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Abstract: This research was designed to analyze research results from previous research related
to variables that can influence the level of satisfaction of public service users. This research
departs from a literature study, namely examining various theories that explain people's
behavior in using public services to lead to indicators that form variables of public service user
satisfaction as well as factors that can influence them both directly and indirectly. Data
reviewed using more than 1,500 citations from Scopus indexed journals and several other
equivalent journals. This research uses an SLR analysis approach which aims to synthesize gaps
in research results from several previous researchers. As for the research results obtained, it is
known that there are several variables that can explain the variations in their dominant influence
on the variable satisfaction of public service users, namely the variables of service quality and
use of information technology users.
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1. Introduction

Ports play a major role in achieving an effective and efficient maritime transportation
system. Achieving an effective and efficient system is greatly influenced by the performance
and level of port services that connect land and water transportation networks (Kadarisman et
al, 2016). Maximum performance of a port can be achieved if the port is supported by adequate
facilities, professional human resources and a good management system (Meersman, Siri &
Eddy, 2014; Nur, Achmadi & Mercy, 2022). In the midst of the super smart society 5.0 era,
technological innovation is needed to make it easier to provide licensing services and for Port
ASN itself to create an effective and efficient bureaucracy in government agencies to realize
good governance.

The Directorate General of Sea Transportation of the Ministry of Transportation has
developed a public service application system in the form of the Integrated Hubla Electronic
System (SEHAT]I) in the field of port business licensing. This application contains TERSUS
and TUKS business licensing services which are carried out online, (sehati.hubla.dephub.go.id).
The Sehati 2.0 application aims to provide personalized services for users through the
integration of data and digital concepts focused on humans, thereby increasing virtual
interactions between the government and its citizens.
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Source: Sehati Hubla Department of Transportation, 2023.
Figure 1. Sehati 2.0 Application Dashboard Display
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The benefits of improving licensing services through the Sehati 2.0 application system can
be felt by TERSUS and TUKS managers, because licensing applications are done online which
can be accessed anywhere and there is no need to come to the head office. The documentation
process also becomes paperless because it is enough to upload it to the system and database, so
the TERSUS and TUKS business permit documents are recorded properly.
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Figure 2. Sehati 2.0 Application System Architecture Layout

The Sehati 2.0 application system is connected to external applications in several Ministries
and Agencies through SOA Pustikom (Information and Communication Center). TERSUS and
TUKS business licensing document data is managed in API and ESB and connected to the SSO
network then connected to the application at the Ministry of Transportation. Incoming data is
managed in the Analytic Framework section, while the types of incoming services are classified
into the Workflow Engine and ETL (Extract Transform Load) sections and then described in
the Datalake section. The data in the Datalake section can be analyzed and reviewed again in
the Analytic Framerowk section and the output results are in the form of an Executive
Information System.

2. Research Problems

In theory, there are many factors that can influence the satisfaction of public service users,
one of which is the theory that people's behavior as public service users can form perceptions
about the quality of service they expect with the quality of service they receive in the field. The
quality of public services is also closely related to the selection and use of information
technology, where its use can increase the efficiency and effectiveness of services both provided
and received by the public. Problems arise when researchers re-examine the research results
obtained by previous researchers.

The gap in research results from previous researchers makes researchers re-check the
theories they use, including the indicators used to measure research variables. This gap is in the
form of differences in results obtained by previous researchers in the form of research results
showing there is a significant influence but there are also researchers who show results that are
not significant. Likewise, with the direction of causality, some have a negative effect and some
have a positive effect. This is where the concentration of the researcher's literature review is to
synthesize what variables are most appropriate to use in terms of their ability to explain
variations in their influence on the variable satisfaction of public service users.
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3. Theory/Model/Framework
User satisfaction is the public's response to the use of the Sehati 2.0 application system in
processing TERSUS and TUKS licensing documents issued by the Port Directorate which was
previously perceived, (Setijaningrum, 2023; Ulum, 2018; Raharjo, 2022). Regulation of the

Minister for Empowerment of State Apparatus and Bureaucratic Reform number 14/2017

concerning guidelines for compiling public satisfaction surveys for public service delivery

units, mentions several indicators for measuring public satisfaction.

1) Requirements are conditions that must be fulfilled in managing a type of service, both
technical and administrative requirements.

2) Systems, mechanisms and procedures are standardized service procedures for service
providers and recipients, including complaints.

3) Completion time is the time period required to complete the entire service process for each
type of service.

4) Fees/tariffs are fees charged to service recipients in administering/obtaining services from
providers, the amount of which is determined based on an agreement between the provider
and the community.

5) Service type specification products are the result of services provided and received in
accordance with predetermined provisions, where these service products are the result of
each service type specification.

6) Executor competency is the ability that the executor must have, including knowledge,
expertise, skills and experience.

7) Implementing behavior is the attitude of officers in providing services.

8) Handling complaints, suggestions and input, is a procedure for implementing complaint
handling and follow-up.

9) Facilities and infrastructure, where facilities are anything that can be used as a tool to achieve
aims and objectives. Meanwhile, infrastructure is everything that is the main support for the
implementation of a process (business, development, project). Facilities are used for
immovable objects (computers and machines) and infrastructure for immovable objects
(buildings).

4. Methodology
This research uses a literature study method with a systematic literature review (SLR) study
approach which in depth of substance is considered better than narrative literature review (NLR)
and has even become the gold standard in literature studies. This approach also adds to how the
material is assessed and how the authors of the literature study present their findings as part of
the parameters for assessing the depth of the substance (Kiteley & Stogdon, 2014). Both
approaches have implementation stages which generally include planning, conducting and
reporting. Of these three stages, the conducting stage is the stage where the researcher carries
out most of the process of preparing the SLR analysis.
The use of the SLR approach is used to look for novelty, originality or gaps in previous
research results based on literature reviews through several stages including:
a. The planning the review stage contains the activities of setting the research objective and
defining the conceptual boundaries
b. The conducting the review stage includes determining several criteria including search
boundaries, search terms and cover period.
c. The reporting and describing stage is building an analysis and reporting the results of the
review in the form of a direct description or in the form of graphs and so on.
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5. Data Collection Tool
The statistical tools for collecting and processing data in this research use the latest version
of VOSviewer software, namely 1.6.20. Researchers utilized more than 1,500 journal citations
sourced from Scopus links and several other well-accredited journal links from Elsevier.
Determining the journal uses the keywords public service user satisfaction, open access journal
type and determining the research period 2019 and above. Existing journal citation data is then
combined in ris file format to facilitate statistical applications in reading and managing the data
into information that can be used in the final stages of SLR analysis, namely reporting and

dessiminating.

6. Analysis

Below are presented the results of a systematic literature review sourced from the Scopus
journal link using 1,500 citations with research titles relevant to research issues regarding
determinant factors that influence public service user satisfaction. Based on a literature search
with the help of the statistical application software VOSviewer version 1.6.20 using several
keywords, the following results were obtained.
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Source: Output of VosViewer version 1.6.20, 2023.
Figure 3. Network Visualization of SLR Analysis on Scopus Journal Links

Based on Figure 3 above, it can be explained that there are various determinant factors that
can explain variations in their influence on public service user satisfaction, including the most
dominant variables in explaining variations in their influence on public service user satisfaction
are the variables of service quality and information technology development. To obtain
comprehensive and holistic research results, the researcher describes the research analysis in
detail regarding the ability to vary the influence of sub-variables from the service quality
variable which consists of reliability, responsiveness, credibility, sense of security and
understanding of the community.
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Figure 4. Network Visualization of Service Quality Variables (left)
and Public Infrastructure (right)

Based on Figure 4 above, it can be seen that several previous researchers formed service
quality variables from several dimensions and indicators including service attributes, service
speed, service priority and diversification of services provided. Furthermore, previous
researchers explained that service quality must be supported by adequate infrastructure
development, namely the existence of policies that form a legal basis, the organization that
manages it, the information technology used, the reliability of the service, facilities and
infrastructure, the level of service security promised to service users, service attributes and so
on.

Source: Output of VosViewer version 1.6.20, 2023.

Figure 5. Network Visualization of Information Technology Variables (left)
and Public Satisfaction (right)

Based on Figure 5 above, it can be seen that several previous researchers formed
information technology development variables from several dimensions and indicators
including the use and selection of infrastructure in the form of software and hardware, the
reliability of the application system built, the level of security, the use and processing of data
into information, the platform used. used in the form of web or desktop and so on. Apart from
that, previous researchers also identified several dimensions and indicators that form the
variable satisfaction of public service users, including hopes and expectations regarding the
performance of public services, differentiation from other application systems, user needs for
application system performance, ease of use, security in maintaining data. user data, service
speed and so on.
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Figure 6. Overlay Visualization

Based on Figure 6 above, it can be explained that the overlay results from 1,500 citations
show that researchers who raised the issue of public service users in relation to service quality
and information technology development were most researched in 2020, but this issue has
started to be raised less by researchers since 2022. This is novelty for researchers to conduct
research with the latest data and environmental changes related to the above issues by producing
comprehensive and holistic research results. Researchers also compared the search analysis of
the results of related and relevant systematic literature reviews regarding public service
satisfaction from various international journal links, resulting in the following findings.

Table 1. Systematic Literature Review from Various International Journal Links

Researcher and Research Title Research result
Modeling quality of service in a fixed route | Reliability, responsiveness, credibility, sense of
shared taxy (Jitney) security and understanding the community can
Halakoo, Meeghat & Moataz (2022) explain variations in their influence on user
satisfaction.

Application of crowdsourced data to infer | Information technology can explain variations in its
user satisfaction with mobility as a service | influence on user satisfaction.

Aman & Janille (2022)
Unpacking the digitalization of public Reliability, responsiveness, credibility, sense of
service: configuring work during automation | security and understanding society can explain
in local government variations in its influence on information
Andersson, Anette & Chris (2022) technology.
Satisfaction with crowding and other Reliability, responsiveness, credibility, sense of
attributes in public transport security and understanding the community can
Borjesson & Isak (2019) explain variations in their influence on user
satisfaction.
Experiences of innovation in public services | Information technology can explain variations in its
for sustainable urban mobility influence on user satisfaction.

Cruz & Sonia (2022)
Information technology, its impact on society | Information technology can explain variations in its

and its future influence on user satisfaction.
Deb (2014)
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Problems of introduction of digital Information technology can explain variations in its
technologies in the transport industry influence on user satisfaction.
Duganova & Nikolai (2022)
Effect of community communication Information technology can explain variations in its
technology (ICT) usage on community influence on user satisfaction.

satisfaction: case study in Nanjing, China
Feng, Qin, Jiang & Chen (2019)

The alternative infrastructure that supports | Information technology can explain variations in its
digital counter publics: digital inequality in | influence on user satisfaction.
an Australian public housing estate
Holstein, Nicole & Alice (2023)

Enhancing the adoption of digital public Information technology can explain variations in its
services: evidence from a large-scale field | influence on user satisfaction.
experiment
Hyytinen, Jarno & Markus (2022)

Service quality, perceived value and citizens' | Reliability, responsiveness, credibility, sense of

continuous-use intention regarding e- security and understanding society can explain
government: empirical evidence from China | variations in its influence on information
Li & Huping (2020) technology.

Natural resources, financial technologies Reliability, responsiveness, credibility, sense of
and digitalization: the role of institutional | security and understanding society can explain
quality and human capital in selected OECD | variations in its influence on information

economies technology.
Li, Asif & Arshian (2023)
Influence of information technology on Reliability, responsiveness, credibility, sense of
service delivery among the public customer | security and understanding society can explain
care centers in Switzerland variations in its influence on information
Lichtsteiner & Siddique (2022) technology.
Close encounters of the digital kind: a Reliability, responsiveness, credibility, sense of
research agenda for the digitalization of security and understanding society can explain
public services variations in its influence on information
Lindgren, Christian & Ulf (2019) technology.
Building trust through quality of service Reliability, responsiveness, credibility, sense of
mediated with satisfaction to acceptors of | security and understanding the community can
family planning in the province of South explain variations in their influence on user
Kalimantan satisfaction.

Misransyah & Roosganda (2023)

A user-centred virtual city information model | Information technology can explain variations in its
for inclusive community design: state-of-art | influence on user satisfaction.
Najafi, Masi & Pascale (2023)

The cause effect relationship model of Reliability, responsiveness, credibility, sense of
service quality in relation to overall security and understanding the community can
satisfaction explain variations in their influence on user
Naveen & Anjula (2020) satisfaction.
Determinant of customer satisfaction of Reliability, responsiveness, credibility, sense of
service quality: city bus service in Kota security and understanding the community can
Kinabalu, Malaysia explain variations in their influence on user
Noor & Juri (2014) satisfaction.

The role of involvement with public transport | Reliability, responsiveness, credibility, sense of
in the relationship between service quality, | security and understanding the community can

satisfaction and behavioral intentions explain variations in their influence on user
Ona (2020) satisfaction.
First-/last-mile experience matters: the Information technology can explain variations in its
influence of the built environment on influence on user satisfaction.
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satisfaction and loyalty among public transit
riders
Park & Shuolei (2021)

Personal experiences of digital public
services access and use: older migrant's
digital choices
Safarov (2021)

Reliability, responsiveness, credibility, sense of
security and understanding society can explain
variations in its influence on information
technology.

Transparency and accountability in digital
public services: learning from the Brazilian
cases
Saldanha, Cleidson & Siegrid (2022)

Reliability, responsiveness, credibility, sense of
security and understanding society can explain
variations in its influence on information
technology.

The relationship between transit service
availability and productivity with customer
satisfaction
Shbeeb (2022)

Reliability, responsiveness, credibility, sense of
security and understanding the community can
explain variations in their influence on user
satisfaction.

Implementation of standard operational
procedure (SOP) for service, government
policy and information technology of
communication on improving public
satisfaction of the Medan Class 11
Agricultural Quarantine Center
Situmorang & Sugiharto (2022)

Reliability, responsiveness, credibility, sense of
security and understanding society can explain
variations in their influence on information
technology and user satisfaction

Technologies for digital twin applications in
construction
Tuhaise, Joseph & Fonbeyin (2023)

Reliability, responsiveness, credibility, sense of
security and understanding society can explain
variations in its influence on information
technology.

A new perspective to elevate the antecedent
path of adoption of digital technologies in
major projects of construction industry: a

case study in China
Zhang, Meirong & Simon (2023)

Reliability, responsiveness, credibility, sense of
security and understanding society can explain
variations in its influence on information
technology.
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Figure 7. Query Analysis in Previous Research Journals

Based on Figure 7 above, it is known that the use of previous research journal references
used in this research is in accordance with the issues raised, namely issues related to public
service satisfaction, public service quality and information technology development. Thus, it
can be interpreted that in terms of document testing, researchers have used previous research
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journal references that are relevant to the issue raised, namely mapping what determinant factors

can explain variations in their influence on public service user satisfaction. Thus, referring to

various previous journal reference sources, it can be concluded that the use of service quality

variables and information technology development can be used as determining factors to
explain variations in their influence, both direct and indirect.

7. Key Finding

Based on the results of the analysis using the SLR approach, it was found that several
determinant factors that were able to explain variations in their influence on the variable
satisfaction of public service users were the variables of service quality and use of information
technology. To obtain more comprehensive and holistic research results, you can also analyze
the dimensions that form service quality variables including the sub-variables of reliability,
responsiveness, credibility, sense of security and understanding of society in addition to the
variable use of information technology.

8. Conclusion

The conclusion of this research is that the most dominant factors in explaining variations
in their influence on public service user satisfaction include service quality variables (including
sub-variables of reliability, responsiveness, credibility, sense of security and understanding of
the community) and the use of information technology. The implications of the results of this
research include two theoretical and managerial aspects. Theoretical implications relate to
service quality theory, public service user satisfaction and information technology development
theory from experts where the theoretical implications provide an overview of the references
used in research, both problem reference theory, modeling, results and previous research
agendas. Meanwhile, managerial implications relate to policies that can be linked to the findings
produced in research where managerial implementation provides practical contributions to
management, especially the development of the Sehati application system versions 3.0, 4.0, 5.0
and so on for public organizations in the Port Directorate of the Ministry of Transportation of
the Republic of Indonesia.

9. Recommendations

Researchers can use service quality variables (including sub-variables of reliability,
responsiveness, credibility, sense of security and understanding of the community) and the use
of information technology to analyze the ability of these variables to explain variations in their
influence on public service user satisfaction. Researchers who are interested in raising the issue
of public service user satisfaction can consider the variables above into their research design
framework both as intervening variables and as moderating variables.

10. References
Adnan, H., Hamim, S. (2013). Administration, Organization and Management: A Science,
Theory, Concept and Application. Jakarta: Trusmedia Graphics.

Aman, J., Janille, S. (2022). Application of Crowdsourced Data to Infer User Satisfaction with
Mobility as a Service (MaaS). Transportation Research Interdisciplinary Perspectives.
15(1): 1-11. https://doi.org/10.1016/j.trip.2022.100672

Andersson, C., Anette, H., Chris, I. (2022). Unpacking the Digitalization of Public Services:

Configuring Work During Automation in Local Government. Government Information
Quarterly. 39(1): 1-10. https://doi.org/10.1016/j.giq.2021.101662

1019



ISSN: 2622-5778 (online)
G Ro ST L o G 2 0 2 3 Advances in Transportation and Logistics Research
http://proceedings.itltrisakti.ac.id/index.php/altr

Global Research on Sustainable Transport & Logistics

Bagaskoro. (2019). Introduction to Information Technology and Data Communication.
Yogyakarta: Deepublish.

Birkland, T. (2001). An Introduction to the Policy Process: Theories, Concepts and Models of
Public Policy Making (3rd Edition). London.

Borjesson, M., Isak, R. (2019). Satisfaction with Crowding and Other Attributes in Public
Transport. Transport Policy. 79(1):213-222. https://doi.org/10.1016/j.tranpol.2019.05.010

Branch. (2012). Dictionary of Shipping International Business Trade Terms and Abbrevations.
London.

Brox, M. (2014). Competitive Global Ports for Regional Economic Development: The Port of
Valencia. Planet Europe.

Cooper, D., Skindler, P. (2015). Business Research Methods. USA: McGraw-Hill.

Cooper, D., Hair. (2015). Business Research Methods (Translation by Ellen G Sitompul), Imam
Nurwaman. Jakarta: Erlangga.

Cruz, S., Sonia, R. (2022). Experiences of Innovation in Public Services for Sustainable Urban
Mobility. Journal of Urban Management. 11(1):108-122.
https://doi.org/10.1016/j.jum.2021.10.003

Daft, R. (2021). Organization Theory and Design (Thirteenth Edition). Boston USA: Cengage
Learning Inc.

Deb, S. (2014). Information Technology, Its Impact on Society and Its Future. Advances in
Computing. 4 (1): 25-29. https://doi.org/10.5923/j.ac.20140401.07

Djik, C., Mheen, P., Bloem, M. (2015). Indonesia Maritime Hotspot. Maritime by Holland,
Amsterdam.

Duganova, E., Ivan, N., Aleksander, N., Nikolai, Z. (2022). Problems of Introduction of Digital
Technologies in the Transport Industry. Procedia: Transportation Research. 63(1):1024-
1033. https://doi.org/10.1016/j.trpro.2022.06.102

Dwarakish, G., Salim, A. (2015). Review on the Role of Ports in the Development of a Nation.
Aquatic Procedia. 4(1):295-301.

Dwiyanto, A. (2021). Realizing Good Governance Through Public Services. Yogyakarta:
Gadjah Mada University Press.

Feng, Z., Qin, X., Jiang, Y., Chen, H. (2019). Effects of Community Communication
Technology (ICT) Usage on Community Satisfaction: Case Study in Nanjing China.
Chinese Geographical Science. 29(5): 834-847. https://doi.org/10.1007/s11769-019-1072-
9

1020



ISSN: 2622-5778 (online)

G Ro ST L o G 2 0 2 3 Advances in Transportation and Logistics Research

http://proceedings.itltrisakti.ac.id/index.php/altr

Global Research on Sustainable Transport & Logistics

Halakoo, M., Mahmoud, M., Meeghat, H., Moataz, M. (2022). Modeling Quality of Service in

a Fixed Route Shared Taxi (Jitney). Case Studies on Transport Policy. 10(1): 1988-2000.
https://doi.org/10.1016/j.cstp.2022.08.010

Holstein, E., Nicole, D., Catherine, S., Alice, G. (2023). The Alternative Infrastructure that
Supports Digital Counter Publics: Digital Inequality in an Australian Public Housing
Estate. Cities Journal. 137(1): 1-9. https://doi.org/10.1016/j.cities.2023.104328

Hopkins, D. (2012). Port Function. Yogyakarta: Student Library.

Hyytinen, A., Jarno, T., Markus, H. (2022). Enhancing the Adoption of Digital Public Services:
Evidence from a Large-Scale Field Experiment. Government Information Quarterly. 39(1):
1-13. https://doi.org/10.1016/j.giq.2022.101687

Ibrahim, A. (2008). Public Service Theory and Concepts and Their Implementation. Jakarta:
Mandar Maju.

Kadarisman, M. (2016). Compensation Management. Jakarta: PT Rajagrafindo Persada.

Emperor. (2015). Analysis of the Influence of Information Technology and Innovation on
Competitive Advantage to Improve Organizational Performance. Undip Economic Journal.
1-10.

Li, C., Asif, R., Ilhan, O., Arshian, S. (2023). Natural Resources, Financial Technologies and
Digitalizations: The Role of Institutional Quality and Human Capital in Selected OECD
Economies. Resources Policy. 81(1): 1-19.
https://doi.org/10.1016/j.resourpol.2023.103362

Li, Y., Huping, S. (2020). Service Quality, Perceived Value and Citizen's Continuous Use
Intention Regarding E-Government: Empirical Evidence from China. Information and
Management Journal. 57(1): 1-15. https://doi.org/10.1016/j.im.2019.103197

Lichtsteiner, A., Siddique, D., Fabian, D. (2022). Influence of Information Technology on
Service Delivery Among the Public Customer Care Centers in Switzerland. Stratford Peer
Reviewed Journals and Book Publishing: Journal of Information and Technology. 6(1): 9-
18. https://doi.org/10.53819/81018102t5046

Lindgren, I., Christian, O., Sara, H., Ulf, M. (2019). Close Encounters of the Digital Kind: A
Research Agenda for the Digitalization of Public Services. Government Information
Quarterly. 36(1):427-436. https://doi.org/10.1016/j.g1q.2019.03.002

Meersman., Siri.,, Eddy, H. (2014). Operations Management (Revised Edition). Jakarta:
Gramedia.

Miransyah., Samuel, R., Mukhlan, K., Cici, A., Riki, W., Sri, S., Roosganda, E. (2023).
Building Trust Through Quality of Service Mediated with Satisfaction to Acceptors of
Family Planning in the Province of South Kalimantan. Heliyon Journal. 9(1): 1-13.
https://doi.org/10.1016/j.heliyon.2023.e13142

Mustanir, A. (2022). Public service. Pasuruan: Qiara Media Publisher CV.

1021



ISSN: 2622-5778 (online)
G Ro ST L o G 2 0 2 3 Advances in Transportation and Logistics Research
http://proceedings.itltrisakti.ac.id/index.php/altr

Global Research on Sustainable Transport & Logistics

Najafi, P., Masi, M., Pieter, V., Pascale, M. (2023). A User-Centred Virtual City Information
Model for Inclusive Community Design: State of Art. Cities Journal. 134(1): 1-19.
https://doi.org/10.1016/j.cities.2023.104203

Naveen, B., Anjula, G. (2020). The Cause Effect Relationship Model of Service Quality in
Relation with Overall Satisfaction. Procedia: Transportation Research. 48(1): 1694-1721.
https://doi.org/10.1016/j.trpro.2020.08.208

Noor, H., Na'asah, N., Jurry, F. (2014). Determinants of Customer Satisfaction of Service
Quality: City Bus Service in Kota Kinabalu, Malaysia. Procedia: Social and Behavioral
Sciences. 153(1): 595-605. https://doi.org/10.1016/j.sbspro.2014.10.092

Notteboom, T., Yap, W. (2012). Port Competition and Competitiveness. John Wilwy & Sons
Ltd, Chichester. 549-571.

Nur, H., Achmadi, T., Mercy, K. (2022). Analysis of Seven International Indonesian Hub Ports
Policy Development Impact on Shipping and Port Sector. Maritime Safety International
Conference. 1-10.

Ona, J. (2020). The Role of Involvement with Public Transport in the Relationship Between
Service Quality, Satisfaction and Behavioral Intentions. Transportation Research Part A.
142 (1): 296-318. https://doi.org/10.1016/j.tra.2020.11.006

Park, K., Anna, F., Shuolei, C. (2021). First-/Last-Mile Experience Matters: The Influence of
the Built Environment on Satisfaction and Loyalty Among Public Transit Riders. Transport
Policy. 112(1):32-42. https://doi.org/10.1016/j.tranpol.2021.08.003

Rachmadi, T. (2020). Introduction to Information Technology. Jakarta: Three Ebooks.

Raharjo, M., Icuk. (2022). Public Service Management. Jakarta: Bumi Literacy.

Rahmanita, M., Muhardiansyah, D., Waluyo, R., Adawiyah., Zhu. J. (2022). Work from Home:
Perspective of Employee Work-Life Balance in Indonesia Amid Covid-19 Pandemic.
Current Issues in Tourism, Gastronomy and Tourist Destination Research. 5 (26): 171-179.
ISBN.978-1-032-16310-9.

Rahmanita, M., Ricardianto, P., Wijayanti, R., Agusinta, L. (2023). The Impact of the
Satisfaction of Passanger Ship Service on the Development of Water Recreation: Evidence
from Indonesia. Uncertainty Supply Chain Management Journal. 11(3):1121-1132.

Rahmanita, M., Gratia, W., Joko, H. (2023). Identification of Tourist Attraction Components
and Management of the Prabu Geusan Ulun Museum as Heritage Tourism in Sumedang.
YUME: Journal of Management. 6 (1): 15-17. ISSN.2614-851X.

Robbins, S. (2015). Organizational behavior. Jakarta: Salemba Empat.

Rodrigue, J. (2013). The Geography of Transport Systems. New York: Routledge.

1022



ISSN: 2622-5778 (online)
G Ro ST L o G 2 0 2 3 Advances in Transportation and Logistics Research
http://proceedings.itltrisakti.ac.id/index.php/altr

Global Research on Sustainable Transport & Logistics

Safarov, N. (2021). Personal Experiences of Digital Public Services Access and Use: Older
Migrants' Digital Choices. Technology in Society. 66(1): 1-9.
https://doi.org/10.1016/j.techsoc.2021.101627

Saldanha, D., Cleidon, N., Siegrid, G. (2022). Transparency and Accountability in Digital
Public Services: Learning from the Brazillian Cases. Government Information Quarterly.
39(1): 1-10. https://doi.org/10.1016/j.g1q.2022.101680

Sawir, M. (2020). Public Service Bureaucracy, Concepts, Theory and Applications.
Yogyakarta: Depublish.

Setijaningrum, E. (2023). Complaint Handling in Public Services. Surabaya: Airlangga
University Press.

Shbeeb, L. (2022). The Relation Between Transit Service Availability and Productivity with
Customers Satisfaction. Transportation Research Interdisciplinary Perspectives. 16(1): 1-
20. https://doi.org/10.1016/j.trip.2022.100716.

Siahaan, D., Anton, H., Sarinah, S. (2020). Performance Service in Merak Integrated. Journal
of Transportation and Logistics Management. 7(1):77-86.
https://dx.doi.org/10.25292/j.mtl.v7i1.354.

Siahaan, D., Yusrani, M., Dinar, D., Prasadja, R., Heri, S. (2021). The Service Performance of
The Jakarta Manggarai Station, Indonesia. International Journal of Management Studies
and Social Science Research. 3(5): 115-121. ISSN.2582-0265.

Siahaan, D., Ahmad, J., Suparwan, C., Husni, H. (2022). Transport Quality, Distribution Time
and Work Safety of Non-Military State Defense Participants. Journal of Transportation and
Logistics Management. 9(1): 1-14. ISSN.2442-3149.

Sinambela, L. (2010). Public Service Reform. Jakarta: Bumi Literacy.

Situmorang, H., Endang, S., Sugiharto, P. (2022). Implementation of Standard Operational
Procedure (SOP) for Services, Government Policy and Information Technology of
Communication on Improving Public Satisfaction of the Medan Class II Agricultural
Quarantine Center. International Journal of Research and Reviews. 9(1):461-469.
https://doi.org/10.52403/ijrr.20220152

Sugiyono. (2019). Quantitative, Qualitative and R&D Research Methodology. Bandung:
Alfabeta.

Sutanta, E. (2013). Management information System. Yogyakarta: Andi.

Tony, W. (2011). Service Quality Management. Jakarta: Salemba Empat.

Triatmodjo, B. (1996). Harbor. Yogyakarta: Beta Offset.

Tuhaise, V., Joseph, H., Fonbeyin, H. (2023). Technologies for Digital Twin Application in

Construction. Automation in Construction. 152(1): 1-19.
https://doi.org/10.1016/j.autcon.2023.104931

1023



ISSN: 2622-5778 (online)

G Ro ST L o G 2 0 2 3 Advances in Transportation and Logistics Research

http://proceedings.itltrisakti.ac.id/index.php/altr
Global Research on Sustainable Transport & Logistics

Ulum, M. (2018). Public Service (Theoretical Review and Strategic Issues of Public Service).
Malang: Brawijaya University Press.

Williams., Sawyer. (2013). Using Information Technology: A Practical. Introduction to
Computers and Communications. London: Career Education.

Zeithaml, V., Bitner, D. (2010). Services Marketing Management. Jakarta: Salemba Empat.
Zhang, J., Meirong, Z., Pablo, B., Simon, P. (2023). A New Perspective to Evaluate the
Antecedent Path of Adoption of Digital Technologies in Major Projects of Construction

Industry: A Case Study in China. Developments in the Built Environment. 14(1): 1-
16.https://doi.org/10.1016/j.dibe.2023.100160

1024



