
1

BIBLIOGRAPHY

Aarts, H., Verplanken, B., & Knippenberg, A. (1998). Predicting behaviour from

actions in the past: Repeated decision making or a matter of habit?. Journal of

Applied Social Psychology, 28(15), 1355-1374.

Agus, Rustam. (2013). HUT KE- 486 JAKARTA: Hari Ini, Sabtu (22/6/2013) Tiket

Busway Gratis. Available from :

http://kabar24.bisnis.com/read/20130622/77/146509/hut-ke-486-jakarta-hari-

ini-sabtu-2262013-tiket-busway-gratis [24 August 2016]

Agustin, T , MHM, Amiratul.,., & Hastuti, W. (2006). Analisis Variabel Layanan

Angkutan Umum Bus Kota Menurut Persepsi Penumpang Dengan Teknik

Stated Preference (Studi Kasus Angkutan Umum Bus Kota di Surakarta).

Media Teknik Sipil, 6(1), 55-60.

Albalate,D. and G.Bel. (2010). “What shapes local public transportation in

Europe?Economics, mobility, Institutions and Geography”. Transport

Res.Part E,46: 775-790.

Anderson, J. (1995) Cognitive psychology and its implications. (4th ed.). W.H.

Freeman, New York.

Anggoro, B. R. (2008). Evaluasi Kualitas Pelayanan Pendidikan Dengan

Menggunakan Model Kano (Studi Kasus Di Pusat Pendidikan ISTIBANK

Pabelan, Kartasura). Diploma Thesis. Muhammadiyah University. Surakarta.

APEC Cooperative Energy Efficiency Design for Sustainability (CEEDS). (2012).

“Final Report for CEEDS Phase 3 : Energy Efficient Urban Passenger

Transportation”. Japan : Asia Pacific Energy Research Centre (APERC).

Ashtopus.(2015). Student Care Solution by School Bus Tracking & In Bus

Attendance.Available at: http://ashtopustech.com/solutions/rfid/school-bus-

tracking/. [accessed at 24 August 2016].

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



2

Asmaniah, Ulfah.(2010). Traffic control system [online]. Available at:

http://ulfahasmaniah.blogspot.co.id/2010/12/traffic-control-system.

html.[accessed at 5 August 2016].

Attayaya,2011. ”Koridor Rute Trans Metro SAUM Pekanbaru”. Available at:

http://www.attayaya.net/2011/03/koridor-rute-trans-metro-saum-

pekanbaru.html. [accessed at 17 August 2016].

Baglin, J. (2014). Improving your exploratory factor analysis for ordinal data: a

demonstration using FACTOR. Practical Assessment, Research &

Evaluation,19(5), 2.

Barman, G. B.. 2013. “Planning and Design Criteria to Make Urban Transport

More Sustainable: The Case of Baku”.Architectural and environmental

engineering Vol 7 No.12.

Berry, L. L., & Parasuraman, A. (1991). Marketing service. Competing through

Quality, New York.

BPS. (2015). “ Pekanbaru dalam angka 2015”.http://pekanbarukota.bps

.go.id/websiteV2/pdf_publikasi/Pekanbaru-Dalam-Angka-

2015.pdf>.Retrieved 01.02.2016

Budiono, O. A., & Malkhamah, I. S. (2009). Customer satisfaction in public bus

transport:: A study of travellers perception in Indonesia (Doctoral

dissertation, Universitas Gadjah Mada).

CAI-Asia. (2006). Sustainable Urban Transport in Asia: Making the vision a

reality. Available at: http://pdf.wri.org/sustainable_urban_transport_ asia.pdf.

Choocharukul, K., & Sriroongvikrai, K. 2013. Multivariate analysis of customer

satisfaction: a case study of Bangkok’s mass rapid transit (MRT) passengers.

Journal of the Eastern Asia Society for Transportation Studies, 10(0), 1258-

1269.

Corpuz, G. (2007). Public transport or private vehicle: factors that impact on mode

choice. 30th Australasian Transport Research Forum (p. 11).

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



3

Davoudi, Sara. (2012). The Delighted Traveler. Relation of Customer-oriented

Quality Attributes to Customers’ Satisfaction with Swedish Public Transport:

A study of Värmlandstrafik. Master Thesis. Karlstad University. Karlstad

Deakin, Elizabeth. (2001). “Sustainable Development and Sustainable

Transportation: Strategies for Economic Prosperity, Environmental Quality,

and Equity”. Institute of Urban & Regional Development. UC Berkeley:

Institute of Urban and Regional Development. [Retrieved from:

https://escholarship.org/uc/item/0m1047xc ]

Devi, Mutiasari Kurnia. 2015. “ Active Commuting to the University (Case Study :

Students of Gadjah Mada University)”. Magister Thesis, Magister Program of

Gadjah Mada University.

Directorate General of Land Transport. 2015. Indonesian Master Plan On Urban

Mobility Issue. Available from :

http://www.slideshare.net/DesiWaluyanti/indonesia-towards-becoming-the-

sustainable-mobility-country-in-asean-2015-1?from_action=save [accessed at

5 August 2016]

Dishub. (2009). Tata cara menggunakan Trans Metro Pekanbaru. Pekanbaru :

Dishubkominfo

Diyana. 2014. Pelaksanaan Kebijakan Ruang Terbuka Hijau di Kota Pekanbaru

setelah berlakukanya Undang-Undang Nomor 26 Tahun 2007 tentang

penataan ruang Juncto peraturan daerah kotamadya daerah tingkat II

Pekanbaru Nomor 4 tahun 1993 Tentang rencana umum tata ruang kota

Pekanbaru. Diploma Thesis. Atma Jaya University. Yogyakarta

Djakfar, Ludfi, Amelia Kusuma Indriastuti, and Akhmad Sya’ban Nasution. 2012.

"Studi Karakteristik dan Model Pemilihan Moda Angkutan Mahasiswa

Menuju Kampus (Sepeda Motor atau Angkutan Umum) di Kota Malang."

Rekayasa Sipil 4.1: pp-37.

Dziekan, K. (2008). Ease-of-use in public transportation – A user perspective on

information and orientation aspects. Unpublished doctoral thesis in traffic and

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



4

transport planning, Infrastructure and Planning Royal Institute of Technology

Stockholm, Sweden

Eboli, L., & Mazzulla, G. (2007). Service quality attributes affecting customer

satisfaction for bus transit. Journal of public transportation, 10(3), 2.

Edvardsson, B & Enquist, B .2009. “Values-based service for sustainable business

– Lessons from IKEA”, Routledge, London.

EIA (Energy Information Administration) (2012). Annual energy review.

<http://www.eia.gov/totalenergy/data/annual/pdf/aer.pdf > Retrieved

29.01.2016

Ellaway, A., Macintyre, S., Hiscocl, R. & Kearns, A. (2003). In the driving seat:

psychosicial benefits from private motor vehicle transport compared to public

transport. Transportation Research Part F: Traffic Psychology and

Behaviour, 6 , 217-231

Eriksson, L., Garvill, J., & Nordlund, A. M. (2008). Interrupting habitual car use:

The importance of car habit strength and moral motivation for personal car

use reduction. Transportation Research Part F: Traffic Psychology and

Behaviour, 11(1), 10-23.

Eriksson, Lars. (2011). Car Users´ Switching to Public Transport for the Work

Commute, Dissertation at Faculty of Economic Sciences, Communication and

IT Psychology, Karlstad University

Eriksson,L. (2008). Pro-environmental travel behaviour : The importance of

attitudinal factors, habits, and transport policy measures. Department of

Psychology, Umeå University, Sweden. ISBN 978-91-7264-626-1.

Garland, R. (1991). The mid-point on a rating scale: Is it desirable. Marketing

bulletin, 2(1), 66-70.

Gebauer, Heiko, Johnson, Mikael, Enquist, Bo. (2010),"Value co-creation as a

determinant of success in public transport services", Managing Service

Quality: An International Journal, Vol. 20 Iss 6 pp. 511 – 530

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



5

Gentile, C., Spiller, N., & Noci, G. (2007). How to sustain the customer

experience:: An overview of experience components that co-create value with

the customer. European Management Journal, 25(5), 395-410.

Gerike, Regine., Hulsmann,Friederike.,Roller,Katrin. 2013. ” Strategies for

Sustainable Mobilities: Opportunities and Challenges”. Farnham, U.K. and

Burlington, Vermont: Ashgate Publishing.

Giuliano, G., & Dargay, J. (2006). Car ownership, travel and land use: a

comparison of the US and Great Britain. Transportation Research Part A:

Policy and Practice, 40(2), 106-124.

Gliem, R. R., & Gliem, J. A. (2003). Calculating, interpreting, and reporting

Cronbach’s alpha reliability coefficient for Likert-type scales. Midwest

Research-to-Practice Conference in Adult, Continuing, and Community

Education.

Golafshani, N. (2003). Understanding reliability and validity in qualitative

research. The qualitative report, 8(4), 597-606.

Goldman, T. and Gorham, R. (2006), “Sustainable urban transport: four innovative

directions”, Technology in Society , Vol. 28 Nos 1/2, pp. 261-273.

Hafis, A., Imam, R., Hakim, A., & Santoso Haryono, B. (2014). Aktor Pelaksana

Pengelolaan Transportasi Publik Perkotaan (Studi Kasus Bus Trans Metro Di

Kota Pekanbaru). WACANA, Jurnal Sosial dan Humaniora, 16(4), 171-178.

Hair, J.F. Jr. , Anderson, R.E., Tatham, R.L., & Black, W.C. (2010). “Multivariate

Data Analysis, (7th Edition)”. Upper Saddle River, NJ: Prentice Hall.

Hakim, Lukman M & Putro, Heru P.H.(2014) . Persepsi Masyarakat Pengguna

Sepeda Motor Terhadap Atribut Pelayanan Bus AKDP (Studi Kasus: Bus

AKDP Pekalongan- Wonopringgo-Kajen, Kabupaten Pekalongan). Jurnal

Perencanaan Wilayah dan Kota B SAPPK V2N3, pp 833 – 842. (Available at :

http://sappk.itb.ac.id/jpwk2/wp-content/uploads/2014/05/V2N3-Persepsi-

Masyarakat-Pengguna-Sepeda-Motor-Terhadap-Atribut-Pelayanan-Bus-

AKDP-.pdf. )

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



6

Hashim, Y. A. (2010). Determining sufficiency of sample size in management

survey research activities. International Journal of Organisational

Management & Entrepreneurship Development, 6(1), 119-130.

Heale, R., & Twycross, A. (2015). Validity and reliability in quantitative

studies.Evidence Based Nursing, 18(3), 66-67.

Hensher, D. A. (1994). Stated preference analysis of travel choices: the state of

practice. Transportation, 21(2), 107-133.

Hidayat, Anwar. (2012). Transformasi data Ordinal Menjadi Interval. Available

from:. http://www.statistikian.com/2012/09/transformasi-data-ordinal-

menjadi.html [22 May 2015].

Högström, C. (2011). The theory of attractive quality and experience offerings.

The TQM Journal, 23(2), 111-127.

Högström, C., Davoudi, S., Löfgren, M., & Johnson, M. (2016). Relevant and

preferred public service: a stwudy of user experiences and value creation in

public transit. Public Management Review, 18(1), 65-90

Irawan, M. Z., & Sumi, T. (2011). Promoting active transport in students’ travel

behaviour: a case from Yogyakarta (Indonesia). Journal of Sustainable

Development, 4(1), 45.

Jain, S., Aggarwal, P., Kumar, P., Singhal, S., & Sharma, P. (2014). “Identifying

public preferences using multi-criteria decision making for assessing the shift

of urban commuters from private to public transport: A case study of Delhi”.

Transportation Research Part F: Traffic Psychology and Behaviour, 24, 60-

70.

Joewono, T. B., & Kubota, H. (2007). User satisfaction with paratransit in

competition with motorization in indonesia: anticipation of future

implications.Transportation, 34(3), 337-354.

Juwita, Levina. 2011. “Evaluation of public transport reformation in Indonesia : A

case study of comparison between service level of Trans Jogja and Trans

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



7

Metro Pekanbaru “.Magister Thesis, Magister Program of Gadjah Mada

University.

Kamaruddin, R., Osman, I., & Pei, C. A. C. (2012). Public transport services in

klang valley: customer expectations and its relationship using SEM. Procedia-

Social and Behavioural Sciences, 36, 431-438.

Kang, G. D., & James, J. (2004). Service quality dimensions: an examination of

Grönroos's service quality model. Managing Service Quality: An International

Journal, 14(4), 266-277.

Kano, N., and Takahashi, F., (1979) Nippon QC Gakkai, 9th Annual Presentation

Meeting, pp. 21–6.

Kano, N., Seraku, N., Takahashi, F., and Tsuji, S., (1984) Attractive quality and

must-be quality. Hinshitsu, Vol. 14, No. 2, 147–56

Kasenda, C. K. (2002). Karakteristik Tarikan Pergerakan Ke Kampus UNDIP

Tembalang Semarang (Doctoral dissertation, Magister Program of

Diponegoro University).

Kenworthy,Jeffrey. (2014). “Sustainable Transport for Sustainable Cities: An

International Perspective and Selected Trends”. Presented to: Transportation

Transformation: Do we have to choose between environment and  economy?,

European Parliament, Brussels. 12 February, 2014

Kerr, A., Lennon, A., & Watson, B. (2010). The call of the road: factors predicting

students’ car travelling intentions and behaviour. Transportation, 37(1), 1-13.

Kim, M. H., Song, H., & Park, Y. T. (2013). Comparing the questionnaires for

classifying quality attributes in the Kano model. Journal of the Korean society

for quality management, 41(2), 209-220.

Kurnia, A. Y. (2014). Evaluasi Perencanaan Penerapan Area Traffic Control

System (ATCS) Untuk kota Palembang. Jurnal Teknik Sipil dan Lingkungan

Vol 2 No.3, 350 – 356

Légal, J. B., Meyer, T., Csillik, A., & Nicolas, P. A. (2016). Goal priming, public

transportation habit and travel mode selection: The moderating role of trait

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



8

mindfulness. Transportation research part F: traffic psychology and

behaviour, 38, 47-54.

Limanond, T., Butsingkorn, T., & Chermkhunthod, C. (2011). Travel behaviour of

university students who live on campus: A case study of a rural university in

Asia. Transport policy, 18(1), 163-171.

Litman, Todd . (2010). “Evaluating Public Transportation Health Benefits”.

<http://www.apta.com/resources/reportsandpublications/Documents/APTA_H

ealth_Benefits_Litman.pdf>  Retrieved 31.01.2016

Litman, Todd. (2003). Measuring transportation. ITE Journal, 73(10), 28-32

Lovelock, C., & Gummesson, E. (2004). Whither services marketing? In search of

a new paradigm and fresh perspectives. Journal of service research, 7(1), 20-

41.

Lusch, R. F., & Vargo, S. L. (2006). Service-dominant logic: reactions, reflections

and refinements. Marketing theory, 6(3), 281-288.

Marliana, S., & Dharmastiti, R. (2008). Integrasi Servqual dan QFD untuk

Meningkatkan Kualitas Layanan Angkutan Massa Trans Jogja. In Seminar

Nasional Aplikasi Sains dan Teknologi–IST AKPRIND Yogyakarta,

Yogyakarta, Desember (Vol. 13)

Martilla, J. A., & James, J. C. (1977). Importance-performance analysis. Journal

of Marketing, 41(1), 77}79.

McDonald, N. C. (2008). Critical factors for active transportation to school among

low-income and minority students: evidence from the 2001 National

Household Travel Survey. American journal of preventive medicine, 34(4),

341-344.

Meyer, Christopher and Schwager, Andre. 2007. “Understanding Customer

Experience,” Harvard Business Review, pp. 117-126;

Milne, M. J., and Gray, R. (2013).“W(h)ither Ecology? The Triple Bottom Line,

the Global Reporting Initiative, and Corporate Sustainability Reporting’. The

Journal of Business Ethics, Volume 118, pp 13 – 29

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



9

Minal, C., & Sekhar, R. (2014). “Mode Choice Analysis: The Data, the Models

and Future Ahead”. DOI: http://dx.doi.org/10.7708/ijtte.2014.4(3).03

Munawar, A. (2006). Public transport reform in indonesia, a case study in the city

of Yogyakarta. International Journal of Social Sciences, 1(3).

Müller, S., Tscharaktschiew, S., & Haase, K. (2008). Travel-to-school mode

choice modelling and patterns of school choice in urban areas. Journal of

Transport Geography, 16(5), 342-357.

Nakhai, B., & Neves, J. S. (2009). The challenges of Six Sigma in improving

service quality. International Journal of Quality & Reliability

Management,26(7), 663-684.

Nolpitos. (2011). Naik Transmetro Pekanbaru Kembali Pakai Karcis. Available

from : http://pekanbaru.tribunnews.com/2011/06/23/naik-transmetro-

pekanbaru-kembali-pakai-karcis [24 August 2016]

Norman, G. (2010). Likert scales, levels of measurement and the “laws” of

statistics. Advances in health sciences education, 15(5), 625-632.

Nugroho, W. (2009). Analisis persepsi kualitas pelayanan jasa terhadap kepuasan

konsumen pengguna bus malam cepat sedya mulya (Doctoral dissertation,

Universitas Sebelas Maret).

Panjaitan, A. M. (2013). Kajian Sistem Jaringan Jalan di Wilayah Kota Pekanbaru.

Jurnal Teknik Sipil USU, 2(1)

Parasuraman, A, Zeithaml, V. A.  and Berry, L. L. (1998). SERVQUAL: A

multiple-item scale  for  measuring customer perceptions of service quality.

Journal of Retailing. Vol. 64, No. 1.

Paulley, N., Balcombe, R., Mackett, R., Titheridge, H., Preston, J., Wardman, M.,

... & White, P. (2006). The demand for public transport: The effects of fares,

quality of service, income and car ownership. Transport Policy, 13(4), 295-

306.

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



10

Pedersen, T., Friman, M., & Kristensson, P. (2011). Affective Forecasting:

Predicting and Experiencing Satisfaction With Public

Transportation1. Journal of Applied Social Psychology, 41(8), 1926-1946.

Polat, Cihat. (2012). The Demand Determinants for Urban Public Transport

Service : A Review of the Literature. Journal of Applied Sciences, 12(12),

pp.1211-1231.

Priyanto, S., Indrio, N., & Ansusanto, D. (2004). Evaluasi Pelayanan Penumpang

Kereta Api Kelas Bisnis Dengan Analisis Importance-Performance Method.

Media Teknik, 26(2004).

Ratnasari, A. (2014). Perbandingan Biaya Umum Transportasi Angkutan Umum

dan sepeda motor sebagai moda transportasi oleh mahasiswa ( Studi Kasus:

Kampus Universitas Diponegoro Tembalang). Jurnal Teknik PWK, 3(3), 406-

417.

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.

Sachs, Jeffrey D. (2015) The Age of Sustainable Development. (e-book), New

York: Columbia University Press. Chapters 1-14

Santosa, Dr. Purbayu Budi MS. 2005.Analisis Statistik dengan Microsoft Excel &

SPSS. Yogyakarta : Andi Offset

Saputra, Parada Afkiki Eko. (2011). Evaluasi Kinerja Simpang Tiga Bersinyal

Jalan Sudirman-Jalan Tuanku Tambusai Pekanbaru.S1 Thesis. Atma Jaya

University, Yogyakarta.

Sarwono, Jonathan. (2015). Mengubah Data Ordinal Ke Data Interval Dengan

Metode Suksesif Interval (MSI). Available from:

http://jonathansarwono.info/teori_spss/msi.pdf .[22 May 2015].

Satiennam, T., Jaensirisak, S., Satiennam, W., & Detdamrong, S. (2015). Potential

for modal shift by passenger car and motorcycle users towards Bus Rapid

Transit (BRT) in an Asian developing city. IATSS Research.

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



11

Sauerwein, E., Bailom, F., Matzler, K., & Hinterhuber, H. H. (1996). The Kano

model: How to delight your customers. In International Working Seminar on

Production Economics (Vol. 1, No. 4, pp. 313-327). Innsbruck.

Schembri, S., & Sandberg, J. (2002). Service quality and the consumer's

experience: Towards an interpretive approach. Marketing theory, 2(2), 189-

205.

Sebhatu, S. P., Gebauer, H., Enquist, B.,& Johnson, M. 2011. “Innovating Value-

configuration spaces: Insight from Public Transport Services in industrialized

and newly-industrialized countries”.Presented at the 2nd IRSSM

Setiawan, Rudi., Suranto,Helix., Priambodo,Taufan.(2003)/ Permodelan Pemilihan

Moda Untuk Perjalanan Menuju Kampus menggunakan kendaraan pribadi dan

Kendaraan Umum (Studi Kasus : Universitas Surabaya). Sixth Symposium of

FSTPT : Hasanuddin University.

Shah, D. A., & Madden, L. V. (2004). Nonparametric analysis of ordinal data in

designed factorial experiments. Phytopathology, 94(1), 33-43.

Sharma, Anjali ; Mishra, A.K. 2013. "Measuring Commuters Perception on

Service Quality Using SERVQUAL in Delhi Metro", University of Rajasthan,

pp1-30.

Shreya Das & Debapratim Pandit. (2013).  Importance of user perception in

evaluating level of service for bus transit for a developing country like India: a

review. Transport Reviews, 33:4, 402-420, DOI:

10.1080/01441647.2013.789571

Steg, L., Geurs, K., & Ras, M. (2001). The effects of motivational factors on car

use:  a multidisciplinary modelling approach. Transportation Research Part

A, 35, 789-806.

Sugiyono. 2012. Metode Penelitian Pendidikan Pendekatan Kuantitatif Kualitatif

dan R&D. Bandung: Alfabeta

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



12

Sultana, S., & Rana, S. (2010). Service Quality:(Service Gap Analysis) A case

study-" Komvux".Master Thesis in Business Administration.Master

International Management of Gotland University.

Supranto, J. 2010. Analisis Mutivariate Arti dan Interpretasi. Rineka Cipta :

Jakarta

Susanto,H. (2013).Sepi, jumlah penumpang Bus TMP seperempat dari target. Riau

Terkini [online]. Available at :

http://www.riauterkini.com/usaha.php?arr=64660 [Accessed 5 Mar. 2016]

Taptopay.(2016). Standard Bus AFC Solution Infrastructure. Available from :

http://www.taptopay.com/solutions/bus-solution/. [accessed at 24 Auguat

2016]

Tontini, G. (2000). Identification of customer attractive and must-be requirements

using a modified Kano's method: Guidelines and case study. In ASQ World

Conference on Quality and Improvement Proceedings (p. 728). American

Society for Quality.

U.S. Department of State. (2014). United States Climate Report Action 2014.

< http://www.state.gov/documents/organization/219038.pdf > Retrieved

04.03.2016

Wahyuni, Reni. (2012). Analisis Pengaruh Service Quality, Perceived Value,

Satisfaction, dan Involvement terhadap Behavioural Intentions Penumpang.

Studi Kasus: Trans jakarta Busway. Bachelor thesis, Economic Management

of Indonesian University.

Wallin Andreassen, T. (1995). (Dis) satisfaction with public services: the case of

public transportation. Journal of Services Marketing, 9(5), 30-41.

Vanhanen, K., & Kurri, J. (2007). Quality factors in public transport. Report of the

Transport Research Programme JOTU.

Wati. (2013).Pelayanan Trans Metro dikeluhkan. Tribun Pekanbaru [online].

Available at: http://pekanbaru.tribunnews.com/2013/01/09/pelayanan-trans-

metro-dikeluhkan [Accessed 5 Mar. 2016]

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



13

Weisbrod G. and Reno, A. (2009). Economic Impact of Public Transportation

Investment, American Public Transportation Association of the Academy of

Marketing Science, Vol. 36, No. 1, pp. 1-10.

Whalen, K. E., Páez, A., & Carrasco, J. A. (2013). Mode choice of university

students commuting to school and the role of active travel. Journal of

Transport Geography, 31, 132-142.

Wijaya D.H. (2009). Study of service quality in the public bus transport : customer

complaint handling and service standard design (case study : Trans Jakarta

Busway and Varlmlandtrafik AB Bus). Thesis, unpublished

Woodside, A. G., Frey, L. L., & Daly, R. T. (1989). Linking Sort/ice anlity,

Customer Satisfaction, and Behavioural Intention. Journal of health care

marketing, 9(4), 5-17.

Xu,Q.,Jiao,R.J., Yang,X., Helander, M., Khalid, H. M.z & Opperud,A. (2009). An

analytical Kano model for customer need analysis. Design Studies, 30(1), 87 –

110

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1988). The behavioural

consequences of service quality. the Journal of Marketing, 31-46.

Zeithaml, V. A., Parasuraman, A., & Berry, L. L. (1990). Delivering quality

service: Balancing customer perceptions and expectations. Simon and

Schuster.

Zhao, F.; Li, M-T.; Chow, L-F.; Gan, A.; Shen, L.D. (2002). “FSUTMS Mode

Choice Modeling: Factors Affecting Transit Use and Access”, National Center

for Transit Research, University of South Florida, Tampa, Florida

Zhou, J.P., 2012. Sustainable commute in a car-dominant city: factors affecting

alternative mode choices among university students. Transportation Research

Part A – Policy and Practice 46, 1013–1029.

PROMOTING BUS AS ALTERNATIVE TRANSPORT MODES IN THE CITY BASED FROM CUSTOMER
VIEW (Case Study :
Trans Metro Pekanbaru for Engineering Students in Islamic University of Riau, Indonesia)
M ZAENAL MUTTAQIN, Prof. Dr.-Ing. Ir. Ahmad Munawar, M.Sc. 
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/


