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Introduction

This research is based on fulfilling the needs of Transjakarta users. One of the ways is to improve
relationships with TransJakarta customers and ensure long-term customer satisfaction, loyalty and
engagement. This research examines the strategies used to improve the relationship between
TransJakarta and its customers to ensure long-term satisfaction, loyalty and engagement.
TransJakarta focuses on various actions to maintain good relationships with customers, such as providing
guality services, personalised communication, quick response to complaints, and loyalty
programmes.
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Planning Phase (Plan): In this phase, conduct a
pre-survey of 30 respondents by collecting
information related to the reality and expectations
of TransJakarta users.

Implementation Phase (Do): The gap between
reality and expectation and has passed the
validity and reliability test will be compiled into the
Voice of Customer matrix.

. Check Stage: This stage performs the Voice of
Customer Matrix by distributing questionnaires
and looking at the weight of each item on the
matrix.

. Corrective Action Phase (Action): The next stage
is to conduct the final stage of information
collection by distributing questionnaires related to
Voice of Customer to 30 respondents about the
priority of improvement of each item and is
expected to have a positive impact on
TransJakarta services.
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Plan: In this phase, conduct a pre-survey of 30
respondents by collecting information related to
the reality and expectations of Trans lakarta
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Findings and Discussion

The validity test results state that item_4,
item_6, item_9, item_10, and item_12
are invalid because r value < r table, so
the item will be crossed out and not
included in the Voice of Customer matrix.
The reliability test results state that all
items are reliable because Cronbach's
Alpha Value> rTable
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Reliability Statistics

Cronbach's Alpha
0,540
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ltems
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The next result is that all items that are valid and
have a negative gap value will be input into the
Voice of Customer matrix. Then the results will be

improvement. The priority weight will be made

into 3 levels with the provisions that:

1: Less Priority

made weighting related to the priority level of
2: Priority

3: High Priority

The results is the highest priority level weight is
related to ‘Employees are able to answer every

results it can be explained that employees must
have the ability to answer all questions related to

‘Employees put users’ interests first’. From these
TransJakarta services.

user question’ and the lowest is related to




Findings and Discussion

The relationship between items related to
TransJakarta services and Customer
Relationship is something that s
interrelated. The stronger an item has a
relationship, the more it becomes the main
focus in a service. In this study, the
relationship between these items and
customer relationships was obtained
through a questionnaire by weighting as
follows:

° . Strong Relationship Level
\Y% : Medium Relationship Level
o : Weak Relationship Level

The result is ‘Employees give
individualised attention to users’ has the
highest weight on Customer Relationship.
So that when employees can provide
attention in the individual realm, it will
further strengthen the customer
relationship with Transjakarta.

Customer Relationship Scores

Customer Requirements

Scores

41Q|Q|4q|e

Transjakarta facil

elolqQ|Q|4|d|d|d]|q|Q

4|<Q|Q|Q|d|d]°

@
&

QA|A|ajd{<ale |

61

58

QlaldlQ|Q|Q|alala|a|Q|Qlo|ale e Q|| ajdiale|Q|a|al«

o
i

414|144

ale

62

Employees alway

olalalalalele

RNAR RS

Employee abi

olalalal<lalelo]e]o]|e

<

61

50

3
2
<
8
2@
3
©
4
©
@
il
o
>
)
a
E
i

1
&
E

Qe |djdja|q|Q|o|e|e

R R R R

65

Employees foster a sense

e ldlQ|Q|4Q|4d|«

olQ|Q|aidiale

transactions|

Users feel safe in making

58

Employees apologis

when something

52

Employees give

atter

elale|alalalalala

elolq|Q|a|dale

Employees understand users|

specific needs)

olalalalalololo]o

olalalalale]e

65

o | o | Employees put users' interests first

Service to users does not distinguis!f

social status

54



Conclusion

In this study, it can be concluded that the key factor in improving the quality of TransJakarta services and
maintaining customer relationships is the ability to answer questions. It states that employees must have
in-depth knowledge of TransJakarta services so that they are able to provide accurate and comprehensive
answers to any user questions. This is very important to fulfil users' expectations and increase their
satisfaction. It then highlights the importance of providing individualised attention to each user. By
providing personalised attention, employees can build stronger relationships with users, increase loyalty,
and ultimately strengthen customer relationships with TransJakarta.

From the results of this analysis, it can be recommended several things to improve the quality of
TransJakarta services, namely Increasing Employee Knowledge through continuous training, employees
must be equipped with up-to-date knowledge about TransJakarta services, so that they can provide
accurate and relevant information to users, communication skills development train good communication
skills, both orally and in writing, in order to interact with users effectively and build positive relationships,
focus on user experience by paying more attention to user needs and expectations, TransJakarta can
increase customer satisfaction and build a good reputation.
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