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Foreword from the Direcior of Research and Community
Services, Mimstry of Research, Technology and Higher
Education of Indonesia

The Excelfency Ambassador of Geramny o Didonesie. ASEAN amd Timor-Lesre.
Distimenished Head aof Divisian for Asia the Alexander von Humbolde Foundeation,
Distimguished Rector of Usiversitay Pembangunan Jaya,

Distinguisted Himboldr Feifows,

Distirgetshed nattone and tmrernational scientists and acodemics, ladies and gentlemen

The Directerate of Research and Community Services of the Ministry of Rescarch, Technology
and Higher Education of the Republic of Indonesia congratulates the Humboldt Ambassador
Scientist for Indonesia and the Humboldt Fellows Indonesia o hold the 3™ Humbold Kolleg
in cooperation with the Universitas Pembangunan Jaya (UPI) and the Pembangunan Java
Center for Urban Studies.

Sustainable development of cities and society has been the concern of the government of
Republic of Indonesia. It is the duty of scientists and academician to contribute to solve the
problem for society through development of science and technology and to open the horizon
for further development of frontier research. Now days, networking and collaboration in
research are the kevs to tackle the 21" century challenges which are multifaceted and required
to muhidisciplinary and even interdisciplinary approaches.

I as the Director of Research and Community Services. the Ministry of Research. Technology
and Higher Education of Indonesia. am fully suppont and encourage the idea to organize this
multidisciplinary conference. The fellows of the Alexander von Humboldt Foundation are of
high reputation both in scientific field and in the position at their institution in ASEAN that i<
strategic for development of academic atmosphere, The challenge is how to join owr forces
together to make strong regional and intermational network to develop science, technology and
higher education syvstem. I believe that during this three days” conference, these challenges will
be address and discussed by the Humboldt Fellows and other participanis

COmee again, the Minisiry of Research. Technology and Higher Education of Indonesia
{(REMENRISTERKDIKT!) congratulates 1o Humboldt Fellows and all pamicipants for she
sueeess of the 3 Humboldt Kolleg, | wish vou all the best and success in building network as
well as in the discussion to give contribution to develop science and rtechnology of ASEAN
countries.

Sincerely vours,
Prof. Dr, Ocky Karna Radjasa, M.Sc,

Direcior of Research omd Community Services
Minixiry of Research, Technology aad Higher Edication
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SERVICE PERFORMANCE ANALYSIS ON SHUTTLE BUS STOP BASED ON THE
CUSTOMERS® PERCEPTION, CASE STUDY OF TRANS BINTARQO, SOUTH
TANGERANG

Fredy Jhon Philip 8.', Eka Permanuasari®

' Depanement of Civil Engineering, Liniversitas Pembangunan Jaya.
Jalan Cendrawasih Rava Biok B7/P Bintarod Java, Clputar, Tangerang Selatan 15413
* Departement of Architecture, Liniversitas Pembangunan Jaya,
Jalan Cendrawnsih Rava Biok BT'P Bimtaroi Jaya. Ciputal. Tangerang Selatan 15413

Shuttle bus is one of the mass transportation modes serving passengers from one point to
ancther in a fast and accurate time. As passengers move from one point 1o another. a shuttle bus
stop is considered to be an impartant factor which determines customer’s satisfaction and needs.
This study investigates the service performance of Trans Bintarc shuttle bus stop in South
Tangerang based on the wsers” perception. Using qualitative method, performance is
investigated based on the Importance Performance Analysis (IPA) and customer satisfaction is
measured based on the Customer Satisfaction Index (TS50, Data are collected through spreading
guestionaire to shuttle bus customers to zet their perception about the service performanees, The
study shows that few quality service aspects such as safety, accessibility and security of the bus
stop are considered important yet currently provide low service level. Based on the customer
satisfaction analysis. accessibility to information plays crucial role at the shuttle bus stop. On
the ather hand. respondents see other aspects such as sitting and smooking areas are not crucial
in determining customer sastistaction, These findings provide feedback to Binaro Jaya Town
Management in improving the service performance,

evwarids: Bus siop, necessity, customer satisfaction, shuttle bus service,
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