convenience 4 The convenience of bus facilities
Q8 Convenience 5 The convenience of bus stop facilities
Q9 Accessibility The ease with which the passengers reach the bus stop
Q10 Punctuality 1 Ease of obtaining route and timetable of buses
Q11 Punctuality 2 The accuracy of bus schedules
Q12 Equality Facilities for disabled and elderly people
Q13 Time Regularity 1 Travel time within the bus stops
Q14 Time Regularity 2 The headway between consecutive bus
Q15 Tariff Current tariff applied
*using a 4-point Likert scale such as 1 to 4 (strongly unsatisfied/importance to strongly satisfy/importance)
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A 4-point Likert scale which is represented by strongly
unsatisfied to strongly satisfied or strongly unimportant
to strongly important. Table 1 describes the RP survey
which consists of the time the data were collected, sur-
vey location, sampling number, and distribution of the
sample’s information. The questionnaire was also de-
signed to attain several bus system service elements as
shown in Table 2 in the form of a paper-pencil direct in-
terview in 2018 and distributed to 200 respondents with
the results used for analysis.

Table 3 shows the respondent’s socio-demographic and
mobility attributes among bus and private mode users
and more than 60% were surprisingly found to be female
and over 75% were young people aged below 45 years.
Moreover, primary school leavers and college graduates
were observed to be predominant with most of them re-

corded to be college/university students and employees.
Most of the respondents for both private and bus trans-
port system were earning below 3 million IDR per month
per households [30] while 62% of the bus users has a
motorcycle and approximately 30% has no vehicle and
this means most of them are captive riders. Meanwhile,
76% of the private mode users have either a motorcycle
or car while the remaining have both car and motorcycle.
Approximately 50% of the bus users have no driver's li-
cense while more than 90% of the private mode users
have a driver's license. Moreover, it was found that 76%
of the bus users and 81% of private mode users had a
compulsory trip to study in universities or to work as gov-
ernment or non-government employees on the day the
questionnaires were distributed.

Table 3: Respondent’s Socio-demographic distribution

ltem Category Bus User (Share) Private Mode User (Share)
Male 34 (34%) 29 (29%)
Gender
Female 66 (66%) 71 (71%)
16 - 25 years 52 (52%) 35 (35%)
26 - 35 years 13 (13%) 14 (14%)
Age 36 - 45 years 23 (23%) 32 (32%)
46 - 55 years 9 (9%) 15 (15%)
56 years or more 3 (3%) 4 (4%)
Primary School 58 (58%) 46 (46%)
, College 15 (15%) 17 (17%)
Education - -
University/Bachelor 26 (26%) 35 (35%)
University/postgraduate 1 (1%) 2 (2%)
1 million IDR or less 37 (37%) 20 (20%)
1- 1.9 million IDR 34 (34%) 34 (34%)
Monthly Income 2 - 2.9 million IDR 20 (20%) 32 (32%)
3 - 3.9 million IDR 7 (7%) 9 (9%)
4 million IDR or more 2 (2%) 5 (5%)
Has no vehicle 29 (295) 0
, ) Has motorcycle 62 (62%) 72 (72%)
Vehicle Ownership
Has car 1(1%) 4 (4%)
Has car and motorcycle 8 (8%) 24 (24%)
College/University Student 52 (52%) 35 (35%)
) Non-Government Employee 30 (30%) 36 (36%)
Occupation
Government Employee 7 (7%) 11 (11%)
Housewife 11 (11%) 18 (18%)
) ) Has a driver's license 57 (57%) 94 (94%)
Driver’s License - -
Has no driver’s license 43 (43%) 6 (6%)
_ Studying and lessons 47 (47%) 35 (35%)
The purpose of trave_lmg Work 29 (29%) 46 (46%)
on the day the question- - - 5 5
naire was distributed Shopping/Entertainment 10 (10%) 9 (9%)
Others traveling 14 (14%) 10 (10%)
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Methods

Importance-Performance Analysis (IPA) is originally
used to measure consumer’s perceived performance
and importance by plotting two dimensions of the quad-
rant to interpret data [19]. The quadrants were further
classified by [31] into four categories which are “keep up
the good work” (Q1), “possible overkill” (Q2), “low priori-
ty” (Q3) and “concentrate here” (Q4) as shown in Figure
2. Q1 was described to be representing the significant
strengths and potential competitive advantages of the
service and it contains well-performing and continuous
investment elements. Q2 has low importance to custom-
ers but indicates high performing and also shows the
possibility of inefficiency in utilizing resources. Q3 falls
into the low priority grid with the elements reported to be
as unimportant and not performing well and reflected in
weakness and poor performance. Meanwhile, Q4 is re-
garded as the vital quadrant with its attributes measured
to be underperforming and producing significant flaws
and observed to have the substantial and highest priority
in improving products or services.

The previously mentioned RP data was used to conduct
IPA analysis to reveal the conformity level among bus
service elements perceived by both the bus and private
mode users using 4-point Likert scores to measure the
attributes obtained from the survey. The mean values
were later used to plot the two-dimensional IPA approach
which was divided into four quadrants with the perfor-
mance on the y-axis and importance on the x-axis.

The IPA results were graphically displayed on the two-di-
mensional grid and clustered into Q1, Q2, Q3, and Q4 la-
bels based on the values of the discriminating thresholds
after which a diagonal or iso-rating line was drawn 450
upward to distinguish the plot into separate areas [32,33].
This iso-rating line represents elements of products or
services with an equality rating among importance and
performance attributes. The analysis was later used to
generate suggestions to develop marketing strategies.

-
20
e» Quadrant 2 Quadrant 1
“possible overkill” “keep up the good
v (Q2) work”
=
= Q1)
=
&
z
A Quadrant 3 Quadrant 4
“low priority™ “concentrate here”
(Q3) (Q4)
2
o
=

Low Importance

High
Figure 2: The IPA quadrants plot
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RESULTS AND DISCUSSION

Prior to the IPA analysis, we conducted validity and reli-
ability itemed in our instrument with number of samples
used is 25 samples for each of category from passen-
gers and private mode users. It is common to look at the
reliability of instruments using statistical test in terms of
Cronbach’s alpha [34,35]. Cronbach alpha is commonly
reported for the development of scales intended to mea-
sure attitudes and other affective constructs [35]. An indi-
cator of alpha having a threshold or cut-off as an accept-
able, sufficient or satisfactory level with normally seen as
> 0.70 [36] although some article more vaguely referred
to the acceptable values of 0.7 or 0.6 [37]. In our study,
several of the values calculated for Cronbach’s alpha are
range from 0.7-0.9, this value is acceptable and consid-
ered as valid items to measure the quality of service of
Trans Koetaradja bus.

Table 4 and Figure 4 showed the result of IPA analysis
based on bus users and the mean of importance was
found to be higher than the mean of satisfaction as ob-
served in their values of 3.58 and 2.72, respectively.
These values represent intersection or thresholds to cat-
egorize the IPA grid into four quadrants and the confor-
mity level was estimated to be 76.33 %. This, therefore,
shows the bus users have moderate satisfaction in the
current services. Figure 2 shows Q4 is measured as the
vital quadrant with its attributes include being restrained
from underperforming and being the foremost weakness
and was also found to have the most substantial impor-
tance to improve Trans Koetaradja performance. The im-
provement efforts required to be considered include five
service elements which are E8 (convenience 5/bus stop
facilities, E10 (punctuality 1/route and timetable), E10
(punctuality 2/accuracy of timetable), E13 (time regular-
ity 1/travel time), and E14 (time regularity 2/headway).
This means punctuality, travel time, and waiting time are
the primary attributes required to attract Trans Koetar-
adja ridership based on the possibilities of replacing the
existing public transport which was observed to lack re-
liability in terms of punctuality, travel time, waiting time,
and facilities or convenience with the new bus system.
This result shows that the current bus has an unreliable
quality of service and needs to improve to maintain cur-
rent passengers and attract new users. As the conformity
level was estimated to be 76.33 % (moderate satisfac-
tion), the bus operator needs to improve the satisfaction
level through refinement of the bus’s quality of services.
This result also in line with the result of a study conduct-
ed in Lahore, Pakistan (an example of a developing city)
done by [13]. They found that the attitudes of respon-
dents are negative for public transport and positive for
a private car. It means the people have negative per-
ceptions regarding the image of existing public transport.
These extracted factors of attitudinal aspects were used
to evaluate their influence on behavioral intentions to-
wards public transport.

Figure 3 further reveals some attributes of Trans Koetar-
adja have high performance and importance and clas-
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Table 4: The mean and conformity level of importance-performance elements by bus users

Element ID Element Description Mean of . Mean of Conformity level (%)
performance importance

E1 Security 1 (crime in the bus) 3.10 3.37 91.99
E2 Security 2 (crime in bus stop) 3.07 3.58 85.75
E3 Safety 2.77 3.70 74.86
E4 Convenience 1 (cleanliness) 3.14 3.47 90.49
ES5 Convenience 2 (boarding the bus) 3.37 3.64 92.58
E6 Convenience 3 (bus capacity) 3.47 3.69 94.04
E7 Convenience 4 (bus facilities) 3.1 3.67 84.74
E8 Convenience 5 (bus stop facilities) 2.51 3.69 68.02
E9 Accessibility (Ease reach the bus stop) 2.64 3.55 74.37
E10 Punctuality 1 (route and timetable) 2.28 3.69 61.79
E1N Punctuality 2 (accuracy of timetable) 2.09 3.70 56.49
E12 Equality (disabilities and elderly) 3.00 3.66 81.97
E13 Time Regularity 1 (travel time) 2.24 3.72 60.22
E14 Time Regularity 2 (headway) 1.84 3.76 48.94
E15 Tariff 2.22 2.82 78.72

Total 40.85 53.71 76.06

Mean 2.72 3.58 76.33

sified under Q1 which is “keep up the good work”. This
quadrant indicates some of the elements to consider
such as E2 (security 2 /crime in bus stop), E3 (safety),
ES (convenience 2/boarding the bus), E6 (convenience
3/bus capacity), E7 (convenience 4/bus facilities), and
E12 (equality/disabled and elderly). The iso-rating line
finally showed the overall elements performing above
satisfaction to include E1 (security 1/crime in the bus),
E4 (convenience 1/cleanliness), and E15 (tariff) com-
pared to the remaining elements listed below the line as
indicated in Figure 3. These influencing factors such as

security/crime in the bus and convenience/cleanliness
have shown significant attributes in determining pas-
senger satisfaction. Previous study by Susilawati and
Nilakusmawati [24] have argued that the dominant fac-
tor affecting public transport user satisfaction is safety
and comfort, with the most influential variable is feeling
concerned about the personal safety of users when on
the bus in Bali, Indonesia. Furthermore, Hidayat [22] no-
tified that the operator needs to improve the system by
allocates resources on the following attributes a) keep
punctuality, b) shorten waiting time in the bus stop, c)
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Figure 3: The IPA quadrants plot of importance-performance elements by bus users

605

Istrazivanja i projektovanja za privredu ISSN 1451-4117
Journal of Applied Engineering Science Vol. 19, No. 3, 2021



Sugiarto Sugiarto, et al. - The relative importance of bus system"s perceived service
quality (PSQ) attributes among public and private mode users in Indonesia

ol

-

Table 5: The mean and conformity level of importance-performance elements by private mode users

Element ID Element Description Mean of . Mean of Conformity level (%)
performance importance

E1 Security 1 (crime in the bus) 3.13 3.33 93.99
E2 Security 2 (crime in bus stop) 3.27 3.52 92.90
E3 Safety 3.43 3.66 93.72
E4 Convenience 1 (cleanliness) 3.16 3.66 86.34
E5 Convenience 2 (boarding the bus) 3.17 3.75 84.53
E6 Convenience 3 (bus capacity) 2.61 3.78 69.05
E7 Convenience 4 (bus facilities) 3.16 3.83 82.51
E8 Convenience 5 (bus stop facilities) 2.1 3.77 55.97
E9 Accessibility (Ease reach the bus stop) 2.65 3.68 72.01
E10 Punctuality 1 (route and timetable) 212 3.81 55.64
E1N Punctuality 2 (accuracy of timetable) 1.84 3.73 49.33
E12 Equality (disabilities and elderly) 3.11 3.7 84.05
E13 Time Regularity 1 (travel time) 2.49 3.91 63.68
E14 Time Regularity 2 (headway) 1.79 3.89 46.02
E15 Tariff 2.48 2.75 90.18

Total 40.52 54.77 73.98

Mean 2.70 3.65 74.66

improve bus comfort, d) provide safety for child pas-
senger, e) improve bus stop comfort, f) create new bus
route to enlarge accessibility, and g) shorten bus travel
time. Public transport user satisfaction has a positive and
significant effect on the performance of public transport,
any increase in public transport performance indicators
will also influence the increase in satisfaction of users of
public transport [21] and further the public transport sec-
tor shows increasing concern for a better understanding
of the factors affecting service quality [23].

Table 5 and Figure 4 illustrate the IPA result for non-bus
or private mode users and the same trend was observed
with the bus users with the mean value of importance
found to be substantially higher than satisfaction as in-
dicated with 3.65 and 2.70, respectively. Meanwhile, the
conformity level was slightly lower with 74.66% com-
pared to the 76.33% recorded for the bus users, and this
partially due to the non-extensive use of Trans Koetarad-
ja buses by the private mode users. This, therefore, led
to their likelihood of having lesser satisfaction compared
to the main users.
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Figure 4: The IPA quadrants plot of importance-performance elements by private mode users
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The quadrants of the IPA grid are presented in Figure 4
and the most critical was indicated to be Q4 (“concentrate
here”). This means the Trans Koetaradja operators need
to consider the elements in this quadrant due to its im-
portance to improving the bus performance by focusing
on E9 (convenience 3/bus capacity), E6 (convenience 5
/bus stop facilities), E13 (accessibility/ease to reach the
bus stop), E8 (punctuality 1/route and timetable), E10
(punctuality 2/accuracy of timetable), E11 (time regular-
ity 1/travel time), and E14 (time regularity 2 /headway).
These results are also consistent with the IPA result from
passengers’ point of view which found punctuality, trav-
el time, and waiting time (headway) to be important for
Trans Koetaradja operators in improving the reliability of
the system. The iso-rating line finally showed the overall
elements to be considered include E1 (security 1/crime
inside the bus), E2 (security 2/crime at the bus stop), and
E15 (tariff) which are plotted above the line and consid-
ered important in satisfying the passengers. These are,
however, like the perspectives of the bus users.

CONCLUSIONS

The IPA approach based on the quadrant grid plot imple-
mented in this study showed the need for Trans Koetar-
adja operators to allocate their resources by considering
important and performance attributes towards improving
the bus performance. The mean value of importance
elements was found to be higher than for satisfaction
for both bus users which are the passengers and pri-
vate mode users which are non-passengers. Moreover,
the conformity level for private users was discovered to
be slightly lower with 74.66% compared to the 76.33%
recorded for bus users and these indicate moderate
satisfaction in the bus service attributes. The IPA quad-
rant grid plot further showed there is a need to improve
bus stop facilities, route, and timetable reliability, and to
shorten bus travel time and waiting time at the bus stop.

The IPA plot also indicated some attributes of Trans
Koetaradja buses to be high performing and important
and considered under “keep up the good work” quadrant.
The elements recommended to be improved, therefore,
include (a) security 2/crime at the bus stop, (b) safety, (c)
boarding facilities of the bus, (d) convenience 3/bus ca-
pacity, (e) convenience 4/bus facilities, and (f) equality/
disabled and elderly people. The perceived service qual-
ity of the bus system based on the perspectives of both
the bus and non-bus uses on the performance-impor-
tance elements was the focus of this study. The empirical
findings of this study would be helpful for public transport
operator in considering the appropriate attributes of pub-
lic transport to allocate their resources in improving qual-
ity of service of the bus. This study is expected to provide
insight for policymakers while considering bus quality of
service constraints in enhancing the bus quality of ser-
vice. This strategy could improve passenger and reduc-
ing negative perceptions regarding the image of existing
public transport. Finally, the objective to maintain current
users and possibly to attract new passengers by switch-
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ing mode from private (car and motorcycle) to public
mode (bus) could be obtained.

The limitation of this study is that the sample size is
drawn only from one bus line (the busiest line). As the
operator has been operated five bus lines in 2020, there
is an opportunity to increase the area of study and en-
hance the sample size to deal with the heterogeneity and
comprehensively bus quality of service. Furthermore,
this study may be necessary to extend for measure the
service quality of the bus from the operator’s perspec-
tives or through the system encounter and this is expect-
ed to be the focus of future studies.
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