
81 
 

DAFTAR PUSTAKA 

 

Acharya, N., Sassenberg, A.-M., & Soar, J. (2022). Consumers’ behavioural intentions to 

reuse recommender systems: Assessing the effects of trust propensity, trusting 

beliefs and perceived usefulness. Journal of Theoretical and Applied Electronic 

Commerce Research, 18(1), 55–78. https://doi.org/10.3390/jtaer18010004 

Adyatma, P., Swandewi, N. K., Rahadiarta, I. G. N. P. S., Adinda, C., & Sumadi, I. G. 

(2025). Exploring Tourists’ Perceptions and Utilization Patterns of Mass Public 

Transportation in Bali, Indonesia. In Handbook of Tourism and Hospitality 

Marketing in Indonesia (pp. 665–695). Springer. https://doi.org/10.1007/978-981-

96-2567-3_27 

Agusinta, L., & Endri, E. (2025). The Impact of Web Check-In and Service Quality on 

Reuse Intention: The Mediating Role of Passenger Trust. International Journal of 

Data and Network Science, 9(3), 10–5267. 

https://doi.org/10.5267/j.ijdns.2024.8.019 

Ajzen, I. (2020). The theory of TP behavior: Frequently asked questions. Human Behavior 

and Emerging Technologies, 2(4), 314–324. https://doi.org/10.1002/hbe2.195 

Al Haddad, C., Chaniotakis, E., Straubinger, A., Plötner, K., & Antoniou, C. (2020). 

Factors affecting the adoption and use of urban air mobility. Transportation 

Research Part A: Policy and Practice, 132, 696–712. 

https://doi.org/10.1016/j.tra.2019.12.020 

Alfiyanto, C., Indriani, F., & Perdhana, M. S. (2021). The effect of service quality on 

consumer trust and customer satisfaction to improve customer loyalty on go-car 

transportation online in Semarang City. Diponegoro Journal of Economics, 9(1), 43–

58. https://doi.org/10.14710/djoe.31489 

Alhassan, J. A. K., & Anciaes, P. (2025). Public transport investments as generators of 

economic and social activity. Journal of Transport & Health, 41, 101989. 

https://doi.org/10.1016/j.jth.2025.101989 

Aninda, Z. N., & Roosdhani, M. R. (2024). Exploring The service quality’s impact on 

repurchase intention in service courier customers. Journal of Management and 

Pengaruh Kualitas Layanan Dan Kepercayaan Pengguna Dalam Pembentukan Niat Penggunaan
Kembali Pada
KRL Commuter Line Jogja-Solo
Septyan Pratama Nugraha, Dr. Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



82 
 

Business Environment (JMBE), 6(1), 88–107. 

https://doi.org/10.26740/jekobi.v6n3.p79-87 

Anjani, G. I., Nurhayati, P., & Yuliati, L. N. (2025). THE IMPACT OF SERVICE 

QUALITY AND CUSTOMER SATISFACTION ON REUSE INTENTION IN 

URBAN PUBLIC TRANSPORTATION. Indonesian Journal of Business & 

Entrepreunership, 11(1), 212–225. https://doi.org/10.17358/IJBE.11.1.212 

Balakrishnan, J., & Dwivedi, Y. K. (2021). Role of cognitive absorption in building user 

trust and experience. Psychology & Marketing, 38(4), 643–668. 

https://doi.org/https://doi.org/10.1002/mar.21462 

BPS Kota Surakarta. (2024). Kota Surakarta Dalam Angka 2024. 

https://surakartakota.bps.go.id/id/publication/2024/02/28/349be2091435020bbd015

a7a/kota-surakarta-dalam-angka-2024.html 

BPS Kota Yogyakarta. (2024). Kota Yogyakarta Dalam Angka 2024. 

https://jogjakota.bps.go.id/id/publication/2024/02/28/6a6d984e3d10d2113c9d3f3b/

kota-yogyakarta-dalam-angka-2024.html 

Buehler, R., & Pucher, J. (2021). COVID-19 Impacts on Cycling, 2019–2020. Transport 

Reviews, 41(4), 393–400. https://doi.org/10.1080/01441647.2021.1914900 

Cai, L., Yuen, K. F., & Wang, X. (2023). Explore public acceptance of autonomous buses: 

An integrated model of UTAUT, TTF and trust. Travel Behaviour and Society, 31, 

120–130. https://doi.org/https://doi.org/10.1016/j.tbs.2022.11.010 

Cartenì, A., Henke, I., Falanga, A., & Picone, M. (2025). Transport quality and user 

perception: Effect of bus station hedonic quality on student trip behavior. Journal of 

Transport Geography, 126, 104235. 

https://doi.org/https://doi.org/10.1016/j.jtrangeo.2025.104235 

Ceccato,  Vania, & Loukaitou-Sideris,  Anastasia. (2022). Fear of Sexual Harassment and 

Its Impact on Safety Perceptions in Transit Environments: A Global Perspective. 

Violence Against Women, 28(1), 26–48. https://doi.org/10.1177/1077801221992874 

Chien, Y.-S., & Lu, C.-C. (2025). Investigating users’ intention to re-use shared electric 

scooters through a combined behavioral model. Transport Policy, 162, 533–544. 

https://doi.org/https://doi.org/10.1016/j.tranpol.2024.12.026 

Pengaruh Kualitas Layanan Dan Kepercayaan Pengguna Dalam Pembentukan Niat Penggunaan
Kembali Pada
KRL Commuter Line Jogja-Solo
Septyan Pratama Nugraha, Dr. Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



83 
 

Chindyana, A., Romadlon, F., & Ananda, R. (2022). POTENSI PENINGKATAN 

KUALITAS LAYANAN KERETA REL LISTRIK SOLO-JOGJA BERBASIS 

POLA MOBILITAS KOMUTER. Jurnal Transportasi, 22(2), 131–142. 

https://doi.org/10.26593/jtrans.v22i2.6063.131-142 

Creswell, J. W., & Creswell, J. D. (2017). Research design: Qualitative, quantitative, and 

mixed methods approaches. Sage publications. 

Csikor, D., Koteczki, R., Szauter, F., & Balassa, B. E. (2026). Ride-Sharing Services in 

Regional Context: Consumer Attitudes and Reuse Intentions in Western Hungary. 

Applied Sciences, 16(2). https://doi.org/10.3390/app16021055 

de Oña, J. (2021). Understanding the mediator role of satisfaction in public transport: A 

cross-country analysis. Transport Policy, 100, 129–149. 

https://doi.org/https://doi.org/10.1016/j.tranpol.2020.09.011 

de Oña, J. (2022). Service quality, satisfaction and behavioral intentions towards public 

transport from the point of view of private vehicle users. Transportation, 49(1), 237–

269. https://doi.org/10.1007/s11116-021-10175-7 

De Vos, J., Waygood, E. O. D., Letarte, L., & Cao, M. (2022). Do frequent satisfying trips 

by public transport impact its intended use in later life? Transportation, 49(4), 1245–

1263. https://doi.org/10.1007/s11116-021-10209-0 

Deb, S., Ali Ahmed, M., & Das, D. (2022). Service quality estimation and improvement 

plan of bus Service: A perception and expectation based analysis. Case Studies on 

Transport Policy, 10(3), 1775–1789. 

https://doi.org/https://doi.org/10.1016/j.cstp.2022.07.008 

Ferriès, E., Caroux, L., Rousseau, A., Valenti, C., Pujol, M., & Lemercier, C. (2025). 

Effects of vehicle-related and contextual factors on passengers’ intentions to reuse 

an autonomous shuttle: a scenario-based study. Transportation Research Part F: 

Traffic Psychology and Behaviour, 114, 1161–1178. 

https://doi.org/https://doi.org/10.1016/j.trf.2025.07.020 

Flores, L. C., Ong, A. K. S., Roque, R. A. G., Palad, T. M. C., Concepcion, J. D. D., & 

Aguas, R. D. (2025). Assessment of Service Quality and Trust of E-Public 

Pengaruh Kualitas Layanan Dan Kepercayaan Pengguna Dalam Pembentukan Niat Penggunaan
Kembali Pada
KRL Commuter Line Jogja-Solo
Septyan Pratama Nugraha, Dr. Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



84 
 

Transportation in Doha Qatar. World Electric Vehicle Journal, 16(3). 

https://doi.org/10.3390/wevj16030174 

Freitas, A. L. P., Silva Filho, M. T. S., & de Assis, D. A. (2023). An analysis of gender 

differences and perception of influential criteria for the quality of urban bus 

transportation: Evidence from Brazil. Journal of Public Transportation, 25, 100050. 

https://doi.org/https://doi.org/10.1016/j.jpubtr.2023.100050 

Gardner, N., Cui, J., & Coiacetto, E. (2017). Harassment on public transport and its 

impacts on women’s travel behaviour. Australian Planner, 54(1), 8–15. 

https://doi.org/10.1080/07293682.2017.1299189 

Gkiotsalitis, K., & Cats, O. (2021). Public transport planning adaption under the COVID-

19 pandemic crisis: literature review of research needs and directions. Transport 

Reviews, 41(3), 374–392. https://doi.org/10.1080/01441647.2020.1857886 

Goldbach, C., Sickmann, J., Pitz, T., & Zimasa, T. (2022). Towards autonomous public 

transportation: Attitudes and intentions of the local population. Transportation 

Research Interdisciplinary Perspectives, 13, 100504. 

https://doi.org/https://doi.org/10.1016/j.trip.2021.100504 

Hakim, A., Ari Fatun Nisa, F., Bahrun Muzaki, M., Mulyo Sejati, W., Aliyah, N., & Tri 

Nugraha, J. (2024). KUALITAS PELAYANAN KRL COMMUTER LINE DI 

YOGYAKARTA. PRAJA Observer: Jurnal Penelitian Administrasi Publik (e- 

ISSN: 2797-0469), 4(06), 87–106. https://doi.org/10.69957/praob.v4i06.1566 

Hapsari, G., Hapsoro, S., Utomo, T., & Muthohar, I. (2024). ADAPTASI KEBIASAAN 

BARU (POST PANDEMI) BAGI PARA PENGGUNA KRL COMMUTER LINE 

JOGJA-SOLO. Jurnal Penelitian Sekolah Tinggi Transportasi Darat, 13(1), 13–25. 

https://doi.org/10.55511/jpsttd.v13i1.630 

Härenstam, A., Björk, L., & Corin, L. (2024). Trust chains in public sector organizations 

and their significance for work unit performance and employee turnover intention. 

International Public Management Journal, 27(6), 921–947. 

https://doi.org/10.1080/10967494.2024.2322142 

Pengaruh Kualitas Layanan Dan Kepercayaan Pengguna Dalam Pembentukan Niat Penggunaan
Kembali Pada
KRL Commuter Line Jogja-Solo
Septyan Pratama Nugraha, Dr. Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



85 
 

Hasyimi, V., & Azizalrahman, H. (2021). Economy-led sustainable touristic city: the case 

of Surakarta, Indonesia. Journal of Tourism Futures. https://doi.org/10.1108/JTF-

06-2020-0088 

Henderson, R., Mccready, E., Eckardt, R., Korotkova, N., Romero, M., & Solt, S. (2019). 

Dogwhistles, Trust and Ideology. 2019: Proceedings of the 22nd Amsterdam 

Colloquium, 152–160. https://platform.openjournals.nl/PAC/article/view/22024 

Herlina, V. (2019). Panduan praktis mengolah data kuesioner menggunakan SPSS. Elex 

Media Komputindo. 

Ibrahim, A. N. H., Borhan, M. N., Mat Yazid, M. R., Hassan, S. A., Arham, A. F., & 

Hashim, S. (2023). Modelling of Passenger Satisfaction and Reuse Intention with 

Monorail Services in Kuala Lumpur, Malaysia: A Hybrid SEM-ANN Approach. 

Mathematics, 11(15). https://doi.org/10.3390/math11153361 

Ittamalla, R., & Srinivas Kumar, D. V. (2021). Determinants of holistic passenger 

experience in public transportation: Scale development and validation. Journal of 

Retailing and Consumer Services, 61, 102564. 

https://doi.org/https://doi.org/10.1016/j.jretconser.2021.102564 

Jaovisidha, M. (2024). Journal of Family Business and Management Studies Factors 

Influencing Repurchase Intentions in Inter-Provincial Bus Services: A Case Study of 

Transport Co., Ltd. (Bor Kor Sor) on Northern and Northeastern Routes. Journal of 

Family Business and Management Studies, 16(2). https://www.fbmsjournal.com/wp-

content/uploads/2024/08/02_User-88_Factors-Influencing-Repurchase-Intentions-

in-Inter-Provincial-Bus-Services-A-Case-Study-of-Transport-Co.-Ltd.-Bor-Kor-

Sor-on-Northern-and-Northeastern-Routes.pdf 

KAI Commuter. (2026). Informasi Berkala : Volume Pengguna KAI Commuter 2025. 

https://kip.kci.id/viewberkala?id=40 

Kester S. Ong, A., German, J. D., Dangaran, P. C., Jethro B. Paz, J., & Roniel G. 

Macatangay, R. (2024). Service quality and customer satisfaction analysis among 

motorcycle taxi transportation in the Philippines through SERVQUAL dimensions 

and social exchange theory. Case Studies on Transport Policy, 15, 101139. 

https://doi.org/https://doi.org/10.1016/j.cstp.2023.101139 

Pengaruh Kualitas Layanan Dan Kepercayaan Pengguna Dalam Pembentukan Niat Penggunaan
Kembali Pada
KRL Commuter Line Jogja-Solo
Septyan Pratama Nugraha, Dr. Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



86 
 

Kim, H. (2021). Service design for public transportation to address the issue of females’ 

fear of crime. Transportation, 48(1), 167–192. https://doi.org/10.1007/s11116-019-

10043-5 

Kusumawardani, R., & Yenita, Y. (2023). PENGARUH KUALITAS DAN KEPUASAN 

LAYANAN TERHADAP KEPERCAYAAN DAN LOYALITAS PENGGUNA 

BUS TRANSJAKARTA. Jurnal Penelitian Sekolah Tinggi Transportasi Darat, 

14(1), 47–59. https://doi.org/10.55511/jpsttd.v14i1.649 

Lam, T. N. (2023). Key Factors Shaping Customers’ Satisfaction and Reuse Intentions: 

An Extensive Systematic Review. TEM Journal, 12(4), 2123–2136. 

https://doi.org/10.18421/TEM124-23 

Luhmann, N. (2018). Trust and power. John Wiley & Sons. 

Mahadevia, D., Mukhopadhyay, C., Lathia, S., & Gounder, K. (2023). The role of urban 

transport in delivering Sustainable Development Goal 11: Learning from two Indian 

cities. Heliyon, 9(9). https://doi.org/10.1016/j.heliyon.2023.e19453 

Maharani, N. P. D. T., Sukaatmadja, I. P. G., Giantari, I. Gst. A. K., & Suparna, G. (2024). 

Mediation of customer satisfaction: E-service quality, brand trust, and reuse 

intention. World Journal of Advanced Research and Reviews, 23(3), 2113–2124. 

https://doi.org/10.30574/wjarr.2024.23.3.2422 

Mas-Machuca, M., Marimon, F., & Jaca, C. (2021). The unexplored potential of trust to 

boost customer loyalty for transport platforms. Research in Transportation Business 

& Management, 41, 100618. 

https://doi.org/https://doi.org/10.1016/j.rtbm.2021.100618 

Mayer, R. C., Davis, J. H., & Schoorman, F. D. (1995). An Integrative Model Of 

Organizational Trust. Academy of Management Review, 20(3), 709–734. 

https://doi.org/10.5465/amr.1995.9508080335 

Medberg, G., & Grönroos, C. (2020). Value-in-use and service quality: do customers see 

a difference? Journal of Service Theory and Practice, 30(4–5), 507–529. 

https://doi.org/10.1108/JSTP-09-2019-0207 

Pengaruh Kualitas Layanan Dan Kepercayaan Pengguna Dalam Pembentukan Niat Penggunaan
Kembali Pada
KRL Commuter Line Jogja-Solo
Septyan Pratama Nugraha, Dr. Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



87 
 

Menezes, V. G. de, Pedrosa, G. V, Silva, M. P. P. da, & Figueiredo, R. M. da C. (2022). 

Evaluation of Public Services Considering the Expectations of Users—A Systematic 

Literature Review. Information, 13(4). https://doi.org/10.3390/info13040162 

Muhamad, M. (2021). The conceptual model of spatial structure of tourism in cultural 

corridors in the core of Yogyakarta. IOP Conference Series: Earth and 

Environmental Science, 780(1), 012062. https://doi.org/10.1088/1755-

1315/780/1/012062 

Nazir, M., & Tian, J. (2022). The Influence of Consumers’ Purchase Intention Factors on 

Willingness to Pay for Renewable Energy; Mediating Effect of Attitude. Frontiers 

in Energy Research, Volume 10-2022. https://doi.org/10.3389/fenrg.2022.837007 

Nurdin, I., & Hartati, S. (2019). Metodologi penelitian sosial. Media Sahabat Cendekia. 

Ozili, P. K. (2023). The Acceptable R-square in Empirical Modelling for Social Science 

Research. Social Research Methodology and Publishing Results. 

https://doi.org/10.2139/ssrn.4128165 

Pandjaitan, D. R. H. (2019). AN ANALYSIS OF BRAND AWARENESS INFLUENCE 

ON PURCHASE INTENTION IN BANDAR LAMPUNG CITY’S ONLINE 

TRANPORTATION SERVICE (Study on Y Generation Consumers). Economics & 

Business Solutions Journal, 3(2), 1–14. https://doi.org/10.26623/ebsj.v3i2.1578 

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

scale for measuring consumer perceptions of service quality. 1988, 64(1), 12–40. 

Parasuraman,  A., Zeithaml,  Valarie A, & Berry,  Leonard L. (1985). A Conceptual 

Model of Service Quality and Its Implications for Future Research. Journal of 

Marketing, 49(4), 41–50. https://doi.org/10.1177/002224298504900403 

Petcharat, T., & Leelasantitham, A. (2021). A retentive consumer behavior assessment 

model of the online purchase decision-making process. Heliyon, 7(10). 

https://doi.org/10.1016/j.heliyon.2021.e08169 

Primayandi, A., Gunawan, A. I., & Nurkholik, D. (2022). Examining Passengers’ 

Satisfaction with Public Transportation in The Rise of Health Concerns. Journal of 

Marketing Innovation (JMI), 2(2). https://doi.org/10.35313/jmi.v2i2.43 

Pengaruh Kualitas Layanan Dan Kepercayaan Pengguna Dalam Pembentukan Niat Penggunaan
Kembali Pada
KRL Commuter Line Jogja-Solo
Septyan Pratama Nugraha, Dr. Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



88 
 

Raewangsa, P. E., & Santika, W. (2025). THE EFFECT OF PRODUCT QUALITY ON 

REPURCHASE INTENTION MEDIATED BY CUSTOMER SATISFACTION (A 

Study on Toyota Car Consumers). INTERNATIONAL JOURNAL OF FINANCIAL 

ECONOMICS (IJEFE), 2(3), 1085–1099. www.astra.co.id, 

Rahman, R. T., Bahar, A., Prananta, A. W., Afifudin, M., & Trunojoyo, U. (2024). The 

Impact of Service Quality, Pricing Strategies, User Trust, and Technological 

Innovation in Indonesia’s Online Transportation Services Industry. International 

Journal of Business, Law, and Education, 5(2), 2549–2561. 

https://doi.org/10.56442/ijble.v5i2.90 

Safitri, A. K., Rizan, M., & Rahmi. (2023). Peranan E-Service Quality, Rates Dan 

Customer Trust Bagi Repurchase Intention Jasa Kurir. Jurnal Ekonomi, 28(2), 234–

254. https://doi.org/10.24912/je.v28i2.1646 

Saldanha, E., Seran, A., Pedro, F., & Fernandes, R. (2024). The Role of Customer Trust 

in the Relationship Between Service Quality and Purchasing Decision: An Empirical 

Evidence of Berlin Nakroma Public Transportation. Timor Leste Journal of Business 

and Management, 6(0). https://doi.org/10.51703/bm.v6i0.181 

Salsabila, R. R., Qurratu’ain, N. H., Warsito, T., & Octora, Y. (2020). SERVICE 

QUALITY TOWARDS REPURCHASE INTENTION MEDIATED BY 

CUSTOMER TRUST OF BATIK AIR INDONESIA. Advances in Transportation 

and Logistics Research, 3, 152–160. https://doi.org/10.25292/atlr.v3i0.261 

Sann, R., Pimpohnsakun, P., & Booncharoen, P. (2024). Exploring the impact of logistics 

service quality on customer satisfaction, trust and loyalty in bus transport. 

International Journal of Quality and Service Sciences, 16(4), 519–541. 

https://doi.org/10.1108/IJQSS-07-2023-0110 

Santos, J. B. dos, & Lima, J. P. (2021). Quality of public transportation based on the multi-

criteria approach and from the perspective of user’s satisfaction level: A case study 

in a Brazilian city. Case Studies on Transport Policy, 9(3), 1233–1244. 

https://doi.org/https://doi.org/10.1016/j.cstp.2021.05.015 

Santoso, S. (2020). Panduan lengkap SPSS 26. Elex Media Komputindo. 

Pengaruh Kualitas Layanan Dan Kepercayaan Pengguna Dalam Pembentukan Niat Penggunaan
Kembali Pada
KRL Commuter Line Jogja-Solo
Septyan Pratama Nugraha, Dr. Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



89 
 

Schiffman, L. G., & Kanuk, L. L. (2005). Comportamiento del consumidor. Pearson 

educación. 

Sensuse, D. I., Handoyo, I. T., Fitriani, W. R., Ramadhan, A., & Rahayu, P. (2017). 

Understanding continuance intention to use mobile commerce: A case of urban 

transportation service. 2017 International Conference on ICT For Smart Society 

(ICISS), 1–6. https://doi.org/10.1109/ICTSS.2017.8288870 

Sheikhoon, M., & Husain, K. (2025). LEX LOCALIS-JOURNAL OF LOCAL SELF-

GOVERNMENT EXPLORING THE EFFECT OF THE RAILWAY SERVICE 

QUALITY ON CUSTOMER SATISFACTION AND TRUST IN WESTERN 

SAUDI ARABIA. LEX LOCALIS-JOURNAL OF LOCAL SELF-GOVERNMENT, 

23(S4), 3675–3691. https://doi.org/10.52152/801129 

Shen, C., & Yahya, Y. (2021). The impact of service quality and price on passengers’ 

loyalty towards low-cost airlines: The Southeast Asia perspective. Journal of Air 

Transport Management, 91, 101966. 

https://doi.org/https://doi.org/10.1016/j.jairtraman.2020.101966 

Su, D. N., Nguyen-Phuoc, D. Q., & Johnson, L. W. (2021). Effects of perceived safety, 

involvement and perceived service quality on loyalty intention among ride-sourcing 

passengers. Transportation, 48(1), 369–393. https://doi.org/10.1007/s11116-019-

10058-y 

Sugiyono, D. (2013). Metode penelitian pendidikan pendekatan kuantitatif, kualitatif dan 

R&D. 

Susilo, D., & Na’at, W. L. (2022). Analisis Kualitas Pelayanan Terhadap Kepuasan 

Pengguna KRL Commuter Line Yogyakarta-Solo. Jurnal Ilmiah Telsinas Elektro, 

Sipil Dan Teknik Informasi, 5(2), 165–176. 

https://doi.org/10.38043/telsinas.v5i2.4336 

Susiloadi, P., & Nirmala, V. S. I. (2022). Pengaruh Kualitas Pelayanan dan Customer 

Experience Terhadap Kepuasan Pelanggan Kereta Rel Listrik (KRL) Jogja-Solo. 

Spirit Publik: Jurnal Administrasi Publik, 17(2), 204. 

https://doi.org/10.20961/sp.v17i2.66883 

Pengaruh Kualitas Layanan Dan Kepercayaan Pengguna Dalam Pembentukan Niat Penggunaan
Kembali Pada
KRL Commuter Line Jogja-Solo
Septyan Pratama Nugraha, Dr. Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



90 
 

Tirachini, A., & Cats, O. (2020). COVID-19 and Public Transportation: Current 

Assessment, Prospects, and Research Needs. Journal of Public Transportation, 

22(1), 1–21. https://doi.org/https://doi.org/10.5038/2375-0901.22.1.1 

Tiznado-Aitken, I., Muñoz, J. C., & Hurtubia, R. (2021). Public transport accessibility 

accounting for level of service and competition for urban opportunities: An equity 

analysis for education in Santiago de Chile. Journal of Transport Geography, 90, 

102919. https://doi.org/https://doi.org/10.1016/j.jtrangeo.2020.102919 

Tjiptono, F. (2017). Pemasaran strategik: mengupas pemasaran strategik, branding 

strategy, customer satisfaction, strategi kompetitif, hingga e-marketing. 

Trischler, J., & Westman Trischler, J. (2022). Design for experience – a public service 

design approach in the age of digitalization. Public Management Review, 24(8), 

1251–1270. https://doi.org/10.1080/14719037.2021.1899272 

van Wee, B. (2022). Accessibility and equity: A conceptual framework and research 

agenda. Journal of Transport Geography, 104, 103421. 

https://doi.org/https://doi.org/10.1016/j.jtrangeo.2022.103421 

Vongvit, R., Maeng, K., & Chan Lee, S. (2024). Effects of trust and customer perceived 

value on the acceptance of urban air mobility as public transportation. Travel 

Behaviour and Society, 36, 100788. 

https://doi.org/https://doi.org/10.1016/j.tbs.2024.100788 

Wang, J., Zhao, S., Zhang, W., & Evans, R. (2021). Why people adopt smart 

transportation services: an integrated model of TAM, trust and perceived risk. 

Transportation Planning and Technology, 44(6), 629–646. 

https://doi.org/10.1080/03081060.2021.1943132 

Wang,  Yuning, Zhang,  Zhe, Zhu,  Mengyuan, & Wang,  Hexian. (2020). The Impact of 

Service Quality and Customer Satisfaction on Reuse Intention in Urban Rail Transit 

in Tianjin, China. Sage Open, 10(1), 2158244019898803. 

https://doi.org/10.1177/2158244019898803 

Wisutwattanasak, P., Champahom, T., Jomnonkwao, S., Aryuyo, F., Se, C., & 

Ratanavaraha, V. (2023). Examining the Impact of Service Quality on Passengers’ 

Intentions to Utilize Rail Transport in the Post-Pandemic Era: An Integrated 

Pengaruh Kualitas Layanan Dan Kepercayaan Pengguna Dalam Pembentukan Niat Penggunaan
Kembali Pada
KRL Commuter Line Jogja-Solo
Septyan Pratama Nugraha, Dr. Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



91 
 

Approach of SERVQUAL and Health Belief Model. Behavioral Sciences, 13(10). 

https://doi.org/10.3390/bs13100789 

Yao, E., Guo, D., Liu, S., & Zhang, J. (2024). The role of technology belief, perceived 

risk and initial trust in users’ acceptance of urban air mobility: An empirical case in 

China. Multimodal Transportation, 3(4), 100169. 

https://doi.org/https://doi.org/10.1016/j.multra.2024.100169 

Zhou,  Xin, & Zolnik,  Edmund J. (2013). Transit-Oriented Development and Household 

Transportation Costs: Household-Level analysis. Transportation Research Record, 

2357(1), 86–94. https://doi.org/10.3141/2357-10 

Zhu, D. H. (2022). Effects of robot restaurants’ food quality, service quality and high-tech 

atmosphere perception on customers’ behavioral intentions. Journal of Hospitality 

and Tourism Technology, 13(4), 699–714. https://doi.org/10.1108/JHTT-01-2021-

0022 

  

 

 

 

 

 

 

 

 

 

 

 

 

Pengaruh Kualitas Layanan Dan Kepercayaan Pengguna Dalam Pembentukan Niat Penggunaan
Kembali Pada
KRL Commuter Line Jogja-Solo
Septyan Pratama Nugraha, Dr. Ratminto, M.Pol.Admin
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/


