
 

 

 

 

 

 

 

 

 

 

 

REFERENCES 

Alomari, A. H., Khedaywi, T. S., Jadah, A. A., & Marian, A. R. O. (2023). Evaluation of 

Public Transport among University Commuters in Rural Areas. Sustainability, 

15(1), 312. https://doi.org/10.3390/su15010312 

Anderson, E. W., & Sullivan, M. W. (1993). The antecedents and consequences of 

customer satisfaction for firms. Marketing Science, 12(2), 125–143. 

https://doi.org/10.1287/mksc.12.2.125 

Anguelov, D. (2022). Financializing urban infrastructure? The speculative state-spaces of 

‘public-public partnerships’ in Jakarta. Environment and Planning a Economy and 

Space, 55(2), 445–470. https://doi.org/10.1177/0308518x221135823 

Badan Pusat Statistik. (2023). Statistik Komuter Jabodetabek. 

https://www.bps.go.id/id/publication/2024/03/28/33b6bef825944e576e7ea3ba/statis

tik-komuter-jabodetabek-hasil-survei-komuter-jabodetabek-2023.html 

Bamberg, S., Ajzen, I., & Schmidt, P. (2003). Choice of travel mode In the theory of 

Planned Behavior: the roles of past behavior, habit, and reasoned action. Basic and 

Applied Social Psychology, 25(3), 175–187. 

https://doi.org/10.1207/s15324834basp2503_01 

Beirão, G., & Cabral, J. S. (2007). Understanding attitudes towards public transport and 

private car: A qualitative study. Transport Policy, 14(6), 478–489. 

https://doi.org/10.1016/j.tranpol.2007.04.009 

Berry, L. L., Zeithaml, V. A., & Parasuraman, A. (1990). Five imperatives for improving 

service quality. MIT Sloan Management Review. 

https://sloanreview.mit.edu/article/five-imperatives-for-improving-service-quality/ 

42 

The Impact of MRT Service Quality on Public Transport Use: A Customer Satisfaction Approach
Among
Gen Z and Millennials in Jakarta
Ardhan Rhamanov, Agustina Kustulasari , S.Pd., M.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.3390/su15010312
https://doi.org/10.1287/mksc.12.2.125
https://doi.org/10.1177/0308518x221135823
https://www.bps.go.id/id/publication/2024/03/28/33b6bef825944e576e7ea3ba/statistik-komuter-jabodetabek-hasil-survei-komuter-jabodetabek-2023.html
https://www.bps.go.id/id/publication/2024/03/28/33b6bef825944e576e7ea3ba/statistik-komuter-jabodetabek-hasil-survei-komuter-jabodetabek-2023.html
https://doi.org/10.1207/s15324834basp2503_01
https://doi.org/10.1016/j.tranpol.2007.04.009
https://sloanreview.mit.edu/article/five-imperatives-for-improving-service-quality/


 

Bhattacherjee, A. (2001). Understanding Information Systems Continuance: An 

Expectation-Confirmation model1. MIS Quarterly, 25(3), 351–370. 

https://doi.org/10.2307/3250921 

Birago, D., Mensah, S. O., & Sharma, S. (2017). Level of service delivery of public 

transport and mode choice in Accra, Ghana. Transportation Research Part F Traffic 

Psychology and Behaviour, 46, 284–300. https://doi.org/10.1016/j.trf.2016.09.033 

Blumenberg, E., Taylor, B. D., Smart, M., Ralph, K., Wander, M., & Brumbagh, S. (2012). 

What’s Youth Got to Do with It? Exploring the Travel Behavior of Teens and 

Young Adults. https://escholarship.org/uc/item/9c14p6d5 

Braun, V., & Clarke, V. (2006). Using thematic analysis in psychology. Qualitative 

Research in Psychology, 3(2), 77–101. https://doi.org/10.1191/1478088706qp063oa 

Brown, A., Blumenberg, E., Taylor, B., Ralph, K., & Voulgaris, C. (2016). A Taste for 

Transit? Analyzing Public Transit Use Trends among Youth. Journal of Public 

Transportation, 19(1), 49–67. https://doi.org/10.5038/2375-0901.19.1.4 

Budiati, W., Grigolon, A. B., Brussel, M. J. G., & Rachmat, S. Y. (2018). Determining the 

potential for Transit Oriented Development along the MRT Jakarta corridor. IOP 

Conference Series Earth and Environmental Science, 158, 012020. 

https://doi.org/10.1088/1755-1315/158/1/012020 

Buehler, R., & Pucher, J. (2012). Demand for public transport in Germany and the USA: 

An analysis of rider characteristics. Transport Reviews, 32(5), 541–567. 

https://doi.org/10.1080/01441647.2012.707695 

Cardozo, R. N. (1965). An experimental study of customer effort, expectation, and 

satisfaction. Journal of Marketing Research, 2(3), 244. 

https://doi.org/10.2307/3150182 

Chatterjee, K., Ricci, M., Cope, A., & Corner, D. (2018). The Role of Transport in 

Supporting a Healthy Future for Young People. 

https://uwe-repository.worktribe.com/output/3808739/the-role-of-transport-in-supp

orting-a-healthy-future-for-young-people 

Chou, J., & Kim, C. (2009). A structural equation analysis of the QSL relationship with 

passenger riding experience on high speed rail: An empirical study of Taiwan and 

Korea. Expert Systems With Applications, 36(3), 6945–6955. 

https://doi.org/10.1016/j.eswa.2008.08.056 

43 

The Impact of MRT Service Quality on Public Transport Use: A Customer Satisfaction Approach
Among
Gen Z and Millennials in Jakarta
Ardhan Rhamanov, Agustina Kustulasari , S.Pd., M.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.2307/3250921
https://doi.org/10.1016/j.trf.2016.09.033
https://escholarship.org/uc/item/9c14p6d5
https://doi.org/10.1191/1478088706qp063oa
https://doi.org/10.5038/2375-0901.19.1.4
https://doi.org/10.1088/1755-1315/158/1/012020
https://doi.org/10.1080/01441647.2012.707695
https://doi.org/10.2307/3150182
https://uwe-repository.worktribe.com/output/3808739/the-role-of-transport-in-supporting-a-healthy-future-for-young-people
https://uwe-repository.worktribe.com/output/3808739/the-role-of-transport-in-supporting-a-healthy-future-for-young-people
https://doi.org/10.1016/j.eswa.2008.08.056


 

Costa, P. B., Morais Neto, G. C., & Bertoldec, A. I. (2017). URBAN MOBILITY 

INDEXES: A BRIEF REVIEW OF THE LITERATURE. Transportation Research 

Procedia, 3645–3655. 

Creswell, J. W., & Creswell, J. D. (2018). Research Design: Qualitative, Quantitative, and 

Mixed Methods Approaches. Sage. 

Davis, B., Dutzik, T., & Baxandall, P. (2012). Transportation and the New Generation: 

Why Young People Are Driving Less and What It Means for Transportation Policy. 

Frontier Group and U.S. PIRG Education Fund. 

https://pirg.org/wp-content/uploads/2012/04/Transportation-the-New-Generation-v

US_0.pdf 

De Dios Ortúzar, J., & Willumsen, L. G. (2011). Modelling transport. 

https://doi.org/10.1002/9781119993308 

De Oña, J., & De Oña, R. (2015). Quality of Service in Public Transport Based on 

Customer Satisfaction Surveys: A review and assessment of methodological 

approaches. Transportation Science, 49(3), 605–622. 

https://doi.org/10.1287/trsc.2014.0544 

De Oña, R., Machado, J. L., & De Oña, J. (2015). Perceived service quality, customer 

satisfaction, and behavioral intentions. Transportation Research Record Journal of 

the Transportation Research Board, 2538(1), 76–85. 

https://doi.org/10.3141/2538-09 

Department for Transport. (2018). Young people’s travel – what’s changed and why? 

GOV.UK. 

http://www.gov.uk/government/publications/young-peoples-travel-whats-changed-a

nd-why 

Eboli, L., & Mazzulla, G. (2021). Customer satisfaction as a measure of service quality in 

public transport planning. In Elsevier eBooks (pp. 220–224). 

https://doi.org/10.1016/b978-0-08-102671-7.10643-8 

Ettema, D., Gärling, T., Eriksson, L., Friman, M., Olsson, L. E., & Fujii, S. (2011). 

Satisfaction with travel and subjective well-being: Development and test of a 

measurement tool. Transportation Research Part F Traffic Psychology and 

Behaviour, 14(3), 167–175. https://doi.org/10.1016/j.trf.2010.11.002 

Evans, G. W., & Wener, R. E. (2006). Rail commuting duration and passenger stress. 

Health Psychology, 25(3), 408–412. https://doi.org/10.1037/0278-6133.25.3.408 

44 

The Impact of MRT Service Quality on Public Transport Use: A Customer Satisfaction Approach
Among
Gen Z and Millennials in Jakarta
Ardhan Rhamanov, Agustina Kustulasari , S.Pd., M.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

https://pirg.org/wp-content/uploads/2012/04/Transportation-the-New-Generation-vUS_0.pdf
https://pirg.org/wp-content/uploads/2012/04/Transportation-the-New-Generation-vUS_0.pdf
https://doi.org/10.1002/9781119993308
https://doi.org/10.1287/trsc.2014.0544
https://doi.org/10.3141/2538-09
http://www.gov.uk/government/publications/young-peoples-travel-whats-changed-and-why
http://www.gov.uk/government/publications/young-peoples-travel-whats-changed-and-why
https://doi.org/10.1016/b978-0-08-102671-7.10643-8
https://doi.org/10.1016/j.trf.2010.11.002
https://doi.org/10.1037/0278-6133.25.3.408


 

Friman, M., Lättman, K., & Olsson, L. E. (2020). Public transport quality, safety, and 

perceived accessibility. Sustainability, 12(9), 3563. 

https://doi.org/10.3390/su12093563 

Gatersleben, B., & Uzzell, D. (2007). Affective appraisals of the daily commute. 

Environment and Behavior, 39(3), 416–431. 

https://doi.org/10.1177/0013916506294032 

Geetika, & Nandan, S. (2010). Determinants of customer satisfaction on service quality: A 

study of railway platforms in India. Journal of Public Transportation, 13(1), 97–113. 

https://doi.org/10.5038/2375-0901.13.1.6 

Givoni, M., & Rietveld, P. (2007). The access journey to the railway station and its role in 

passengers’ satisfaction with rail travel. Transport Policy, 14(5), 357–365. 

https://doi.org/10.1016/j.tranpol.2007.04.004 

Grimsrud, M., & El-Geneidy, A. (2013). Transit to eternal youth: lifecycle and 

generational trends in Greater Montreal public transport mode share. 

Transportation, 41(1), 1–19. https://doi.org/10.1007/s11116-013-9454-9 

Grönroos, C. (2007). Service Management and Marketing: Customer management in 

service competition. John Wiley. 

Grzesiuk, K., Jegorow, D., Wawer, M., & Głowacz, A. (2023). Energy-Efficient City 

Transportation Solutions in the context of Energy-Conserving and Mobility 

Behaviours of Generation Z. Energies, 16(15), 5846. 

https://doi.org/10.3390/en16155846 

Hariani, M. L., & Ramadhan, F. (2024). Analysis of public transit system fare policy in 

Indonesia using big data on post Covid-19 pandemic: A case study of MRT Jakarta 

Indonesia. AIP Conference Proceedings, 3132, 050004. 

https://doi.org/10.1063/5.0201147 

Heskett, J. L., Jones, T. O., Loveman, G. W., Sasser, W. E., & Schlesinger, L. A. (2008). 

Putting the Service-Profit chain to work. Harvard Business Review. 

https://hbr.org/2008/07/putting-the-service-profit-chain-to-work 

Ikhlaq, S., Javid, M. A., & Qayyum, T. I. (2017). EVALUATION OF USER’S 

PERCEPTIONS REGARDING PERFORMANCE INDICATORS OF INTERCITY 

BUS TERMINALS IN LAHORE, PAKISTAN. Transport Problems, 12(2), 

123–136. https://doi.org/10.20858/tp.2017.12.2.12 

45 

The Impact of MRT Service Quality on Public Transport Use: A Customer Satisfaction Approach
Among
Gen Z and Millennials in Jakarta
Ardhan Rhamanov, Agustina Kustulasari , S.Pd., M.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.3390/su12093563
https://doi.org/10.1177/0013916506294032
https://doi.org/10.5038/2375-0901.13.1.6
https://doi.org/10.1016/j.tranpol.2007.04.004
https://doi.org/10.1007/s11116-013-9454-9
https://doi.org/10.3390/en16155846
https://doi.org/10.1063/5.0201147
https://hbr.org/2008/07/putting-the-service-profit-chain-to-work
https://doi.org/10.20858/tp.2017.12.2.12


 

Jen, W., Tu, R., & Lu, T. (2011). Managing passenger behavioral intention: an integrated 

framework for service quality, satisfaction, perceived value, and switching barriers. 

Transportation, 38(2), 321–342. https://doi.org/10.1007/s11116-010-9306-9 

Jones, T. O., & Sasser, W. E. (1995). Why satisfied customers defect. Harvard Business 

Review. https://hbr.org/1995/11/why-satisfied-customers-defect 

Kharizsa, A., Priyanto, S., & Jopson, A. (2015). CORRELATION AMONG CAR 

DEPENDENCY, SOCIAL STATUS AND CAR USE IN JAKARTA. Journal of the 

Civil Engineering Forum, 1(1). https://doi.org/10.22146/jcef.22725 

Kolnhofer-Derecskei, A., Reicher, R., & Szeghegyi, A. (2019). Transport Habits and 

Preferences of Generations — Does it Matter, Regarding the State of The Art? Acta 

Polytechnica Hungarica. 

https://acta.uni-obuda.hu/Kolnhofer-Derecskei_Reicher_Szeghegyi_88.pdf 

Konrad, K., & Wittowsky, D. (2018). Virtual mobility and travel behavior of young people 

– Connections of two dimensions of mobility. Research in Transportation 

Economics, 68, 11–17. https://doi.org/10.1016/j.retrec.2017.11.002 

Kristensen, K., Martensen, A., & Gronholdt, L. (1999). Measuring the impact of buying 

behaviour on customer satisfaction. Total Quality Management, 10(4–5), 602–614. 

https://doi.org/10.1080/0954412997587 

Krumpal, I. (2013). Determinants of social desirability bias in sensitive surveys: a 

literature review. Quality & Quantity, 47(4), 2025–2047. 

https://doi.org/10.1007/s11135-011-9640-9 

Lai, W., & Chen, C. (2011). Behavioral intentions of public transit passengers—The roles 

of service quality, perceived value, satisfaction and involvement. Transport Policy, 

18(2), 318–325. https://doi.org/10.1016/j.tranpol.2010.09.003 

McDonald, N. C. (2015). Are millennials really the “Go-Nowhere” generation? Journal of 

the American Planning Association, 81(2), 90–103. 

https://doi.org/10.1080/01944363.2015.1057196 

Mijares, A., Suzuki, M., & Yai, T. (2015). Passenger Satisfaction and Mental Adaptation 

under Adverse Conditions: Case Study in Manila. Journal of Public Transportation, 

19(4), 144–160. https://doi.org/10.5038/2375-0901.19.4.9 

Moore, M. (1995). Creating Public Value: Strategic Management in government. Harvard 

University Press. 

46 

The Impact of MRT Service Quality on Public Transport Use: A Customer Satisfaction Approach
Among
Gen Z and Millennials in Jakarta
Ardhan Rhamanov, Agustina Kustulasari , S.Pd., M.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.1007/s11116-010-9306-9
https://hbr.org/1995/11/why-satisfied-customers-defect
https://doi.org/10.22146/jcef.22725
https://acta.uni-obuda.hu/Kolnhofer-Derecskei_Reicher_Szeghegyi_88.pdf
https://doi.org/10.1016/j.retrec.2017.11.002
https://doi.org/10.1080/0954412997587
https://doi.org/10.1007/s11135-011-9640-9
https://doi.org/10.1016/j.tranpol.2010.09.003
https://doi.org/10.1080/01944363.2015.1057196
https://doi.org/10.5038/2375-0901.19.4.9


 

MRT Jakarta. (2025). Ascend through Innovation. 

https://www.jakartamrt.co.id/sites/default/files/2025-05/Book%20-%20MRT%20Ja

karta%20-%20AR%202024%20-%20250502.pdf 

Normann, R. (1991). Service management: Strategy and Leadership in Service Business. 

Obermeyer, A., Treiber, M., & Evangelinos, C. (2014). Thresholds in choice behaviour 

and the size of travel time savings. arXiv (Cornell University). 

https://doi.org/10.48550/arxiv.1402.3433 

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of 

satisfaction decisions. Journal of Marketing Research, 17(4), 460. 

https://doi.org/10.2307/3150499 

Oliver, R. L. (1997). Satisfaction: A Behavioral Perspective on the Consumer. The 

McGraw-Hill Companies. 

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing, 63(4_suppl1), 

33–44. https://doi.org/10.1177/00222429990634s105 

Olsson, L., Friman, M., Lättman, K., & Fujii, S. (2020). Travel and life satisfaction - From 

Gen Z to the silent generation. Journal of Transport & Health, 18, 100894. 

https://doi.org/10.1016/j.jth.2020.100894 

Osborne, S. P., Radnor, Z., & Nasi, G. (2013). A New Theory for Public Service 

Management? Toward a (Public) Service-Dominant approach. The American 

Review of Public Administration, 43(2), 135–158. 

https://doi.org/10.1177/0275074012466935 

Parasuraman, A., Berry, L. L., & Zeithaml, V. A. (1988). SERVQUAL: A multiple-Item 

Scale for measuring consumer perceptions of service quality. Journal of Retailing, 

64(1), 12–40. 

Pine, J., & Gilmore, J. H. (1998). Welcome to the experience economy. Harvard Business 

Review. https://hbr.org/1998/07/welcome-to-the-experience-economy 

Pojani, D., & Stead, D. (2015). Sustainable urban transport in the developing world: 

Beyond megacities. Sustainability, 7(6), 7784–7805. 

https://doi.org/10.3390/su7067784 

Putri, V. D., Komarudin, K., & Destyanto, A. R. (2018). The determination of MRT (Mass 

Rapid Transit) Jakarta train specification to reach headway target by using 

ProModel. 2018 3rd International Conference on Computational Intelligence and 

Applications (ICCIA), 16–20. https://doi.org/10.1109/iccia.2018.00011 

47 

The Impact of MRT Service Quality on Public Transport Use: A Customer Satisfaction Approach
Among
Gen Z and Millennials in Jakarta
Ardhan Rhamanov, Agustina Kustulasari , S.Pd., M.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

https://www.jakartamrt.co.id/sites/default/files/2025-05/Book%20-%20MRT%20Jakarta%20-%20AR%202024%20-%20250502.pdf
https://www.jakartamrt.co.id/sites/default/files/2025-05/Book%20-%20MRT%20Jakarta%20-%20AR%202024%20-%20250502.pdf
https://doi.org/10.48550/arxiv.1402.3433
https://doi.org/10.2307/3150499
https://doi.org/10.1177/00222429990634s105
https://doi.org/10.1016/j.jth.2020.100894
https://doi.org/10.1177/0275074012466935
https://doi.org/10.3390/su7067784
https://doi.org/10.1109/iccia.2018.00011


 

Rahman, R. A., Noor, H. M., Imang, U., & Tartaglia, M. (2024). User satisfaction of 

accessibility to public transportation. Environment-Behaviour Proceedings Journal, 

9(30), 171–177. https://doi.org/10.21834/e-bpj.v9i30.6206 

Redman, L., Friman, M., Gärling, T., & Hartig, T. (2013). Quality attributes of public 

transport that attract car users: A research review. Transport Policy, 25, 119–127. 

https://doi.org/10.1016/j.tranpol.2012.11.005 

Rukmana, D. (2018). Rapid urbanization and the need for sustainable transportation 

policies in Jakarta. IOP Conference Series Earth and Environmental Science, 124, 

012017. https://doi.org/10.1088/1755-1315/124/1/012017 

Rappler. (2014). TIMELINE: MRT3 mishaps. Rappler. 

https://www.rappler.com/newsbreak/iq/66128-timeline-mrt3-mishaps/ 

Scheiner, J., & Holz-Rau, C. (2013). A comprehensive study of life course, cohort, and 

period effects on changes in travel mode use. Transportation Research Part a Policy 

and Practice, 47, 167–181. https://doi.org/10.1016/j.tra.2012.10.019 

Silveira, T. C. D. R., Romano, C. A., & Gadda, T. M. C. (2021). Loyalty and public 

transit: a quantitative systematic review of the literature. Transport Reviews, 42(3), 

362–383. https://doi.org/10.1080/01441647.2021.1991032 

Silver, C. (2024). Rapid Urbanization: The challenges and opportunities for planning in 

Indonesian cities. In New frontiers in regional science: Asian perspectives (pp. 

35–48). https://doi.org/10.1007/978-981-97-0122-3_3 

Sinha, S., Swamy, H. S., & Modi, K. (2020). User perceptions of public transport service 

quality. Transportation Research Procedia, 48, 3310–3323. 

https://doi.org/10.1016/j.trpro.2020.08.121 

Sogbe, E., Susilawati, S., & Pin, T. C. (2024). Scaling up public transport usage: a 

systematic literature review of service quality, satisfaction and attitude towards bus 

transport systems in developing countries. Public Transport, 17(1), 1–44. 

https://doi.org/10.1007/s12469-024-00367-6 

Sugiarto, S., Miwa, T., & Morikawa, T. (2020). The tendency of public’s attitudes to 

evaluate urban congestion charging policy in Asian megacity perspective: Case a 

study in Jakarta, Indonesia. Case Studies on Transport Policy, 8(1), 143–152. 

https://doi.org/10.1016/j.cstp.2018.09.010 

Surachman, E. N., & Setiawan, H. (2016). MUNICIPAL BONDS AS THE FINANCING 

STRATEGY FOR URBAN INFRASTRUCTURE : CASE STUDY OF JAKARTA 

48 

The Impact of MRT Service Quality on Public Transport Use: A Customer Satisfaction Approach
Among
Gen Z and Millennials in Jakarta
Ardhan Rhamanov, Agustina Kustulasari , S.Pd., M.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.21834/e-bpj.v9i30.6206
https://doi.org/10.1016/j.tranpol.2012.11.005
https://doi.org/10.1088/1755-1315/124/1/012017
https://www.rappler.com/newsbreak/iq/66128-timeline-mrt3-mishaps/
https://doi.org/10.1016/j.tra.2012.10.019
https://doi.org/10.1080/01441647.2021.1991032
https://doi.org/10.1007/978-981-97-0122-3_3
https://doi.org/10.1016/j.trpro.2020.08.121
https://doi.org/10.1007/s12469-024-00367-6
https://doi.org/10.1016/j.cstp.2018.09.010


 

MRT. Jurnal Keuangan Dan Perbankan, 20(3). 

https://doi.org/10.26905/jkdp.v20i3.283 

Susilo, Y. O., & Cats, O. (2014). Exploring key determinants of travel satisfaction for 

multi-modal trips by different traveler groups. Transportation Research Part a 

Policy and Practice, 67, 366–380. https://doi.org/10.1016/j.tra.2014.08.002 

Swim, J. K., Aviste, R., Lengieza, M. L., & Fasano, C. J. (2022). OK Boomer: A decade 

of generational differences in feelings about climate change. Global Environmental 

Change, 73, 102479. https://doi.org/10.1016/j.gloenvcha.2022.102479 

Tourangeau, R., & Yan, T. (2007). Sensitive questions in surveys. Psychological Bulletin, 

133(5), 859–883. https://doi.org/10.1037/0033-2909.133.5.859 

Transportation Research Board. (2003). A Guidebook for Developing a Transit 

Performance-Measurement System (TCRP Report 88). National Academy Press. 

De Vos, J., & Witlox, F. (2017). Travel satisfaction revisited: On the pivotal role of travel 

satisfaction in conceptualising a travel behaviour process. Transportation Research 

Part A: Policy and Practice, 106(C), 364–373. 

https://econpapers.repec.org/scripts/redir.pf?u=https%3A%2F%2Fdoi.org%2F10.10

16%252Fj.tra.2017.10.009;h=repec:eee:transa:v:106:y:2017:i:c:p:364-373 

Metro TV. (2025). Macet Jabodetabek Sebabkan Kerugian Rp100 Triliun/Tahun [Video]. 

https://www.metrotvnews.com. 

https://www.metrotvnews.com/play/bD2CMjW2-macet-jabodetabek-sebabkan-keru

gian-rp100-triliun-tahun 

Tyrinopoulos, Y., & Antoniou, C. (2008). Public transit user satisfaction: Variability and 

policy implications. Transport Policy, 15(4), 260–272. 

https://doi.org/10.1016/j.tranpol.2008.06.002 

Van Acker, V., Van Wee, B., & Witlox, F. (2010). When Transport Geography meets 

Social Psychology: Toward a conceptual model of travel behaviour. Transport 

Reviews, 30(2), 219–240. https://doi.org/10.1080/01441640902943453 

Van De Walle, S. (2017). Explaining Citizen Satisfaction and Dissatisfaction with Public 

Services. In Palgrave Macmillan UK eBooks (pp. 227–241). 

https://doi.org/10.1057/978-1-137-55269-3_11 

Van De Walle, S., & Van Ryzin, G. G. (2011). THE ORDER OF QUESTIONS IN a 

SURVEY ON CITIZEN SATISFACTION WITH PUBLIC SERVICES: LESSONS 

49 

The Impact of MRT Service Quality on Public Transport Use: A Customer Satisfaction Approach
Among
Gen Z and Millennials in Jakarta
Ardhan Rhamanov, Agustina Kustulasari , S.Pd., M.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.26905/jkdp.v20i3.283
https://doi.org/10.1016/j.tra.2014.08.002
https://doi.org/10.1016/j.gloenvcha.2022.102479
https://doi.org/10.1037/0033-2909.133.5.859
https://econpapers.repec.org/scripts/redir.pf?u=https%3A%2F%2Fdoi.org%2F10.1016%252Fj.tra.2017.10.009;h=repec:eee:transa:v:106:y:2017:i:c:p:364-373
https://econpapers.repec.org/scripts/redir.pf?u=https%3A%2F%2Fdoi.org%2F10.1016%252Fj.tra.2017.10.009;h=repec:eee:transa:v:106:y:2017:i:c:p:364-373
https://www.metrotvnews.com/play/bD2CMjW2-macet-jabodetabek-sebabkan-kerugian-rp100-triliun-tahun
https://www.metrotvnews.com/play/bD2CMjW2-macet-jabodetabek-sebabkan-kerugian-rp100-triliun-tahun
https://doi.org/10.1016/j.tranpol.2008.06.002
https://doi.org/10.1080/01441640902943453
https://doi.org/10.1057/978-1-137-55269-3_11


 

FROM a SPLIT‐BALLOT EXPERIMENT. Public Administration, 89(4), 

1436–1450. https://doi.org/10.1111/j.1467-9299.2011.01922.x 

Van Lierop, D., Badami, M. G., & El-Geneidy, A. M. (2018). What influences satisfaction 

and loyalty in public transport? A review of the literature. Transport Reviews, 

38(1), 52–72. https://doi.org/10.1080/01441647.2017.1298683 

Van Lierop, D., & El-Geneidy, A. (2016). Enjoying loyalty: The relationship between 

service quality, customer satisfaction, and behavioral intentions in public transit. 

Research in Transportation Economics, 59, 50–59. 

https://doi.org/10.1016/j.retrec.2016.04.001 

Van Ryzin, G. G. (2004). Expectations, performance, and citizen satisfaction with urban 

services. Journal of Policy Analysis and Management, 23(3), 433–448. 

https://doi.org/10.1002/pam.20020 

Van Ryzin, G. G. (2013). An experimental test of the Expectancy-Disconfirmation Theory 

of citizen Satisfaction. Journal of Policy Analysis and Management, 32(3), 

597–614. https://doi.org/10.1002/pam.21702 

Vargo, S. L., & Lusch, R. F. (2004). Evolving to a new dominant logic for marketing. 

Journal of Marketing, 68(1), 1–17. https://doi.org/10.1509/jmkg.68.1.1.24036  

Vávrová, L., & Foltýnová, H. B. (2023). Transport behaviour across Generations: The role 

of new social phenomena. SSRN Electronic Journal. 

https://doi.org/10.2139/ssrn.4646990 

Vuchic, V. R. (2005). Urban Transit : Operations, Planning and Economics. 

http://www.loc.gov/catdir/toc/ecip0418/2004013844.html 

Wang, Y., Zhang, Z., Zhu, M., & Wang, H. (2020). The impact of service quality and 

customer satisfaction on reuse intention in urban rail transit in Tianjin, China. 

SAGE Open, 10(1). https://doi.org/10.1177/2158244019898803 

Yin, R. K. (2018). Case Study Research and Applications: Design and Methods (6th ed.). 

Thousand Oaks. 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences of 

service quality. Journal of Marketing, 60(2), 31. https://doi.org/10.2307/1251929 

Zhang, X., Guan, H., Zhu, H., & Zhu, J. (2019). Analysis of travel mode choice behavior 

considering the indifference threshold. Sustainability, 11(19), 5495. 

https://doi.org/10.3390/su11195495 

 
 

50 

The Impact of MRT Service Quality on Public Transport Use: A Customer Satisfaction Approach
Among
Gen Z and Millennials in Jakarta
Ardhan Rhamanov, Agustina Kustulasari , S.Pd., M.A.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

https://doi.org/10.1111/j.1467-9299.2011.01922.x
https://doi.org/10.1080/01441647.2017.1298683
https://doi.org/10.1016/j.retrec.2016.04.001
https://doi.org/10.1002/pam.20020
https://doi.org/10.1002/pam.21702
https://doi.org/10.1509/jmkg.68.1.1.24036
https://doi.org/10.2139/ssrn.4646990
http://www.loc.gov/catdir/toc/ecip0418/2004013844.html
https://doi.org/10.1177/2158244019898803
https://doi.org/10.2307/1251929
https://doi.org/10.3390/su11195495

	REFERENCES 

