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Yogyakarta is a city that is often called a miniature of Indonesia, 

has a multitude of features. Starting from governance to many 

other features. Trans Jogja is one of the BRT products for the city 

of Jogja which is said to have been initially built to provide clean, 

neat and comfortable city transportation for everyone. However, 

Trans Jogja, which is heralded as an improvement in public 

transportation service modes, is in reality still less than optimal. 

In order to meet the expectations of prospective passengers at bus 

stops, service improvements and innovations are needed. In this 

research, Trans Jogja bus stops will be identified using the 

SERVQUAL and House of Quality methods. The cause of 

customer dissatisfaction in the Servqual analysis is that from the 

results of data processing it was found that there was a gap in all 

service dimensions at the Trans Jogja bus stop. Determining the 

highest to smallest improvement priorities to increase customer 

satisfaction in the House of Quality analysis is conducting training 

to improve performance, evaluating staff performance, updating 

schedules and daily departure routes clearly and in detail, 

controlling the availability of service facilities, implementing 

SOPs for staff , Providing a box for suggestions and criticism, and 

Providing supporting facilities for the safety and smooth running 

of Trans Jogja bus stop users. 
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INTRODUCTION 

Land transportation in Indonesia is the most important means of advancing the national economy. 

Bus rapid transit (BRT) is a land transportation bus system that is fast, comfortable, safe and timely in 

terms of infrastructure, vehicles and schedules. BRT can be used as an alternative means of 

transportation because it has better service quality than other buses [1]. In the BRT system, modal 

integration is carried out at bus stops and passengers get on and off quickly at stops, thereby saving 

travel time, which ultimately can improve the quality of bus services [2]. 

The city of Jogja, a city that is often called a miniature Indonesia, has a multitude of features. 

Starting from governance to many other features. Trans Jogja is one of the BRT products for the city of 

Jogja which is said to have been initially built to provide clean, neat and comfortable city transportation 

for everyone. However, Trans Jogja, which is touted as an improvement in public transportation service 

modes, is in reality still less than optimal. This is due to many factors, both technical and non-technical 

[3]. 

This can certainly make things difficult for passengers, especially tourists or tourists from outside 

the city of Yogyakarta. In order to meet the expectations of prospective passengers at bus stops, service 

improvements and innovations are needed. In this research, Trans Jogja bus stops will be identified using 

the SERVQUAL and House of Quality methods. The aim of this research is to examine the quality of 

services at Trans Jogja bus stops and to determine the level of satisfaction and needs of the community 

regarding the quality of service at Trans Jogja bus stops [4]. 

One component that a public bus must have is a stopping place. The facilities at the stopping place 

are shelter, seating, lighting, public telephone, route information and schedules [5]. Apart from that, 

stopping places are also expected to be easy to access, close to public toilets, close to places selling food 

and drinks, and safe states that in planning a stopping place, various points of view must be taken into 

account. 

Users usually want a safe, comfortable and easily accessible stopping place. Bus drivers usually 

want a stop that is easy to see, easy to stop the bus, easy and fast for passengers to get on and off, and 

easy to leave when the bus leaves, or in other words high accessibility. Most research on stopping places 

is carried out by collecting data on good and bad components, but does not take into account the level 

of community needs and satisfaction and these components have the same influence on all users [6], [7], 

[8], [9]. As users, the public directly experiences the facilities available at the stopping point. 

This shows that planning bus stops must be based on user needs. The public has an opinion about 

the quality of service at the stops they use. These opinions need to be analyzed so that we can find out 

the extent of the need and satisfaction for the facilities and services provided by officers at the stopping 

point [10], [11]. 

 

RESEARCH METHODS 

a. Design of Dimension Variables The service quality variables that will become consumer 

satisfaction variables at Trans Jogja bus stops are categorized based on five Servqual dimensions, 

namely tangible dimensions, reliability dimensions, empathy dimensions, assurance dimensions, 

and responsiveness dimensions [12]. 

b. Validity and Reliability Test of Servqual Questionnaire The results of data processing using SPSS 

17 Software showed that all questions were valid and reliable, so they can be used to measure 

consumer attitudes towards services at Trans Jogja bus stops [13]. 

c. Dimension Weighting According to Consumers The results of the mean calculation show each 

mean of the 5 servqual dimensions [14]. 

d. Servqual Method Data Processing The data obtained from respondents, namely data on 

expectations and perceptions of services, are used to calculate the gaps in each Servqual 

dimension [15]. 

e. Analysis of Servqual Method Results From the results of data processing, it was obtained that 

there were gaps in all dimensions of Trans Jogja bus stop services . 
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f. Determination of Voice of Customer Voice of Customer is the needs and desires of users 

regarding the services provided by Trans Jogja bus stops. Created based on statements in the 

questionnaire that have a gap score. 

g. Variable Grouping After obtaining the Voice of Customer, the next step is to group the variables 

based on the level of effort. 

h. Compilation of Technical Requirements Determination of Technical Requirements is based on 

the results of the Servqual method analysis, namely on the eleven variables that have the largest 

gap values. 

i. Compilation of the Relationship between Voice of Customer and Technical Requirements This 

section explains the relationship that can occur or may occur between Voice of Customer and 

Technical Requirements where the relationship is stated as strong, moderate, or weak. 
j. Determination of the Relationship of Technical Requirements (Correlation Matrix) 

k. Compilation of Operating Goal/Target Components This data is obtained from considerations 

regarding things that have been done so far to meet user needs and desires 

l. Compilation of Improvement Priorities to Increase Consumer Satisfaction Improvement priorities 

are arranged based on the Rank of Column Weight in the House of Quality Matrix. 
m. House of Quality 

 
Design of Dimensional Variables 

The service quality variables that will be the variables of prospective passenger satisfaction at the 

bus stop are categorized based on five Servqual dimensions, as in Table 1 as follows: 

 

Table 1. Dimensions of Tangible 
 

Variable of Quality 

Tangible 

1. Lighting facilities at bus stops for night time are good 
2. Equipment/instructions for disabled users are quite complete 
3. Bus stops look clean and tidy 

4. Supporting service facilities (waiting room and toilet) are complete 
5. Bus stops have clear signs 

6. Bus stop officers look neat and clean 

7. Adequate internet facilities (hotspot) 
 

Table 2. Dimensions of Reliability 
 

Variable of Quality 

Reliability 

1. Bus stop officers provide services carefully, cautiously, and on time 

2. Services are provided quickly and accurately 

3. Bus stop officers always help if users experience problems 
4. Bus stop officers provide complete and clear route information 
5. Bus stop officers provide complete and clear information to users before providing services 

6. Speed in providing services 
 

Table 3. Dimensions of Responsiveness 
 

Variable of Quality 

Responsiveness 
 

1. Bus stop officers give users the opportunity to ask questions and respond well 

2. Bus stop officers respond to user complaints and handle them well and according to procedures 
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Table 4. Dimensions of Assurance 
 

Variable of Quality 

Assurance 

1. Trans Jogja bus stops provide a sense of security to their users (CCTV) 

2. Trans Jogja bus stops have equipment that helps people with disabilities 

3. Trans Jogja bus stops have professional officers 
 

 

Table 5. Dimensions of Responsiveness 
 

Variable of Quality 

Emphaty 
 

1. The way bus stop staff speak when serving passengers 

2. The way bus stop staff greet visitors and passengers politely and friendly 

 

Validity and Reliability 

Test of Servqual Questionnaire The results of data processing using SPSS 17 Software showed 

that all questions were valid and reliable, so they can be used to measure consumer attitudes towards 

services at Trans Jogja bus stops. 

Dimension Weighting 

According to Consumers The results of the mean calculation show that each mean is tangible = 

0.2477 (25%), reliable = 0.1793 (18%), responsiveness = 0.2102 (21%), assurance = 0.1788 (18%), 

empathy = 0.1840 (18%). It can be seen that the tangible dimension (25%) is considered the most 

important by bus stop users. This means that if the satisfaction obtained by consumers is not good, it 

will cause great dissatisfaction. 

Servqual Method Data Processing 

The data obtained from respondents, namely data on expectations and perceptions of services, are 

used to calculate the gap of each Servqual dimension. The results of calculating the gap value of each 

variable can be seen in Table 2 and the results of calculating the overall gap can be seen in Table 3, as 

follows: 

Table 6. Gap Value of Each Variable 

Mean H Mean P Gap 

4,19 3,20 -0,99 

4,34 4,04 -0,30 

4,35 3,74 -0,61 

4,34 3,84 -0,50 

4,25 3,65 -0,40 

4,09 3,41 -0,68 

4,25 3,95 -0,30 

4,19 3,9 -0,29 

4,13 3,2 -0,93 

4,15 3,25 -0,90 

4,17 3,48 -0,69 

3,99 3,6 -0,39 

4,25 3,85 -0,40 

4,32 3,99 -0,33 
4,33 4,01 -0,32 
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Mean H Mean P Gap 

4,2 3,53 -0,67 

4,31 4,06 -0,25 

4,27 4 -0,27 

4,37 4,05 -0,32 
4,27 3,8 -0,47 

 

Table 7. Gap Calculation Results 
 

Dimension Hope Perception weightless Weight With weight 

Tangible 4,25 3,69 -0,56 0,26 -0,68 

Reliability 4,15 3,55 -0,60 0,18 -0,53 

Responsivenes s 4,33 4,00 -0,33 0,21 -0,34 

Assurance 4,26 3,86 -0,40 0,18 -0,36 

Empathy 4,32 3,93 -0,39 0,18 -0,36 

 

Table 2 and Table 3 show that all variables have negative gap values. This means that the service 

at the Trans Jogja bus stop has not been able to meet user expectations. 

Analysis of SERVQUAL Method Results 

From the results of data processing, it was obtained that there was a gap in all service dimensions 

at the Trans Jogja bus stop. The dimension with the largest gap occurred in the tangible dimension 

followed by the reliability, empathy, assurance dimensions, and the one with the smallest gap was 

responsiveness. The results of this analysis will be used to determine the Technical Equirement for the 

House of Quality (HOQ) method. 
Determination of Voice of Customer House of Quality (HOQ) 

Method Voice of Customer is the needs and desires of users regarding the services provided by 

the Trans Jogja bus stop. It is made based on statements in the questionnaire that have a gap score. Voice 

of Customer can be seen in Table 4, as follows: 

Table 8. Voice of Customer 
 

Variable Gap Score 
 

Strategic shape and location of Trans Jogja bus stops -0,97 

Trans Jogja bus stops always provide services at the promised time -0,93 

The treatment of bus stop staff provided is consistent towards prospective passengers at 
Trans Jogja bus stops 

-0,90 

Trans Jogja bus stops provide a sense of security to their users (CCTV) -0,69 
Adequate internet facilities (hotspot) -0,68 

Trans Jogja bus stops provide a forum for criticism and complaints submitted by visitors -0,67 

Complete supporting service facilities (waiting room and toilet) -0,62 

Complete equipment/instructions for users with disabilities -0,57 

How Trans Jogja bus stop staff greet visitors and patients politely and friendly -0,47 
Availability of drinking water at each bus stop -0,44 

Speed in providing services -0,40 

Variable Grouping After obtaining the Voice of Customer, the next step is to group the variables 

based on the level of effort. The grouping of service variables at the Trans Jogja bus stop can be seen 

in Table 5, as follows: 
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Table 9. Grouping of Variables Based on the Level of Effort 
 

Variable Ability Level 

The treatment of the bus stop staff provided is consistent towards prospective 

passengers at the Trans Jogja bus stop 

The Trans Jogja bus stop provides a forum for criticism and complaints submitted 

by visitors 

The Trans Jogja bus stop always provides services at the promised time 

Complete equipment/instructions for disabled users 

Availability of drinking water at each bus stop 

Kecepatan dalam memberikan pelayanan 

Speed in providing services The Trans Jogja bus stop provides a sense of security 
to its users (CCTV) 

Fasilitas internet yang memadai (hotspot) 

Adequate internet facilities (hotspot) Complete equipment/instructions for disabled 

users 

Can Be Attempted 

 

 

 

 

 

 

 

 

 

Depends on Other 

Parties 

Complete supporting service facilities (waiting room and toilet) Hard to Attempted 

Strategic shape and location of the Trans Jogja bus stop   

 
: Strong Relationship (9) 

: Middle Relationsip (3) 

: Weak Relationship (1) 

The relationship between Voice of Customer and Technical Requirements can be seen in Table 

6, as follows: 

Table 10. Relationship between Voice of Customer and Technical Requirements 
 

Technical Requirement Symbols Voice of Customer 

Conduct training to 
improve performance 

The treatment of the bus stop staff provided 

is consistent towards prospective 

passengers at the Trans Jogja bus stop 

Speed in providing services 

 

The way the Trans Jogja bus stop staff greet 

visitors and patients politely and friendly 

Conduct staff performance evaluation  Trans Jogja bus stops provide a forum 

for criticism and complaints submitted 

by visitors 

 

Speed in providing services 
 

Update departure schedules 

rute and routes per day 

clearly and in detail 

Trans Jogja bus stops always provide 
services at the promised tim 
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Technical Requirement Symbols Voice of Customer 

Speed in providing services 

 

Controlling the availability 
of service facilities 

Complete equipment/instructions for 
disabled users 

 

Adequate internet facilities (hotspots) 

 

Controlling the cleanliness 
and comfort of bus stops 

 

 

Provide a suggestion and 

criticism box 

 

 

 

 

 

 

Providing supporting 

facilities for security and 

smooth running 

Availability of drinking water at each bus 
stop 

Complete equipment/instructions for 

disabled users 

Trans Jogja bus stops provide a forum for 

criticism and complaints submitted by 

visitors 

Speed in providing services 

 

 

The strategic shape and location of the 

Trans Jogja bus stop 

The Trans Jogja bus stop provides a sense 

of security to its users (CCTV) 

 

 
 

 

RESULTS AND DISCUSSION 

a. Determination of Relationship of Technical Requirement (Correlation Matrix) 

Technical Requirements that have a positive relationship are: 

1. Conducting training to improve performance by conducting performance evaluations and 

implementing SOPs 
2. Providing a suggestion and criticism box by providing a response board 

3. Controlling the availability of service facilities by completing the required facilities. 

b. Preparation of Operating Goal/Target Components 
This data is obtained from considerations regarding things that have been done so far to meet the 

needs and desires of users. This data is placed at the bottom of the House of Quality. 

 

Table 11. Operation Goal of Trans Jogja Bus Stop Services 
 

Technical Requirement Operating Goal 

Conduct training to improve performance Employee KPI 90% 

Conduct staff performance evaluations KPI increase 30% every month 

Update departure schedules and routes per day 
clearly and in detail 

Service time complaints decreased by 20% 

Control the availability of service facilities Customer satisfaction with facilities 80% 

Control the cleanliness and comfort of bus stops Number of customers increased by 50% 

Implement SOPs for staff Service certainty complaints decreased by 20% 
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Technical Requirement Operating Goal 

Provide suggestion and criticism boxes Customer feedback 80% 

Provide supporting facilities for security and 

smoothness 

Consumer satisfaction 80% 

 

c. Arrangement of Improvement Priorities to Increase Consumer Satisfaction 

Improvement priorities are arranged based on the Rank of Column Weight in the House of 

Quality Matrix, as follows: 

 

Table 12. List of Improvement Priorities 
 

Rank Technical Requirement Coloum Weight 

1 Conduct training to improve performance -10,32 

2 Conduct staff performance evaluations -9 

3 Update departure schedules and routes per day clearly and in detail -8,77 

4 Control the availability of service facilities -8,77 

5 Control the cleanliness and comfort of bus stops -6,45 

6 Implement SOPs for staff -6,03 

7 Provide suggestion and criticism boxes -5,67 
8 Provide supporting facilities for security and smoothness -2,32 

 

d. House of Quality 

From the calculations and analysis above, the following is a House of Quality service at the 

Trans Jogja bus stop. 
 

Fig. 1. House of Quality 

CONCLUSION 

1. The cause of customer dissatisfaction in the Servqual analysis is from the results of data processing 

obtained that there is a gap in all service dimensions at the Trans Jogja bus stop. The dimension with 

the largest gap occurs in the tangible dimension followed by the dimensions of reliability, empathy, 

assurance, and the one with the smallest gap is responsiveness. 

2. Determining the highest to smallest improvement priorities to increase customer satisfaction in the 
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House of Quality analysis is to conduct training to improve performance, conduct staff performance 

evaluations, update daily departure schedules and routes clearly and in detail, control the availability 

of service facilities, implement SOPs for staff, provide suggestion and criticism boxes, and provide 

supporting facilities for the safety and smoothness of Trans Jogja bus stop users. 
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