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 Abstract  
It is well-recognized that the availability of public transportation has a 
significant impact on urban transportation networks. In Indonesia, the 
government is still having difficulties to establish a reliable public 
transportation system. One important aspect that can be utilized in 
establishing a reliable public transportation system is to utilize 
knowledge management in its services. This study aims to identify key 
factors from knowledge management perspectives related to the 
implementation of public transportation services. To achieve this 
objective, this study conducted qualitative research on 12 users of public 
transportation services in Indonesia. The results of this study indicate 
that there are several key factors related to the implementation of public 
transportation services from knowledge management perspectives, such 
as Real-Time Information, Digital Accessibility, User Engagement and 
Trust, Platform Functionality and Quality, Digital Inclusive Strategy, 
Knowledge Dissemination Method, Help Desk Reliability, and 
Knowledgeable Officer. 

Introduction 
Public transportation is the backbone of mobility in major cities around the world, including 
in Indonesia (Risso et al., 2023). By providing an efficient and affordable means of travel for 
the public, public transport plays an important role in reducing traffic congestion, improving 
accessibility, and minimizing the environmental impact of private vehicle use (Hensher, 2018; 
Risso et al., 2023). However, along with its benefits, public transportation services often face 
complex challenges, especially in the context of developing countries like Indonesia 
(Gwilliam, 2003; Vasconcellos, 2016). 
Public transportation services in Indonesia, especially in major cities such as Jakarta, 
Surabaya, and Bandung, are faced with various problems that affect their performance 
(Assegaff, 2022; Zhou et al., 2017). Some of the main problems include schedule delays, 
inadequate capacity, lack of integration between transportation modes, and lack of 
information available to users (Cervero, 2013; Pojani & Stead, 2015; Zhou et al., 2017). This 
creates a sub-optimal experience for users and can hamper efforts to increase the use of public 
transportation (Chen et al., 2020). 
The complexity of public transportation network design is often an obstacle to providing 
effective services (Gwilliam et al., 2015). Inadequate design can lead to increased travel time 
and uncertainty for users. In addition, the lack of integration between transportation modes is 
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also a serious problem (Gwilliam et al., 2015). Although some cities such as Jakarta have 
developed rapid bus systems such as TransJakarta, integration with other modes such as trains 
and city bus shuttles is still under development (JPI - Integrasi Transportasi Jakarta Dan 
Keuntungannya Bagi Warga, 2023; Risso et al., 2023). This can create gaps in service 
efficiency and accessibility for users. 
The Indonesian government has made various efforts to improve the quality and coverage of 
public transportation services (Nurbaiti, 2021). The construction of major projects such as 
Mass Rapid Transit (MRT) and Light Rail Transit (LRT) in Jakarta is a positive step in 
increasing public transportation capacity and reducing traffic load in major cities (Hakim, 
2023). In addition, the development of digital applications for public transportation 
monitoring and management is also underway to improve efficiency and user convenience 
(Gordon, 2021; Sofa, 2023). 
Aspects that are considered important in improving the quality of public transportation 
services include the quality of human resources, service accessibility, and information 
management of each operating activity (Transport, 2021). The quality of human resources in 
this context includes the level of skills, knowledge and competence of staff involved in the 
provision of transportation services (Zhang et al., 2020). High quality human resources are 
critical to the successful operation and improvement of public transportation services (Zhang 
et al., 2020). 
Accessibility of public transportation services refers to the extent to which they can be 
accessed and used by everyone, including individuals with different needs and limitations 
(Jing et al., 2022). Knowledge management plays an important role in ensuring information 
about services is available and easily accessible to all users (Gwilliam et al., 2015). This 
includes physical, informational, and economic aspects that ensure that all users can easily 
and efficiently use transportation services (Gwilliam et al., 2015). 
Information management of any public transportation service operation activity involves the 
process of collecting, storing, analyzing, and distributing information related to daily 
operations (Transport, 2021). This information management is important to improve 
operational efficiency, safety, and quality of service for users (Transport, 2021). Knowledge 
management, as a systematic approach to creating, sharing, using, and managing 
organizational knowledge, is key in optimizing these aspects (Davenport & Prusak, 1998). 
With effective knowledge management, transport organizations can improve operational 
efficiency by ensuring staff have the necessary knowledge(Wiig, 1993). This means that 
relevant and up-to-date information must be available to all team members, be it about 
schedules, routes, or user needs(Sindakis et al., 2015). Good information management also 
ensures that data obtained from operational activities can be effectively analyzed to identify 
areas where services can be improved or enhanced (Štreimikienė et al., 2022). 
In addition, knowledge management helps improve the quality of services provided to users 
by ensuring safe, convenient, and reliable services. Service accessibility is key in this regard, 
which includes the ability to provide users with accurate and useful information, including 
up-to-date departure schedules, optimal routes, and information on additional facilities and 
services (Oviedo et al., 2022). Knowledge management ensures that this information is 
available and easily accessible to all users through various channels, such as mobile apps, 
websites, and digital information boards (Mina-Raiu & Melenciuc, 2022). 
A knowledge management approach also encourages innovation and continuous 
improvement by utilizing existing knowledge and constantly looking for new ways to improve 
services (Gordon, 2021). This means that transport organizations should be open to feedback 
from users and be ready to change or improve their services based on such input. Knowledge 
management is thus an important cornerstone in ensuring that public transportation services 
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are not only effective and efficient but also inclusive and sustainable (Durand et al., 2023; 
Mehmood & Imran, 2021). 
In the context of this research, an understanding and perspective of knowledge management 
will be key in identifying key factors related to the implementation of public transportation 
services in Indonesia. Evaluation of these factors will assist in providing relevant 
recommendations to improve the quality of public transportation services by taking into 
account the information and knowledge management perspective. It is hoped that this research 
can make a significant contribution to the development of a more efficient, inclusive and 
sustainable public transportation system in Indonesia. 
This research is organized in several chapters, starting with Chapter 1 which contains an 
introduction. Chapter 2 will review the literature related to knowledge management and public 
transportation services. Chapter 3 will explain the research methodology used. Chapter 4 will 
present the results and analysis of the research data. Chapter 5 will provide conclusions and 
recommendations based on the research results. 

Literature Review 
Relevant Studies 
Many studies have been conducted in the field of public transportation and knowledge 
management. A study conducted by Kamil et al. (2021) explored the utilization of social 
media data to track and analyze public transport incidents. By classifying transportation 
information found from social media posts and analyzing the same data for spatial analysis, 
this study contributes to the development of classifiers for social media posts and GIS systems 
to understand the spatial aspects of service disruptions. The study also emphasizes the 
potential of social media as a rich data source for monitoring and analyzing public transport 
issues, especially in under-resourced languages such as Polish.  
Another study by Bańka et al. (2022) investigated how Business Intelligence (BI) tools can 
improve the processing and analysis of passenger feedback in urban public transport 
organizations. The study highlights the advantages of automating these feedback processes 
by using BI tools, which streamline the flow of data between different systems involved in 
collecting, processing and analyzing passenger feedback. 
Some public transport studies also focus on inclusivity strategies, which emphasize the 
importance of making public transport systems accessible and equitable for all users. A study 
conducted by Durand et al. (2023) took an interdisciplinary approach aiming to create an 
inclusive public transport system through the integration of digital technology and user 
participation. The study shows that collaboration between various disciplines can produce 
effective solutions to overcome the challenges of inclusiveness in public transportation. Still 
on the topic of inclusiveness, to understand the aspects of satisfaction felt by the elderly who 
use public transportation, Chaisomboon et al. (2020) conducted a study that evaluated the 
satisfaction of elderly users with a performance analysis approach to improve the quality of 
transportation services. The research was conducted by designing a satisfaction survey that 
was analyzed using various performance analysis methods. The research resulted in a list of 
special needs for elderly users as well as areas that need to be improved in public 
transportation services. 
Furthermore, there are related studies that explain the involvement of users of public 
transportation services. These include research by Cartenì et al. (2020).  The performance and 
suitability of public transportation service practices cannot be separated from the role of the 
public who influence the planning and decision-making process of public transportation 
service providers. Therefore, this research integrates public participation in the design of 
public transport services in an effort to build services that better meet the needs of users. It 
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concludes that public participation is key in the design of public transportation services that 
are responsive to user needs. Public involvement itself helps to improve the quality of 
decisions made, which has implications for user trust in public transportation services. 
Key Factors from Existing Literature 
As explained in the introduction, the researcher has previously conducted a literature review 
from a number of journal provider databases. Through the literature review, the author 
obtained key factors from the knowledge management perspectives in urban public 
transportation services according to the users. These key factors include Real-Time 
Information, Digital Accessibility, User Engagement and Trust, Platform Functionality, and 
Digital Inclusion strategies. The following table explains in full the results of the literature 
review conducted. 

Table I.  Key factors discovered from existing literature 

Key Factor Detail Reference 
Real-time 
Information  
  

Real-time transport updates  (Nalmpantis et al., 2019; 
Sarker et al., 2019) 

Availability of transportation options  (Nalmpantis et al., 2019)  

Digital 
Accessibility  
  

Digital skills and accessibility 
improvement  (Durand et al., 2023)  

User-friendly digital service design  (Durand et al., 2023; 
Mehmood & Imran, 2021) 

User 
Engagement 
and Trust  
  

Training and support for users  (Durand et al., 2023) 
Engaging public discourse through 
digital platforms  (Mehmood & Imran, 2021)  

Trust in information accuracy  (Sarker et al., 2019)  
Platform 
Functionality 
& Quality  
  

Customization and personalization of 
digital platforms  

(Jevinger et al., 2023; Molla 
et al., 2024) 

Integration and data governance on 
platforms  (Molla et al., 2024)  

Digital 
Inclusion 
Strategies  

Strategies to overcome digital divide  (Durand et al., 2023)  

Research by Nalmpantis et al. (2019) and Sarker et al. (2019) show that real-time 
transportation updates are critical to improving the user experience of public transportation. 
Real-time updates allow users to make better travel decisions and be responsive to changing 
transportation conditions. Nalmpantis et al. (2019) also emphasized the importance of the 
availability of various transportation options for users. By having information about the 
various transportation options available, users can choose the most efficient and convenient 
route according to their needs.  
Next, Durand et al. (2023) highlighted that digital skills and increased digital accessibility are 
essential to ensure that all users can take advantage of technology-based public transportation 
services. Digital education and training can help reduce the digital divide and ensure greater 
inclusion. User-friendly design of digital services is another key factor identified by Durand 
et al. (2023) and Mehmood & Imran (2021). User-friendly services increase user convenience 
and satisfaction, and ensure that technology does not become a barrier to the use of public 
transportation.  
Furthermore, Durand et al. (2023) pointed out that training and support for users is essential 
to increase their engagement and trust in using digital-based public transportation systems. 
With adequate support, users can feel more comfortable and confident in using the service. 
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Mehmood & Imran (2021) emphasized the importance of public engagement through digital 
platforms to create constructive and participatory discussions. Through these platforms, users 
can provide feedback and participate in the transportation planning process, which increases 
trust and transparency. Trust in the accuracy of information is another key factor identified 
by Sarker et al. (2019). Users tend to rely more on public transportation services if they believe 
that the information they receive is accurate and reliable.  
Research by Jevinger et al. (2023) and Molla et al. (2024) show that the ability to customize 
and personalize digital platforms is essential to meet users' individual needs. Personalization 
increases user comfort and satisfaction in using public transport services. Molla et al. (2024) 
also highlighted the importance of data integration and governance on digital platforms. Good 
integration ensures that all relevant data is available and can be used effectively, while good 
data governance ensures the security and privacy of user information.  
Durand et al. (2023) identified strategies to overcome the digital divide as a key factor in the 
implementation of public transportation services. These strategies include initiatives to 
improve technology accessibility and provide digital training for all levels of society, so that 
all users can enjoy the benefits of technology-based transportation services. The results of the 
literature review show that the implementation of knowledge management in public 
transportation services requires attention to various key factors, including real-time 
information, digital accessibility, user engagement and trust, platform functionality, and 
digital inclusion strategies. By considering these factors, transportation service providers can 
improve service quality and user experience, and ensure that technology is used to create a 
more efficient and inclusive transportation system. 

Methods  
Research Method 
In this research, the researcher employs a qualitative research approach to explore the key 
factors of urban public transportation services implementation which involving knowledge 
management aspect. Qualitative research is an interpretive method of social science study that 
focuses on participants' interpretations of a particular phenomenon to understand them. 
Qualitative research is very helpful when attempting to comprehend the motives, beliefs, 
values, and feelings of individuals. Specifically, it is helpful in characterizing and/or 
responding to questions concerning the viewpoints of the groups being investigated, such as 
regarding instances, circumstances, activities, or events in their natural environments 
(Kathleen & Macdonald, 2012). Therefore, this approach is suitable for answering the 
previously defined research questions. 

Sample and Data Collection 
An essential component of this research is the data collection process, which offers the main 
source of information required to investigate the key factors influencing the implementation 
of urban public transportation services from knowledge management perspectives. For this 
study, we used in-depth interviews as our main data collection method. As a qualitative 
research method, in-depth interviewing involves carrying out long, personal interviews with 
a selected number of respondents to learn about their opinions on a given topic, initiative, or 
circumstance (Boyce & Neale, 2006). The interview instrument is structured into three parts 
which aims to understanding the participant experience with public transportation services, 
understanding the current situation of public transportation services, and identifying the 
knowledge management perspectives in public transportation services implementation. These 
interviews were carried out both online and face-to-face to accommodate the preferences and 
availability of the participants. Also, the data collection process was conducted over a two-
week period, from May 6, 2024, to May 19, 2024. 
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As for the sampling techniques, purposive sampling method was used to choose the research 
participants. This method aims to address specific aspects of a population that are of interest 
to achieve the research objectives (Rai & Thapa, 2019). In this case, we selected those who 
have used the public transportation service. A total of 12 participants were interviewed, which 
was determined based on the saturation of data obtained in the first 12 interviews. To facilitate 
the interviews, we used zoom platform and recorded the session using the Zoom recorder and 
notebooks. While the data collection process was completed successfully, the process of the 
data collection experienced a few obstacles, mainly related to coordinating the interview 
schedule that was convenient for all participants. The details of each participant of this 
research are presented in the table below: 

Table 2.  Detailed information from each interview participant 
Participant 

Code 
Participant 

Code Domicile Occupation Length of using 
Public Transport 

Frequency of using 
public transport 

Participant 1 P1 Bekasi Private Employee 4 years 1 time /week 
Participant 2 P2 Jakarta Private Employee 2 years 5 times/week 

Participant 3 P3 Jakarta Private Employee 
and Student 3 years 5 times/week 

Participant 4 P4 Bogor Student 4 years 3 times/week 

Participant 5 P5 Jakarta Private Employee 
and Student 5 years 4 times /week 

Participant 6 P6 Jakarta Private Employee 
and Student 1 years 2 times/week 

Participant 7 P7 Depok Private Employee 6 years 2-3 times/week 

Participant 8 P8 Bogor Private Employee 
and Student 10+ years 5 times/week 

Participant 9 P9 Bogor Civil Servant 2 years 5 times/week 
Participant 10 P10 Bekasi Private Employee 10 years 5 times/week 
Participant 11 P11 Bekasi Private Employee 10+ years 5-6 times/week 

Participant 12 P12 Jakarta Private Employee 
and Student 3 years 1-2 times/week 

Data Analysis 
The data analysis process in this research is conducted by using thematic analysis method. 
Thematic analysis refers to a method or technique for finding, evaluating, and summarizing 
patterns or themes in data. This method briefly arranges and provides a (rich) detailed 
description of the dataset (Braun & Clarke, 2006) The thematic analysis is well-suited for this 
research since it enables us to investigate and analyze various aspects that affect the public 
transportation services implementation by involving knowledge management perspectives. 
To conduct the thematic analysis, this research followed the six-step guide for conducting the 
thematic analysis as outlined by Braun & Clarke (2006). In the first step, we are familiarizing 
ourselves with the data collected from the interview. This process includes the transcription 
and the translation of the interview data to English since the interview process was carried out 
using Bahasa Indonesia. This step allows us to get a comprehensive understanding of the 
content of the interview data and helps to identify preliminary patterns and insights. In the 
second step, we proceed to generate initial codes from the data. The initial codes process 
involves identifying interesting features of the data and organizing them into meaningful 
groups. For the third step, we examine the collated codes to identify the potential themes. This 
process involves reviewing and merging codes that might form an overarching theme. The 
fourth step of this analysis is reviewing the identified themes. The process of reviewing the 
identified themes is useful to create a refined and accurate theme that reflects the data. This 
reviewing process involves combining separate themes into one while also analyzing themes 
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that might need to be broken down into separate themes. In the fifth step, we refined each 
theme by providing definition and names for all the identified themes. This process helps to 
ensure that each theme was contributed uniquely to answering the research questions. As for 
the last step, the themes are narratively presented. 
Throughout the entire analysis process, google spreadsheets were chosen as the tool for 
organizing and managing the data. The google spreadsheet allows us to systematically 
examine the data, while also facilitating collaboration amongst the researchers. Despite the 
availability of data analysis software, this research conducts the analysis process manually 
using the interpretation skills of the researchers. 
Results and Discussion 

Identified Key Factors 
After completing the interview process, the answers from each respondent were collected for 
processing using thematic analysis. Each respondent's answer was coded to obtain a list of 
labels (codes) in the first phase, namely Open Coding. From the open coding stage, a number 
of labels were produced, including "live chat and chatbot support services", "the need for 
chatbot services", "The need for more responsive digital services", and many others. Next, the 
list of open coding was further codified into more general themes resulting in Axial Coding. 
Previous open coding results such as "Importance of visual presentation of information", 
"Better visualization of information on the train is needed.", and "Increased detail of 
information provided in the app and stations" were grouped into a more general theme, namely 
Visualization of Information. Finally, the list of factors obtained from axial coding was 
converted to the most common theme from before. The theme will be the key factor, which 
can also be called Selective Coding. For example, Visualization of Information that has 
previously been obtained is grouped with other axial coding results, namely "Knowledge 
Sharing needs for specific information" to form the key factor "Knowledge Dissemination 
Method". 

Table 3.  Key factors obtained through empirical research 

Open Coding Axial Coding Selective Coding (Key 
Factor) Status 

The need for assistance services 
that are always available such as 
live chat or chatbot services 

Real-time, fast 
and high 
availability 
support services Helpdesk Reliability New Key 

Factor 

The need for more responsive 
digital services 
The need for FAQ services 
The need for transparency in the 
follow-up of reports Transparency of 

report handling The need for transparency in report 
handling 
The importance of the performance 
of digital applications of public 
transportation services Increasing 

Application 
Quality Platform functionality 

and Quality 
 

Has been 
discovered 
through 
literature 
review 

The need for an ads-free public 
transportation service app 
The need for continuous app 
maintenance and updates 

User distrust of technology ideas 
developed by the government 

Skeptical of 
technology 
development 
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initiated by the 
government 

The need to socialize the 
application to the wider community 

Socialization 
and Education 
on the use of 
public 
transportation 
service 
applications 

Digital inclusion 
Strategy 
 

Has been 
discovered 
through 
literature 
review 

The need for education or 
education of the use of public 
transportation service applications 

Use of social media applications as 
a place for information exchange 

 
Social Media as 
a dissemination 
of public 
transportation 
information 

Knowledge 
dissemination method 
 

New Key 
Factor 

The usefulness of public 
transportation route information in 
social media content 

Awareness of users of special 
facilities needs to be increased 

Awareness of 
special facilities 

There is a need to deliver clearer 
and more targeted information to 
users, especially new users, one of 
which is related to the separation of 
the women's and men's sections. 

Knowledge 
Sharing needs 
for specific 
information 

The importance of more detailed 
information provided in the app and 
stations 

Visualization of 
Information 

Importance of visual presentation 
of information 
Importance of street view feature 
Better visualization of information 
on the train is needed. 
Knowledge-based individually 
through officers affects users' sense 
of security 

The Present of 
Knowledgeable 
Staff 
 

Knowledgeable Officer 
 

New Key 
Factor The importance of the presence of 

officers to help users who are not 
familiar with technology 

The need for live location 
information of public transportation 

Precision 
information of 
vehicle 
positioning 
points 

Real Time Information 

Has been 
discovered 
through 
literature 
review 

The importance of community 
involvement factors in the 
development of public 
transportation services 

User 
Engagement 
Channels and 
Practice User Engagement and 

Trust 

Has been 
discovered 
through 
literature 
review 

Community involvement in 
reporting problems via social media 
has been quite effective 
The importance of creating a 
positive impression of public 
transportation services to increase 
user engagement 

Trust and 
Positive 
Impression 
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Analysis of Each Identified Key Factors 
Real Time Information 
Based on the results of interviews with respondents, there are several views that describe the 
current state of real-time information on public transportation services. In general, many 
respondents feel that the real-time information available on transportation applications is not 
very optimal. P7 mentioned: 

“If, for example, when I arrive at the bus stop at 7 o'clock, the bus is not there yet, that 
is quite disturbing and affects my travel experience”. This shows that the accuracy of 
information is still a significant problem. 

Another interviewee, P1, even stated that if the absence of information presented in real time 
due to a broken screen could cancel his intention to use public transportation. P1 shared his 
experience below: 

“When I arrived at the LRT station the screen information was in error so I decided not 
to use the LRT”, which illustrates how important the accuracy of real-time information 
is in user decision-making. 

Most respondents agreed that real-time information is critical to improving user experience 
and efficiency in using public transportation services. With real-time information, users seem 
to have better control over their time. Here are P3's views on this matter. 

“With the information I feel I have more control over what I want. I want to get to my 
destination as soon as possible. So with the information, I can work on that”. Real-time 
information gives users more control to plan their trips more effectively.” 

Not only that, P12 as a user hopes that there is information that tells the precise location of 
the train. Similar to P3, he thinks that with the availability of precise location information, he 
can more easily estimate the estimated time he needs to arrive at the public transportation, 

"... Maybe information like where the train is located, that's what I need. So I can 
estimate the estimated time I need to arrive." 

Overall, respondents' views indicate that although there are currently shortcomings in the 
accuracy of real-time information, the existence of such information is still considered very 
important. Accurate real-time information not only increases user convenience and 
satisfaction but also provides certainty and efficiency in planning trips. 

Digital Accessibility 
Based on the interviews with respondents, views on digital accessibility in public 
transportation services show that despite progress, there are still some challenges that need to 
be overcome. One of the challenges is the difficulty in using the available digital applications. 
The design of the application is considered difficult to use with a design that makes users 
confused. P9 emphasized the importance of accessibility and user-friendly application design,  

“... if for example there are ordinary people who have never used the application if the 
application is difficult to use and the design is confusing, it can make people lazy to use 
the application”.  

This shows that an app that is easy to use and not confusing is very important to attract new 
users. In addition, most respondents agreed that the accessibility of digital information both 
inside the app and outside the app is very important to improve user experience in using public 
transportation services. P3 considers the strategic placement of information in the LRT (Light-
Rail Transit) type of public transportation to be very helpful,  
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“I think the best place is at the entrance. So it's implemented in the LRT, so it's like I 
already know from the beginning”.  

This confirms that well-placed and easily accessible information is essential to help users plan 
their trips. In addition, the presentation of time information in ETA (Estimated time of 
Arrival) format is also considered easier to understand and preferred by users. This is 
evidenced by P3's statement that LRT transportation, which is relatively new in Indonesia, is 
a good example of presenting time in the ETA format. She further said that the ETA time 
presentation format on LRT is easier to understand than the presentation of KRL or Commuter 
Line public transportation.  

“...If for example on the KRL, how many trains arrive, for example 15.26. So I have to 
check the clock again right Oh, now it's 15.26 Then after that I have to reduce the 
current time right For example, oh it turns out I have 5 more minutes. The problem is 
that on the LRT it's already written like Harjamukti Arriving in 4 minutes, that's it. I 
think it's best like that so I don't have to think anymore.” 

Overall, respondents' views show that while there are some challenges in digital accessibility 
in public transportation services, the presence of good digital accessibility and easy-to-
understand presentation is essential to improve user experience and encourage continued use 
of the app. 

User Engagement and Trust 
Based on the interviews with the respondents, views on user engagement and trust in current 
public transportation services show significant variations. P8 revealed that there is already 
accessibility to provide feedback, one of which is through social media. Public transportation 
service providers have official accounts that serve as a platform for information dissemination 
and a means of communication between service providers and their users.  

“...sometimes some feedback or sometimes complaints or sometimes criticism can also 
be read on Twitter or on Instagram or on social media and the average public 
transportation manager also has social media accounts that make it easy to access”.  

From these communication platforms, people often write complaints and criticisms about the 
facilities and performance of public transportation services. Based on its current 
implementation, the response to such feedback still needs to be improved. According to P8, 
the response to the feedback has not been optimized or openly visible on how the service 
provider handles it. 

“... how they involve the community, so far it has been quite running. But maybe the 
corrective response is what I don't know, because there may have their own way.”  

From another respondent's perspective, P10 emphasized the slow response to problem reports. 
She sees a lack of performance on the part of service providers in terms of movement as 
potentially holding back the pace of public engagement to give their opinions on public 
transportation services in Indonesia.  This shows that service to user complaints still needs 
improvement to build better trust. 

“... when we report an issue maybe they still respond slowly or less responsively”.  
Most respondents agreed that user involvement and trust are very important to improve the 
quality of public transportation services. P8 emphasized the importance of community 
involvement in the development of public transport services, suggesting that user voice should 
be the basis of service development. P8 expressed the following opinion. 

“...if I position myself as a citizen, of course we should be one of the sources of the 
developments in transportation. because after all, the community is the user”.  
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Overall, respondents' views indicate that although there are some challenges in terms of user 
engagement and trust, both are very important aspects for improving the quality of public 
transportation services. Service providers should focus on improving responsiveness to user 
feedback and ensuring the accuracy of information provided to build better trust. 

Platform Functionality and Quality 
Based on the results of interviews with respondents, most respondents think that good 
platform functionality is very important for the user experience in using public transportation 
services.  P6 is one of the respondents who thinks that a platform that provides a wide variety 
of route options and other filters can increase the personalization aspect to its users. The 
following interview excerpt shows her preference when she wants to ride public transportation 
by using the Gotransit feature on the Gojek application. 

"Then I asked my friend, which route doesn't cross where because I don't want to cross 
the pedestrian bridge. So I chose to finally get off at the Pasar Minggu Baru station 
Even though it's farther and the price is more expensive, but I know, I don't need to 
cross the pedestrian bridge...".  

According to her, personalization can tailor the travel experience to the behavior of users who 
may not choose to pass through certain areas. From the quote, it turns out that p6 is among 
the users who avoid certain areas such as pedestrian bridges even though it will be further to 
the destination and more expensive.  
Even so, it cannot be denied that some other users think that personalization and customization 
are not important things that need to be considered by service providers. One of them is P4 
who said that the essence of public transportation is that it is cheap and easily accessible to 
the public. He doesn't really care about personalization because he thinks that public 
transportation services are currently much cheaper than taking a private vehicle or online taxi. 

P4 said "Yes, I can't imagine it because if for example I myself want to take public 
transportation. Yes, it's like I don't think about what's going on. After all, most people 
also and including me, if you want to take public transportation, you automatically want 
to find cheaper, compared to taking a private car or online taxi bike, it will be more 
expensive." 

In developing a useful platform for public transportation services, a number of respondents 
mentioned criteria related to the quality and functionality of the platform. P7 said  

"If for example the application itself is not good, such as slow, lag, unresponsive or 
others, maybe people will be lazy to use the application of the service." 

P7 emphasized the importance of the performance of digital applications for public 
transportation services. According to him, if the quality of the application is not good, such 
as lag, slow, or unresponsive, people will also be lazy to use it. In addition, P9 said that 
applications should be presented without advertisements because they interfere with the 
process of using them. 

"... I see that in some applications there are many advertisements, so if I am in a hurry 
to find a route it is quite disturbing for me" 

P10 is of the opinion that the public transportation service apps created so far are mostly 
unused apart from the Google maps app. Other apps tend not to update their apps too much. 
She wants other apps to be able to keep up with Google Maps, which can be updated 
continuously and is able to fulfill more of its users' needs. 
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"maybe because now we are only racing on Google Maps, because applications such 
as moovit and trafi have not really updated their applications, it seems very, very better 
if there are other applications that can balance Google Maps" 

It's not enough to say that government service providers have been releasing apps that lack 
quality. Therefore, there is skepticism or doubt from the user side. P3 believes that it is 
difficult for the government to release applications that are truly able to solve user problems 
and are ideal for long-term use. 

"...my sentiment towards digital government products is already really bad. But if one 
day they make something powerful and helpful, I will be happy. I will feel there is an 
ease to reach them. There will definitely be that benefit. But I don't feel confident that 
they will provide that." 

Digital Inclusive Strategy 
Based on the interviews with the respondents, views on the strategies taken by public 
transportation services in overcoming the digital divide show some of the steps that have been 
taken as well as the challenges that still exist. P2 mentioned that counseling and education to 
the public on the use of public transportation applications can help overcome the digital 
divide,  

"For those who are not active on social media, I'm not sure how to work on it nowadays, 
it's all about social media.". 

 This shows that there is still a need for a more effective strategy in reaching out to people 
who are not active on social media. 
On the other hand, P5 emphasized that conventional services such as ticket counters are still 
available to help users who do not have access or ability to use digital services,  

"But the traditional ones are still not eliminated. So I think the ticket counters are still 
there even though people rarely buy them, but that's to prevent people who might not 
have access to them."  

This shows that maintaining conventional services is an important strategy in overcoming the 
digital divide. 
Most respondents agreed that strategies to address the digital divide are essential to ensure 
inclusivity and accessibility of public transportation services. Below are views and interview 
quotes that demonstrate the importance of such strategies. P2 highlighted the importance of 
outreach and education to the public, especially those less familiar with technology,  

"Outreach and education to the community on the use of public transportation 
applications can help overcome the digital divide.". This shows that education is an 
important component in the strategy to overcome the digital divide. 

In addition to P2, P10 also has the same belief that socialization on the use of applications can 
have a good impact on the digital divide that occurs in society.  

"... socialization to the community such as parents or people who are not used to using 
the app so that they can feel the convenience of using public transportation." 

Overall, respondents' views indicate that while there are some strategies already implemented 
by public transportation services to address the digital divide, there is still a need to improve 
education and outreach to the public. An effective strategy should include a combination of 
digital and conventional services to ensure inclusivity and accessibility for all users, especially 
for those less familiar with technology. 
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Knowledge Dissemination Method 
The key factor Knowledge Dissemination Method refers to the methods and channels used to 
disseminate information to users of public transportation services. This involves the use of 
various platforms and media to ensure the right information reaches users in the most effective 
and efficient way. The three main areas of coverage under this key factor are Social Media as 
a channel for information dissemination, Knowledge Sharing for Specific Information, and 
Information Visualization. 
Social media has become an effective tool for disseminating information about public 
transportation services. Platforms such as WhatsApp, Telegram, Instagram, and Twitter are 
often used to provide real-time information on schedules, service changes, and current 
conditions. P11 notes that WhatsApp or Telegram groups are particularly useful for getting 
up-to-date information on bus schedules and live locations,  

"there are services for transportation through WhatsApp groups or Telegram groups, 
almost every day, so we can get information for what time the bus will leave or live 
location". 

P4 admitted that social media such as Instagram and Twitter are very helpful in finding 
information about public transportation services,  

"I definitely look for it through Instagram. Woosh's Instagram or PT KAI's Instagram. 
Well there he is already very helpful". 

Furthermore, there is Knowledge Sharing for Specific Information. Specific information that 
is important to users is often not well distributed, which makes users have to look for the 
information themselves or ask directly to the officers. This includes the separation of male 
and female carriages, information for people with disabilities, and information on special 
facilities. 
P3 highlighted the need for better information dissemination regarding the separation of male 
and female carriages in Transjakarta and KRL, as well as special pin picking locations for 
pregnant women, 

 "specific information such as the separation of male and female carriages or sections 
in Transjakarta and KRL is very helpful although the information is often not well 
disseminated". 

P5 also emphasized that information about train lines is often confusing and needs more 
detailed explanation, especially for users who are less familiar with the route,  

"maybe it should be told like this to what station buaran station ... yes, maybe it can 
be told what Cikarang line is on which rail or which rail". 

Next, there is the aspect of information visualization. Visual presentation of information is 
very important to ensure all users, including those with certain limitations, can understand 
and access information easily. Clear visual information can reduce confusion and improve 
travel efficiency. P3 emphasized the importance of information visualization on KRL to help 
users with hearing impairments. 

"Regarding disabilities, also deaf friends if they take the KRL, it will be difficult to know 
what station they are at because there is no visual display". 

P4 noted the importance of visual signs at bus stops or stations to help users who may be lazy 
or reluctant to ask officers,  

"I think if there are clear signs or in the application there is a clear sign or navigation, 
it is really enough". 



622 
ISSN: 2716-3865 (Print), 2721-1290 (Online) 
Copyright © 2024, Journal La Multiapp, Under the license CC BY-SA 4.0 

P6 underlined the need to improve the detail of information visualization in trains and stations,  
"At the station the information on the signage is clear enough but I feels there needs to 
be better visualization inside the train". 

Knowledge Dissemination Method is a very important key factor in public transportation 
services. The use of social media, dissemination of specific information, and clear 
visualization of information are key methods that can improve user knowledge and 
experience. Public transportation service providers should focus on strengthening these three 
aspects to ensure relevant and important information is accessible to all users easily and 
efficiently. 
Help Desk Reliability 
Help Desk Reliability refers to the reliability and quality of assistance services provided by 
public transportation service providers. This factor includes several important aspects, such 
as speed of response, real-time availability of help services, as well as transparency and clear 
mechanisms for handling reports or complaints. Helpdesk reliability is critical to ensure that 
users feel heard, get timely assistance, and know how their issues are being handled. The 
scope of this key factor includes reliable helpdesk services and transparency in report 
handling. 
Responsive and readily available support is an important aspect of Help Desk Reliability. 
Users expect services that can be accessed anytime and provide quick solutions to their 
problems. P7 emphasized the importance of a live chat feature or bot to help users who are 
not familiar with routes in Jakarta that can be accessed at any time.  

"So if at any time there is a case such as people who are lost, they can use the feature 
instead of having to re-search for directions". 

Just like P7, P8 proposed the development of assistance services using chat methods, such as 
chatbots. The difference is, he directs if there is a specific question, then it can be directed to 
an agent who will answer. This makes the helpdesk a service that has a more systematic 
function with a clear resolution flow. 

"Maybe at the beginning, use a chatbot first, then later when for example the question 
is more specific, then it will be directed to an agent who will answer". 

P1 also emphasized the importance of supporting services such as FAQs or a real-time help 
desk in emergency situations.  

"Actually, we need FAQs, depending on the situation, if I'm in a panic situation, it's 
good if I can ask customer service, or open a forum, if anyone has experienced this, 
there is no solution. But if it's an urgent problem, I don't want to read that. If for example 
there is a help desk that is real time, it can be very useful.". 

In the problem resolution process conducted through the helpdesk, transparency in the 
handling of reports and complaints is essential to ensure that users are aware of the status and 
progress of the issues they report. In this regard, P1 emphasized the need for transparency and 
clear mechanisms in this process. P1 highlighted that while there was a good response from 
the transportation service to his complaint, there was no transparency on how his complaint 
was followed up.  

"But he was comforting and explained that it was okay. And after I complained, the next 
day it wasn't like that anymore. So it should be okay even though there is no visibility 
where I can see how the handling process is". 

On the other hand, P3 feels that the lack of transparency and response to user feedback has 
reached viral levels. According to her, public transportation services do not listen to feedback 
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or reports from their users. In addition, the responsiveness of service providers is questionable 
because follow-up will only be carried out when the problem goes viral and is known to the 
wider community. 

"My sentiment towards public transportation is that they don't listen. I saw on Twitter 
a few times... complaints about broken escalators show that service providers are often 
unresponsive unless the issue goes viral". 

Knowledgeable Officer 
The key factor Knowledgeable Officer refers to the importance of having officers who have 
in-depth knowledge of public transportation services and are able to provide effective 
assistance to users. Informative and competent officers not only improve the user experience 
but also ensure that problems or emergency situations can be dealt with quickly and 
appropriately. The presence of knowledgeable attendants is also important to assist users who 
are less familiar with technology or information on available services. 
The presence of officers who have in-depth knowledge of public transportation services is 
essential to increase users' sense of security and comfort. Informative staff can provide timely 
and appropriate assistance, especially in emergency situations or when users require specific 
information. P1 highlighted that officers who are knowledgeable and able to provide clear 
answers without having to ask questions to other parties are very helpful.  

"Yes, the officer already has the knowledge needed. If asked, they don't throw it around 
anymore. It's really okay. There are standby at the platform and inside the train as 
well".  

This shows that the availability of knowledgeable and proactive staff can increase users' sense 
of security and comfort. 
P6 noted the importance of officers to assist users who are less familiar with technology, 
especially in digital processes such as ticket purchasing.  

"Even buying tickets is now digital... But in my opinion, there is still a need for guidance 
from the service provider in the form of officers".  

This shows that informative officers are needed to assist users in understanding and using the 
available services. 
This chapter discusses the results and analysis obtained from the research on public 
transportation services in major cities in Indonesia. The analysis covers key factors identified 
through the interview process and thematic analysis, including real-time information, digital 
accessibility, user engagement and trust, platform functionality and quality, digital inclusion 
strategies, information dissemination methods, reliability of assistance services, and staff 
knowledge. 
Real-time information is considered very important by users to improve the experience and 
efficiency of using public transportation services. The accuracy of information provided in 
real-time, such as vehicle location and estimated time of arrival, greatly influences users' 
decision to use public transportation. Previous research also shows the importance of real-
time information in providing more control for users to plan their trips effectively 
(Mehdizadeh Dastjerdi et al., 2019). This supports our research findings that the accuracy of 
real-time information increases user convenience and satisfaction. 
Digital accessibility in public transportation services is also an important concern. Difficult-
to-use app design and unclear information can inhibit new users from using the app. This 
research is in line with previous findings that emphasize the importance of user-friendly app 
design to improve user experience and attract new users (Wook et al., 2020). Strategic 
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placement of information and presentation of time in an easy-to-understand format, such as 
ETA (Estimated Time of Arrival), greatly assist users in planning their trip. This is in line 
with previous research which shows that good information visualization can reduce confusion 
and improve travel efficiency (Ben-Elia et al., 2008; Saedi & Khademi, 2019). 
User involvement and trust in public transportation services shows various assessments from 
the public. The accessibility to provide feedback through social media is considered positive, 
but the response to such feedback still needs to be improved. Previous research also shows 
that user engagement and trust are critical to improving the quality of public transportation 
services (Filippi et al., 2013; Shakya et al., 2021). This suggests that improved responsiveness 
to user complaints is key to building better trust. 
The functionality and quality of digital platforms for public transportation services are critical 
to the user experience. Some users want personalization in route choice, while others prefer 
economical aspects. This finding supports previous research showing that good platform 
functionality and app quality can drive higher usage (Stocchi et al., 2019; Tarute et al., 2017). 
Good app quality, such as no lag and fast response, as well as being ad-free, is considered 
important to encourage the use of such apps (Popa et al., 2023). In addition, continuous 
maintenance and updating of apps is necessary to meet user needs (Verbelen et al., 2011). 
The digital inclusion strategy aims to address the digital divide in the use of public 
transportation services. Education and socialization to the public regarding the use of public 
transport applications are considered important to overcome the digital divide. Previous 
research also emphasizes the importance of digital inclusion strategies to ensure accessibility 
for all users, including those who are less familiar with technology (Al-Jabir, 2023; Chiscano, 
2020; Tiznado-Aitken et al., 2020). In addition, continuing to provide conventional services 
such as ticket counters is also important to ensure inclusivity and accessibility for all users. 
Information dissemination methods include the use of various platforms and media to ensure 
the right information reaches users in the most effective and efficient way. Multiple channels 
relevant to user behavior and habits, such as websites, social media, or with digital screens in 
public places, are important so that information can reach users in a targeted manner so that 
no information is missed (Tangi et al., 2020; Zayet et al., 2021). The channel can be used as 
a medium for real-time information dissemination, clear information visualization, and better 
dissemination of specific information is necessary to improve user knowledge and experience 
(Meschede, 2019; Yang, 2022). 
Assistance service reliability includes the quality and response speed of assistance services 
provided by public transportation service providers. Users expect assistance services to be 
responsive and available at all times, as well as transparency in handling reports and 
complaints. Previous research shows that reliable assistance services can ensure that users 
feel heard and get timely assistance, which is crucial for building user trust (Al-Hawari & 
Barham, 2019; Daronnat et al., 2021; Manuel, 2015). 
Officers' knowledge of public transportation services is critical to providing effective 
assistance to users. Informative and competent officers can increase users' sense of security 
and comfort, especially for those who are less familiar with technology or information about 
available services. This finding is consistent with previous research showing that the presence 
of knowledgeable attendants can help users in emergency situations or when they need 
specific information (Byon et al., 2022). 
Overall, the results of this study show that although there are some challenges in public 
transportation services in Indonesia, factors such as real-time information, digital 
accessibility, user engagement and trust, platform functionality and quality, digital inclusion 
strategies, information dissemination methods, reliability of assistance services, and officer 
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knowledge are critical to improving the quality of public transportation services. Service 
providers should focus on improving these aspects to ensure more efficient, inclusive and 
sustainable public transportation services. The findings of this study largely support previous 
research and provide additional insights into the importance of various factors in improving 
public transportation services in Indonesia. 
Conclusion  
This research examines the implementation of urban public transportation services from 
knowledge management perspectives in Indonesia. The purpose of this research is to identify 
and analyze the key factors influencing the implementation of public transport services in the 
context of knowledge management and evaluate the relevance and essence of these factors 
from the users' perspective. To achieve this, this research adopted a qualitative approach 
through in-depth interviews with users of public transport services in Indonesia.  
Based on the findings from this research, several key factors from knowledge management 
perspectives are known to have an influence on the implementation of public transportation 
services in urban areas. Real-time information is vital for enhancing user experience and 
satisfaction by allowing effective journey planning, though current systems often lack 
precision, causing frustration and decreased trust. Digital accessibility is also crucial; user-
friendly and easily navigable digital applications, together with well-placed and clear ETA 
information, could significantly improve user experience. User engagement and trust are 
closely linked to public transportation effectiveness. Although feedback mechanisms exist, 
current service provider responses are often slow and lack transparency, requiring more 
responsiveness and openness. Platform functionality and quality are also necessary to 
maintain, with users expecting fast, responsive, and ad-free applications that might offer 
practical solutions for daily commutes. Overcoming the digital divide through education and 
outreach is essential for the inclusivity of public transportation services. Maintaining 
conventional services alongside digital ones helps bridge the gap for less tech-savvy users. 
Efficient knowledge dissemination through social media and clear visual information, as well 
as knowledgeable officers providing real-time assistance, further enhance reliability and trust 
in public transportation services. Addressing these factors comprehensively can lead to 
improved service quality, increased user satisfaction, and a more efficient and inclusive public 
transportation system. 
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