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Abstract: The aims of the present study are as follows: a) to explore the factors which are imperative to measure the service
quality of the MRT Jakarta; b) to construct a detailed satisfaction model to measure the effects of service quality and the
perceived accessibility as mediating variable on overall satisfaction with travel of MRT Jakarta. The 24 variables were tested
with SEM method using R Studio. It is applied to define a causal model between each of variables. Furthermore, to evaluate
the qualitative data, the thematic analysis is also applied. Based on the study results, the satisfaction with travel would
increase if perceived accessibility is increasing by service quality. The increase of perceived accessibility will make the users
more accessible and easier to live their lives, leading to satisfaction with travel. The qualitative data processed with thematic
analysis showed the most frequency quality concerned in MRT Jakarta is SS1 (Presence of Guard) and SS2 (Risk of
Interference with Other Passengers). The service quality affects perceived accessibility and travel satisfaction. Likewise,
perceived accessibility affects travel satisfaction. Also, it is supported by the thematic analysis from qualitative data, which
compared by passengers’ input about MRT Jakarta in COVID-19 Pandemic.
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* * * * * *

INTRODUCTION

As the capital city of Indonesia and one of many other big cities in Indonesia, Jakarta is increasing rapidly in every
dimension of the economy's wheels. With the growth of the population, the need for transportation will increase.
Unfortunately, it has resulted in congestion in many Jakarta areas. According to TomTom Traffic Index, Jakarta has become
the tenth city of many other cities with the most traffic globally, with 53% of the average congestion level. The growth of the
urban transport trend in Jakarta was affected by many factors, including population, geographical de-concentration,
increases in income, motorized transport availability, and increases in other activities (Santosa and Basuki 2003).

As the capital city of a developing country, Jakarta must provide ideal infrastructure services in many ways. Hence, to
support its high mobility and traffic for modernization, the Government has responded by establishing a modern subway
system known as Mass Rapid Transit (MRT). It is the outcome of the policy of the Government of Jakarta in Governor
Regulation 103 of 2007. According to Effendi on jakarta.bisnis.com, MRT takes place as a service to provide the city
mobilization with accessibility and connectivity towards inclusive public transportation development.

MRT in Jakarta has been operated since March 24™, 2019. This system convinced the public to solve the high traffic
jam or congestion and is an ideal transportation system in a big city. The first phase of MRT connects Lebak Bulus and
Bundaran HI for 13 stations divided into elevated sections and underground. Besides that, MRT also connects with other
public transportation such as KRL Commuter Line and Transjakarta. The new modern transportation mode in Jakarta,
MRT, is required to provide the services for the community to meet their need for mobilization (Purnomo and Mufhidin,
2020). MRT train in Jakarta was named Ratangga, and it has 16 Ratangga series. The time record for the journey from Lebak
Bulus station to Bundaran HI station is 30 minutes. In a normal situation, MRT Jakarta operates from 05.00 a.m. until 00.00
a.m. every day. Today, it has just the first phase. The second phase will be released soon (www.jakartamrt.co.id).

At the beginning of 2020, the world experienced a global pandemic outbreak of infectious diseases. It is called COVID-
19. The government of Indonesia has never applied lockdowns during the COVID-19 transmission. The Indonesian
government argues that the best approach during the COVID-19 flow is to balance between economic and the pandemic
control. In doing so, the government has never imposed national lockdowns since the first confirmed cases on March 2nd,
2020 (van Empel et al., 2020). After the government announced that two female Indonesians were positively infected by
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the coronavirus, the government has proposed the partial lockdowns or the large social restriction, so-called “Pembatasan
Sosial Berskala Besar” (PSBB), to hamper the COVID-19 transmission (Khairulbahri, 2021).

The pandemic has increased the need for greater understanding and integration of governance, technology and citizen
behavior (Shaw et al., 2020), providing additional lessons and case materials for the building of resilience into
transportation systems (Kim et al., 2018). Regular use of public transportation might be a risk for acquiring symptomatic
COVID-19 (Steinwender et al., 2021). The COVID-19 pandemic brought unprecedented levels of disruption to the local
and regional transportation networks throughout Indonesia, especially the capital city-Jakarta (Yao et al., 2021). Hence, in
April 2020, the Government of Indonesia decided to undertake large-scale social distancing in several big cities in
Indonesia, in response to this pandemic. Consequently, of its decision, the usage of public transportation, especially MRT,
has immensely decreased. Many companies closed and forbade employees from coming to work and let the employees
work from their homes. Figure 1 and 2 shows the implementation's effect of large-scaling social distancing in April 2020 in
Jakarta and the current development (2021). The average number of MRT passengers per day in April only reached 4,059
passengers, and it decreased by around 90% from the past month. However, the graphic (Figure 1) tends to go up from June
2020 until July 2020, although not like the two months early. The decrease of MRT passengers is a result of the
Government's policy to do large-scale social distancing. The decision affects using MRT and decreasing passengers.

This global pandemic affects passengers to comply with existing health protocols such as wearing a mask, keeping a
safe distance, always bring personal hand sanitizer, should not sneezing carelessly, etc. This matters in every station on
MRT to provide strict regulations to all customers when entering the station. To keep passengers feel safe and secure, the
company must provide their best quality of services. According to Yuniarti and Aditya (2020), following the health
protocol rules at MRT Jakarta, passengers are expected to bring 12 items, including masks, multi-trip roaming cards, MRT-
J mobile apps, hand sanitizers, personal worship tools, personal drinking bottles, vitamins (if needed), dry wipes, wet
wipes, disinfectant, and personal cutlery. In addition, people entering the Jakarta MRT region must follow the regulations
for verifying the maximum temperature of 37.3 degrees Celsius, and there is platform marking stickers that the community
must respect. As a result, the principles of social distancing can be effective. MRT Jakarta also performs intensive cleaning
of each train, both inside and outside, employing disinfectants, health and hygiene officers, personal protective equipment,
and temperature checks for passengers at the entry to the 62-67 per train restriction.
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Nevertheless, the quality for serving the needs of the passengers must keep running. Excellence service quality plays a
vital role and have become a top priority for the company to achieve their goals and gain competitive advantages (Sukwadi,
2015a). The impact of the service experience on consumers’ satisfaction is important for service providers. Service
providers must provide customers with delightful service experience to attract more passengers and achieve higher
customer satisfaction (Sukwadi et al., 2012; Sukwadi, 2015b). The vision of MRT Jakarta is to become a leading public
transportation service provider committed to driving economic growth through increased mobility, reduction of congestion,
and development of urban transit systems (www.jakartamrt.co.id). As for its vision, L&ttman et al. (2016a) stated that
reliable measures of perceived accessibility are needed to the following up on goals and vision. Perceived accessibility has
been defined as "the ease of living a satisfying life" for using the transport system. Perceived accessibility includes the
individual perspective with demographic characteristics and also pointed to an important goal emphasizing service quality
(Dong et al., 2006; Cheng and Chen, 2015; Lattman et al., 2016b) . Perceived accessibility varies on income, wheelchair
user, mobility impairments caused by aging and transit dependent (Méarquez et al., 2019).

The demand for satisfying services is more challenging in this pandemic. However, service quality becomes the key
determination and perceptions of accessibility (Friman et al., 2020). With this pandemic situation, is the community able to
live their lives as they want to? Where do people feel it is easy to travel today? Are people able to do their activities like
before using the MRT service? Are people satisfied with how they travel today? The perceived accessibility was first
developed by Lattman et al. (2016b). They developed the scale of perceived accessibility that aims to focus on the
perceived possibility for society to use public transport. Besides that, perceived accessibility also targets the ease of
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engaging in preferred activities by using public transport. The perceived accessibility scale can be used to determine the
best needed according to each individual. Therefore, it can improve the accessibility of public transport.

Lattman et al. (2016b), in their research, discussed the findings that quality is an essential factor for perceived
accessibility. This finding leads the user to perceive public transport to be more accessible. The public transport quality
dimension that is more critical on perceived accessibility includes reliability and information. These findings aim at the
building of a sustainable transport system for public users. According to Parasuraman et al. (1985, 1988), the perception
and evaluations of the customer to the provided services affect the service quality of its company.

Other researchers discussed that information and comfort are important transport qualities for better-perceived
accessibility (Friman et al., 2020). They suggested the cost dimension could be considered in future studies while the
cost dimension also an important factor for better-perceived accessibility. Perceived accessibility was used to see the
differences between people's groups, such as age, gender, income rate, etc. The findings of Lattman et al. (2019)
described and hypothesized that travel satisfaction is affected by perceived accessibility. In the transportation context,
many studies and researches have been conducted (Haron et al., 2015, 2016; Nguyen Van et al., 2018; Sze-Siong and
Aksan, 2018; Monmousseau et al., 2020), customer satisfaction was used to measure the performance of transportation
system through the perception of its quality. In this research, perceived accessibility will be the mediating variable that
help to verify the indirect effect between service quality and travel satisfaction. Structural Equation Modeling (SEM) is
viewed as one a general statistical modeling technique that is commonly used as a modeling approach that integrates
regression analysis and factor analysis (Davvetas et al., 2020; Hox and Bechger, 2015).

Besides testing the hypothesis by the Structural Equation Model (SEM), the researcher wants to know the frequently
mentioned indicators from passengers' opinions using the thematic analysis. This analysis is used to identify, analyze,
and find the code from qualitative data (Salleh et al., 2017; Heriyanto, 2018; Mellado et al., 2020). Also, the researcher
wants to compare the satisfaction for using MRT Jakarta influenced by perceived accessibility and service quality during
COVID-19 pandemic between the captive users and choice users. The captive users are defined as the user that only has
one transport option. In comparison, the choice users are defined as the user with many other options of transport (Zhao
et al., 2014; De Ofia et al., 2015). The differences between the captive and choice users can be seen by how they would
feel about accessibility and satisfaction if they travel with MRT Jakarta.

The aims of the present study are as follows: a) to explore the factors which are imperative to measure the service
quality of the MRT Jakarta; b) to construct a detailed satisfaction model to measure the effects of service quality and the
perceived accessibility as mediating variable on overall satisfaction with travel of MRT Jakarta. This research can be used
to determine, evaluate, and develop the service quality for the perceived accessibility and passenger’s satisfaction in MRT
Jakarta, especially during and post of the Covid-19 pandemic. The present study's findings provide decision-makers with
necessary information regarding the rapid mass transit in Jakarta to deliver better public services.

In order to achieve these objectives, the paper will proceed as follows: immediately, in methodology section, the model
development and statistical method i.e., Structural Equation Modelling is described; after this, questionnaire survey design
and data collection are also presented in this section; while in the result section, results of descriptive analysis, exploratory
factor analysis, confirmatory factor analysis, and thematic analysis are presented whereas discussion of the results is shown
in next section; lastly, conclusions and future research are discussed in the last section.

MATERIALS AND METHODS

Model development and hypothesis RELIBAILITY

The present study focused on the service quality, perceived
accessibility, and travel satisfaction in MRT Jakarta during the
pandemic of COVID-19 in second order model. Higher-order
model shows the connection between second-order latent
variable with the indicators in first-order latent variable
(Koufteros et al., 2009; Laili and Otok, 2014). Service INFORMATION
provided by the transport system should fulfill travel needs to
reach satisfaction with travel. It is believed that improving
service quality can help achieve passengers' satisfaction with
travel (Shah et al., 2020; Soltanpour et al., 2020; Haron et al.,
2015, 2016; Nguyen Van et al., 2018; Sze-Siong and Aksan,
2018; Monmousseau et al., 2020). Lai and Chen (2011)
reported that the more positive customer expectation of high-
service quality service, the more satisfaction was obtained.

Thus, service quality appears to be positively related and essential to perceived accessibility. The service quality
dimensions used are reliability, safety, security, information, comfort, and cost. A previous study highlighted that
service quality has been important for perceived accessibility in daily travel (Lattman et al., 2016b; Friman et al., 2020).
Perceived accessibility has a role in travel satisfaction and general life satisfaction (Lattman et al., 2019; Inturri et al.,
2021). It became the mediating role between service quality and satisfaction with travel. The higher the satisfaction with
travel that customer feels, the higher perceived accessibility and quality are given. The service quality also has a role in
drive customer satisfaction (Lai and Chen, 2011; Hussein and Hapsari, 2014; Chauhan et al., 2021). Therefore,
hypotheses conducted in this research are (Figure 3):

PERCEIVED
ACCESSIBILITY

SCALE

SATISFACTION
WITH TRAVEL

Ol

Figure 3. Proposed research model
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H1: Service quality has an effect on satisfaction with travel
H2: Service quality has en effect on the perceived accessibility scale
H3: Perceived accessibility scale as a mediating variable has an effect on satisfaction with travel

Table 1. Definition of the operational variables

Variable Definition Indicator Reference
liabilit is th " Travel times on MRT are reasonable (Friman et al., 2020)
S:n:f)zlt:r?cilzs tg S;’g\;? dethe MRT mostly runs on schedule (Friman et al., 2020)
Reliability : 1 am satisfied with the number of departures (Friman et al.,2020)
service dependently. It also - —
(RE) means the accuracy of the Ease to changeover to other modes (transfer) from MRT | (Mandhani et al., 2020; Friman et al., 2020)
services (Henderson, 2013) | Payment method is easy gaz;t(t);nan etal., 2016a; Mandhani etal,
Safety & Security is Presence of police and security guard (Haron et al., 2015; Haron et al., 2016)
Safety & | protection to the passenger
Security | to prevent disturbance, Risk of interference from other passengers (Haron et al., 2015; Haron et al., 2016)
(SS) accident risk, and criminal
danger. (Haron et al., 2015) | Personal safety (Haron et al., 2015; Haron et al., 2016)
The information provided is good when traffic problems .
Information The information available oceur i _ i (Friman etal., 2020) _
(IF) for the travel The information provided is good at stops and terminals | (L&ttman et al., 2016a; Friman et al., 2020)
(Léttman et al., 2016) The information provided is good on any other (L&ttman et al., 2016a; Mandhani et al.,
communication technologies 2020)
fortabl Traveling by MRT is comfortable (Friman et al., 2020)
Comfort Egv:e(r:\c/)ir(r:leortab eaccess to I normally get a seat when | travel with MRT (Friman et al., 2020)
(CH (Redman et al,, 2013) Cleanliness of MRT Station (De Ofia et al., 2015 & Friman et al., 2020)
! Convenience at MRT (Friman et al., 2020 & Mandhani et al., 2020)
Cost | The monetary cost of the | pyplic transport gives value for money (Friman et al., 2020)
service (Redman et al., - -
(CS) 2013) Public transport fares are reasonable (Friman et al., 2020)
Considering how I travel today it is easy to do my | (Lé&ttman et al., 2016a; Lattman et al.,
Perceived daily_acti_vitie_zs with MRT 2016b)
ACCessi- A way to use the Considering if MRT was the only mode of travel, | | (Lattman et al., 2016a, Lattman et al.,
bility transport system for a woult_j ab_le to live my life as | want to 2016b)
Scale saqsfactory living Cops_lqlermg how | t_ravel today I can do all (Lattman et al., 2016a; Lattman et al.,
(PAC) (L&ttman et al., 2016a) activities | prefer with MRT 2016b)
Access to my preferred activities is satisfying (Lattman et al., 2016a; Lattman et al.,
considering how I travel today with MRT 2016b)
Satisfaction with travel is - ; ; (Chomeya, 2010; Hsu and Liao, 2019;
Satisfaction | the response of the Cognitive Quality Evaluation Lattman et al., 2019)
with customer about Affective Evaluation of Feelings of Boredom vs. (Chomeya, 2010; Hsu and Liao, 2019;
Travel |expectation and Enthusiasm Lattman et al., 2019)
(TS) experience (Woodruff, Affective Evaluation of Feelings of Stress vs. (Chomeya 2010; Hsu and Liao 2019;
1997; Lattman et al., 2019) | Relaxation Léattman et al., 2019)

Research design

This research will use quantitative data from the data survey gathered by distributing the questionnaire from May until July
2021. The questionnaire used and presented to the respondent consists of 2 parts, demographic data and 24 questions based on
the model indicators. This research used the multiple-choice type with a Likert scale from 1 to 7. According to Lewis (1993),
the Likert scale of 7 points has a stronger correlation result. The seven-points Likert scale tends to be easier to use, more
accurate, and better reflect the respondent. Moreover, this Likert scale is the best solution for questionnaires to conclude the
usability evaluations (e.g., satisfaction survey) (Finstad, 2010). Besides Likert-type questions, the researcher also used open
questions for opinions about MRT Jakarta's quality during the pandemic of COVID-19. The sampling technique in this
research is non-probability sampling. This technique is not randomized methods. With this type of sampling, the participant
was targeted and chose by the researcher in track of the purpose in the research. People from specified group was selected
and sought out to represent the research purposes (Showkat and Parveen, 2017). Based on Bartlett et al. (2001) for
determining appropriate sample size in survey research, there is a formula called Cochran formula as below:

} } No = sample size
BEx(e)® = level of risk (alpha level of 0.05 is 1.96)
o =T a)2 S = estimate standard deviation ((range of scale)/(number of standar deviation))
d = acceptable margin of error (number of point scale x margin error)
Hence, the minimum number of respondents for this research is (1.96)° = (%)
calculated with the Cochran formula below (Bartlett et al., 2001): " = 7 %0032 118,567 = 119

According to Sreejesh et al. (2014), there are rules of thumb for determining the sample size. For sample size, at least five
times of the indicators entered into the questionnaire. This research has 24 indicators to ask the respondents. Thus, the
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minimum number of respondents for this research would be 120 samples. The minimum number of respondents with the
Cochran formula by Bartlett et al. (2001) is 119 respondents, while the minimum number of respondents with a rule of thumb
by Sreejesh et al. (2014) is 120 respondents. In conclusion, the minimum sample size for this research is 120 respondents. The
sample in this research was passengers in MRT Jakarta during the pandemic of COVID-19. Respondents in this research were
264 people. At the beginning, data should be processed through the validity and reliability tests using R Studio. This test
aims to find out that the model's instrument is reliable and has a valid output. If the measurement model is not valid, the
instrument should be refined and defined in the new study. In case it is valid, then the model continues to the next stage.
The processes of the SEM method will be tested by using the R studio. Besides the SEM method for quantitative data, this
study also employs thematic analysis to identify the most frequent service quality indicator from the qualitative data.

RESULTS AND DISCUSSION

Profile of respondents

Based on data obtained from 264 respondents, the majority of respondents were female (59.8%), the majority were
21-25 years old (50.75%), the majority lived in West Jakarta (21.96%), the majority worked (43.94%), the majority had
range Rp1.000.000 — Rp5.000.000 in monthly salary (27.65%), the station majority was Bundaran HI station (28.4%). In
addition, the majority were choice users (91.67%).

Exploratory factor analysis

Data were tested by validity using Rstudio. There is a function in Rstudio called “cor.test”. The Pearson (r)
correlation measurement was used. This measurement is the most frequently used of many multivariate calculations.
Values affect the coefficient, making the relationship stronger and normally distributed (Mukaka, 2012). After the
validity test, the data will go through a reliability test used to measure the indicators of a latent construct to show how
the indicators are interrelated. When it gives high reliability, it means a better relationship between a construct and
indicators. According to Hair et al. (2009) the rating scale is the Cronbach's Alpha score.

Table 2 provides the final validity and reliability test result using R studio with 264 data of respondents which are
the passengers of MRT Jakarta during the pandemic of COVID-19. The reliability of the samples was identified by
using the overall Cronbach’s alpha (0.6-0.9) and found to be quite good (Hair et al., 2009).

Table 2. Results of explaratory factor analysis

Number Items Pearson Correlation | Cronbach’s Alpha
1 Reliability 0.600
RE1 | Travel times on MRT are reasonable 0.716
RE2 | MRT mostly runs on schedule 0.657
RE3 | I am satisfied with the number of departures 0.599
RE4 | Ease to changeover to other modes (transfer) from MRT 0.549
RE5 | Payment method is easy 0.624
2 Safety and Security 0.753
SS1 | Presence of police and security guard 0.757
SS2 | Risk of interference from other passengers 0.890
SS3 | Personal safety 0.806
3 Information 0.774
IF1 | The information provided is good when traffic problems occur 0.833
IF2 | The information provided is good at stops and terminals 0.861
IF3 | The information provided is good on any other communication technologies 0.798
4 Comfort 0.730
CF1 |Traveling by MRT is comfortable 0.691
CF2 |1 normally get a seat when | travel with MRT 0.582
CF4 | Convenience at MRT 0.548
5 Cost 0.609
CS1 | Publictransport gives value for money 0.817
CS2 | Public transport fares are reasonable 0.881
6 Perceived Accessibility 0.900
PAC1 |Considering how | travel today it is easy to do my daily activities with MRT 0.790
PAC2 | Considering if MRT was the only mode of travel, | would able to live my life as | want to 0.892
PAC3 | Considering how | travel today | can do all activities | prefer with MRT 0.917
PAC4 | Access to my preferred activities is satisfying considering how | travel today with MRT 0.913
7 Satisfaction with Travel 0.788
TS1 | Cognitive Quality Evaluation 0.841
TS2 | Affective Evaluation of Feelings of Boredom vs. Enthusiasm 0.839
TS3 | Affective Evaluation of Feelings of Stress vs. Relaxation 0.843

Structural Equation Model result
This study used a structural equation model (SEM), and was tested with R studio. The result was the appropriate model
as shown in the Figure 4.
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The data used in this study are normally
distributed after removing the outlier data
from the Mahalanobis test for five iterations.
Thus, the final data used in this study is 161
data out of the 264 original data. The
measurement scale used in this study is the 7-
point Likert Scale. This scale appears to be
the optimum option for a questionnaire in
usability, satisfaction survey, or evaluation
(Finstad, 2010). According to Hair et al.
(2009), standardized loading estimates should
be at least 0.5 and ideally at least 0.7.
Therefore, the second-order model was used
to be combined with the full model. There is
no standardized loading less than 0.5, so the
analysis can be continued. The results of the
confirmatory analysis are compared to the
Goodness-of-Fit criteria, which indicates
how effectively the proposed model creates

0% 0% o the observed covariance matrix between
Figure 4. Structural model items. It compares theory to reality, and the
closer the values are to one other, the better.

It may be deduced from the test results that the model met the Goodness of Fit standards even though it has a high Chi-
Square value. Since the Chi-Square value may be sensitive to the number of samples, as a result, if the Chi-Square value is
significant, it is recommended to neglect it and focus on other Goodness of Fit criteria. Model called fit when the value of
Goodness-of-Fit criteria has been fulfilled. Below the list of GoF criteria that must be fulfilled (Kassim et al., 2013;
Kawesittisankhun and Pongpeng, 2019). Therefore, this model is fit based on the Goodness-of-Fit recommended criteria.
The model modification passed for 17 iterations, i.e., 8 in second-order and 9 in the full model. Figure 4 describes how the
structural model was modified based on the Confirmatory Factor Analysis (CFA) method to provide an acceptable model (fit).

Table 3. Evaluation of Goodness of Fit (GoF) Table 4. Regression and defined parameters
Criteria Recommended Observed | Results Regressions
Chi-square (3= of 207.124, Estimat | Std.Er | Z- P(>lz
estimgted micft’jei DF = 164 e r value 8| suv|sua
Significance level | p <0.05 0.013 fit PAC ~
Normed Chi-square |3.0>{y~)/DF >1.0[1.26 fit SQ(c) |0.562 [0.144 |3.893 |0.000 [0.706|0.706
RMSEA <0.08 0.040 fit TS~
GFI >09 0.893 marginal fit SQ() |0.851 [0.148 |5.730 |0.000 [0.679|0.679
AGFI >0.9 0.850 marginal fit PAC (b)[0.312 |0.154 |2.023 |0.043 {0.198]0.198
TLI >0.9 0.977 fit Defined
CFI >0.9 0.982 fit Parameters
IFI >0.9 0.982 fit medvar 0.175 [0.082 [2.138 |0.033 |0.140|0.140

In this research, there is a mediating variable which is the Perceived Accessibility Scale. It means perceived
accessibility transmits the effect of service quality to increase satisfaction with travel. According to results in R studio, for
every ¢ = 0.706 unit increase in association between service quality and perceived accessibility, there was “medvar” =
0.140 increase in satisfaction with travel as shown in Table 4. SEM analysis provides the result of hypotheses testing. A
standardized solution carried out the result in R studio. First, the null hypotheses are accepted and reject the alternative
hypotheses with the p-value > 0.05 and z-score < 1.96. Then the null hypotheses are rejected and accept the alternative
hypotheses with the p-value < 0.05 and z-score > 1.96. Table 5 provides two operations, regression and pointed-out. The
“=~" is used to pointed-out the variable of the construct. In this case, service quality was built by five dimensions. The
p-value of each variable with service quality is significant, and the z-score also has a great score. It means the sub-
variables of service quality represent the service quality variable. Table 6 is the result of hypothesis checking.

Table 5. Standardized solution

lhs [ op | rhs |eststd] se z | pvalue| ci.lower | ci.upper Table 6. Hypothesis testing result
PAC | ~ | SQ | 0.706 | 0.052 |13.651| 0.000 | 0.605 0.808 Hypothesis Path Conclusion
TS ~ | SQ | 0.679 | 0.080 | 8526 | 0.000 | 0.523 0.835 H1 Service Quality - Satisfaction with Accented
TS ~ |PAC| 0.198 | 0.088 | 2.261 | 0.024 | 0.026 0.370 Travel P
SQ | =~ | RE | 0.933 | 0.048 | 19.569| 0.000 | 0.840 1.026 H2 Service Quality - Perceived Accepted
SQ | =~| SS |0.890 | 0.038 |23.268| 0.000 | 0.815 0.965 Accessibility Scale

SQ |=~| IF |1011 | 0.017 |58.606| 0.000 | 0.977 1.044 H3 Perceived Accessibility Scale > Accepted
SQ | =~ | CF | 1.010 | 0.014 | 73.119| 0.000 | 0.983 1.037 Satisfaction with Travel

SQ | =~| CS | 0874 | 0.152 | 5.747 | 0.000 | 0.576 1/172
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Based on Table 5, the p-value and z-score between Service Quality (SQ) and Satisfaction with Travel (TS) are 0.000
and 8.526. According to the rule of thumb, this alternative hypothesis is accepted. The relationship has the second strongest
relationship (0.679). Based on Table 5, the p-value and z-score between Service Quality (SQ) and Perceived Accessibility
Scale (PAC) are 0.000 and 13.651. According to the rule of thumb, this alternative hypothesis is accepted. The relationship
has the strongest relationship (0.706). Based on Table 4, the p-value and z-score between Perceived Accessibility Scale
(PAC) and Satisfaction with Travel (TS) are 0.024 and 2.261 but have the weakest relationship (0.198). The p-value is less
than 0.05, and the z-score is greater than 1.96. In this case, accept the alternative hypothesis.

Thematic Analysis Result Code Frequency in Review from Passengers of MRT Jakarta

The thematic analysis uses RQDA (R
Qualitative Data Analysis) as a software
application to evaluate the qualitative data. In
order to perform the RQDA, some packages
should be installed in R studio, showing the
RQDA GUI. After the installment, qualitative

S81: There is no presence of security guard
S82: There is risk of interference from other passengers

REI: Travel times on MRT are not reasonable
S§S3: No personal safety
IF2: Information provided is not good at stations

Code

RE3: There is few number of derpatures
CF4: Not convenience at MRT
RES: Payment method is not easy

data can be transferred to RQDA using the txt  IF3: Information provided is not good on social media
file type The qualitative data used in this CF1: Travelling by MRT is not comfortable

. B CS1: MRT not gives value for money
researCh IS the data that haS a negatlve Word CF2: Normally not get seat when travel from MRT
SUCh as CritiCS_ The Codes were Crea‘[ed and RE4: No ease to changeover to other modes from MRT

assigned to each of the sentences. The codes

RE2: MRT not runs on schedule
CS2: MRT fares are not reasonable

used were the service quality indicators CF3: MRT Station is not clean

because the questionnaire asks the respondent's 0 5
opinion about service quality in MRT Jakarta Figure 5. RQDA data visualization
during the pandemic of COVID-19. The codes

also turned to be negative values. Visualization of the data should be generated in Rstudio, not in RQDA GUI (Graphical
User Interface). The data visualization shows the frequency of the code of review from passengers of MRT Jakarta gathered by
questionnaire. The most frequent indicator that given by respondents is SS1 about the presence of a security guard (Figure 5).

10 15
Code Frequency

20

DISCUSSION
The following discussion will examine the findings of a study on the impact of service quality on perceived
accessibility and satisfaction with travel in MRT Jakarta.

The Effect of Service Quality on Satisfaction with Travel

The result of testing the H1 hypothesis indicates that service quality significantly affects satisfaction with travel. This
result aligns with the research done by Shah et al. (2020), Soltanpour et al. (2020), Sze-Siong and Aksan (2018), and
Monmousseau et al., 2020 that showed service quality significantly affects travel satisfaction. Therefore, service
provided by the transport system should fulfil travel needs to reach satisfaction with travel. However, the object is
different from the previous studies. In this study, the object is MRT Jakarta as the public transport whereas the other is
airplane and urban rail. Therefore, it means the service quality in public transportation affects satisfaction with travel.

The Effect of Service Quality on Perceived Accessibility

Testing the H2 hypothesis indicates that service quality has a significant effect on perceiving accessibility scale. It aligns
with the research done by Lattman et al. (2016b) and Friman et al. (2020) which showed that service quality appears to be
positively related and important to perceived accessibility. The service quality dimensions used in this research are reliability,
safety security, information, comfort, and cost, the same as the previous research. This may suggest that 161 respondents feel
the service quality with these dimensions is related and directly affects perceived accessibility in the pandemic of COVID-19.

The Effect of Perceived Accessibility Scale on Satisfaction with Travel

Testing the H3 hypothesis indicates that perceived accessibility as a mediating variable significantly affects satisfaction
with travel. In the previous study, Lattman et al. (2019) and Inturri et al. (2021) showed that perceived accessibility is
related to satisfaction with travel. The perceived accessibility captures the individual’s experience related to social
consequences towards the objective transportation environment. When the users perceive more accessible transportation,
they feel it is easier to live the life they want. In the previous study, they used moderation for the age group. It founds that
perceived accessibility is important for each segmentation of age for their satisfaction with travel.

Based on Figure 5, the qualitative data gathered from the reviews given from passengers to MRT Jakarta using the
thematic analysis with the RQDA software. The data only used the negative value to provide further recommendations to
service quality in MRT Jakarta. The most frequent code frequency from respondents’ review of MRT Jakarta is SS1 about
the presence of security guards, followed by SS2 about the risk of interference from other passengers. The SS2 indicator
talked about the presence of the guard and the behaviour presence of the guard. Many respondents said about the
misbehaved of the guard in treating the passengers. In comparison, the SS1 talked about the lack of other passengers
obeying health protocols, so they do not feel safe and secure. Several design strategies can be recommended based on the
result obtained in this study. Policy measures should be formulated to improve the satisfaction level of the MRT Jakarta’s
passengers. Various improvements are suggested in the following points related to service attributes such as:

a. Increase the security guard or staff officer for controlling health protocols at the station or inside the train.
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b. The security guard or staff officers of MRT Jakarta should be friendly behavior towards passengers and still be assertive.
c. Fares and schedules information should be consistent.
d. The train should run on schedule, not too early or too late.

CONCLUSION AND FUTURE RESEARCH

Structural equation model is a versatile method for evaluating and investigating how variables relate to one another. It
involves measurement and structural models (Bauldry, 2015; Hair et al., 2009; Kassim et al., 2013). Based on the study
results, the satisfaction with travel would increase if perceived accessibility is increasing by service quality. Based on the
study results, the satisfaction with travel would increase if perceived accessibility is increasing by service quality.

The increase of perceived accessibility will make the users more accessible and easier to live their lives, leading to
satisfaction with travel. Perceived accessibility as a mediating variable mediated service quality and satisfaction with
travel. It means when the service quality gives effect to perceived accessibility, there is also an effect from perceived
accessibility that affects satisfaction with travel. Thematic analysis is applied to examine classifications and display
themes related to the data. The qualitative data processed with thematic analysis showed the most frequency quality
concerned in MRT Jakarta is SS1 (Presence of Guard) and SS2 (Risk of Interference with Other Passengers).

This research can be used to determine, evaluate, and develop the service quality for the perceived accessibility and
passenger’s satisfaction in MRT Jakarta, especially during and after the COVID-19 pandemic. Also, it can be used for the
following research and as a comparison for another research. In other words, variables and indicators can be added for
more complex research. Especially the sub-dimensions of service quality to provide a comprehensive picture of which
quality factors are crucial for satisfaction with travel and perceived accessibility. The COVID-19 variable may be used as
moderating variable for the relationship between service quality, perceived accessibility, and travel satisfaction. More
samples can also be added for future research for a better SEM analysis. More observations would give a more accurate fit
for the model. The number of samples between the choice and captive users should be balanced.
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