134

DAFTAR PUSTAKA

a. Buku

Agranoff, R., & McGuire, M. (2003). Collaborative public management: New
strategies for local governments. Washington, DC: Georgetown University
Press.

Balk, W. L. (1996). Managerial reform and professional empowerment in the
public service. Westport: CT: Quorum Books.

Creswell, J. W. (2014). Research Design: Qualitative, Quantitative, and Mixed
Methods Approaches (4th ed.) (Vol. 17). California: Sage Publications.

Denhardt, J. V, & Denhardt, R. B. (2016). The New Public Service: Serving, Not
Steering (2nd ed.). New York: Routledge.

Dwiyanto, A. (2011). Mengembalikan Kepercayaan Publik Melalui Reformasi
Birokrasi. Yogyakarta: Gadjah Mada University Press.

Ghozali, 1. (2018). Aplikasi Analisis Multivariat dengan Program IBM SPSS 25
(9th ed.). Semarang: Badan Penerbit Universitas Diponegoro.

Howard, L. C., & McKinney, J. B. (1998). Public Administration: Balancing Power
and Accountability (2nd ed.). Westport: CT: Praeger.

Jogiyanto, H. M. (2007). Sistem Informasi Keperilakuan (Edisi revisi). Y ogyakarta:
Andi Offset.

Kotler, P., & Keller, K. L. (2016). Marketing Management (15th ed.). London:
Pearson Education.

Marini, F. (1971). Toward a new public administration: The Minnowbrook
perspective. Scranton: PA: Chandler Publishing Company.

Moleong, L. J. (2015). Metodologi Penelitian Kualitatif (Edisi revisi). Bandung:
PT Remaja Rosdakarya.

Nazir, M. (2017). Metode Penelitian. Jakarta: Ghalia Indonesia.
Nielsen, J. (1993). Usability Engineering. San Diego, CA: Academic Press.

O’Brien, J. A., & Marakas, G. M. (2010). Management Information Systems (10th
ed.). New York, NY: McGraw-Hill.

Oliver, R. L. (1997). Satisfaction: A Behavioral Perspective on the Consumer. New
York, NY: McGraw-Hill.

Osborne, D., & Gaebler, T. (1992). Reinventing Government:. How the
Entrepreneurial Spirit is Transforming the Public Sector. Reading, MA:
Addison-Wesley.



135

Pollitt, C., & Bouckaert, G. (2017). Public Management Reform: A Comparative
Analysis - Into the Age of Austerity (4th ed.). Oxford: Oxford University Press.

Rosenbloom, D. H. (2008). Public administration: Understanding management,
politics, and law in the public sector (7th ed.). New York, NY: McGraw-Hill.

Sugiyono. (2014). Metode Penelitian Pendidikan Pendekatan Kuantitatif,
Kualitatif, dan R&D. Bandung: Alfabeta Bandung.

Sujarweni, V. W. (2021). Metodologi Penelitian: Lengkap, Praktis dan Mudah
Dipahami. Y ogyakarta: Pustaka Baru Press.

Turban, E., Outland, J., King, D., Lee, J. K., Liang, T.-P., & Turban, D. C. (2018).
Electronic Commerce: A Managerial and Social Networks Perspective (9th
ed.). Cham, Switzerland: Springer.

Waldo, D. (1984). The Administrative State: A Study of the Political Theory of
American Public Administration (2nd ed.). New York, NY: Holmes & Meier
Publishers.

Weber, M. (1947). The theory of social and economic organization. Oxford: Oxford
University Press.

White, L. D. (1948). Introduction to the study of public administration. New Y ork,
NY: Macmillan.

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2009). Services Marketing:
Integrating Customer Focus Across the Firm. New York, NY: McGraw-Hill
Irwin.

b. Artikel dalam Jurnal, Majalah atau Surat Kabar, dan Skripsi

Adams, D. A., Nelson, R. R., & Todd, P. A. (1992). Perceived Usefulness, Ease of
Use, and Usage of Information Technology: A Replication. MIS Quarterly,
16(2), 227-247. https://doi.org/10.12691/jbms-8-3-2

Aidi, A., Budiwaluyo, A., Agoestyowati, R., Junaidi, A., & Usman. (2025). Analisis
Implementasi Digitalisasi Kualitas Pelayanan Publik. Abiwara: Jurnal Vokasi
Administrasi Bisnis, 6(2), 185-191.
https://doi.org/https://doi.org/10.31334/abiwara.v6i2.5076

Alamsyah, A. (2016). Perkembangan Paradigma Administrasi Publik (New Public
Administration, New Public Management dan New Public Service). Jurnal
Politik Profetik, 4(2), 172-199.
https://doi.org/https://doi.org/10.24252/profetik.v4i2a4

Antara News. (2025a). Access by KAI Catat 12,6 Juta Transaksi Semester I 2025,
Dominasi ~ Penjualan Tiket  Kereta Api. Antara News.
https://www.antaranews.com/berita/4964873/access-by-kai-catat-126-juta-



136

transaksi-semester-i-2025-dominasi-penjualan-tiket-kereta-api

Antara News. (2025b). KAI Raih Penghargaan “Outstanding National
Transportation Provider” dalam Indonesia Kita Awards 2025. Antara News.
https://www.antaranews.com/berita/5234269/kai-raih-penghargaan-

outstanding-national-transportation-provider-dalam-indonesia-kita-awards-
2025

APIJIL (2025). Survei Internet APJII 2025. Asosiasi Penyelenggarra Jasa Internet
Indonesia. https://survei.apjii.or.id

Badan Pusat Statistik. (2025). Jumlah Penduduk Pertengahan Tahun (Ribu Jiwa),
2025. Badan  Pusat  Statistik.  https://www.bps.go.id/id/statistics-
table/2/MTk3NSMy/jumlah-penduduk-pertengahan-tahun--ribu-jiwa

Bappenas RI. (2025). Rencana Pembangunan Jangka Panjang Nasional 2025—
2045. Bappenas RIL.  https://www.bappenas.go.id/id/berita/dorong-capai-
target-rpjpn-2025-2045-bappenas-buka-peluang-kerja-sama-dengan-
perusahaan-prancis-3UBdt

Berisca, A., Clive, S., Hardani, J. A., & Hutabarat, A. S. (2024). Development of
the TAM Model of Factors that Influence the Acceptance of Mobile Payments:
Study on Mobile Payment Users in MRT Jakarta. Jurnal IImiah Manajemen,
Ekonomi Dan Akutansi, 8(2), 42-66.
https://doi.org/https://doi.org/10.31955/mea.v8i2.3967

Churchill, G. A., & Surprenant, C. (1982). An Investigation Into the Determinants
of Customer Satisfaction. Journal of Marketing Management Research, 19(4),
491-504. https://doi.org/https://doi.org/10.1177/002224378201900410

Daifa, M., Quthni, A., & Magdalena, P. (2025). Influence of Ease of Use and E-
Service Quality on Intention to Reuse with Customer Satisfaction as a
Mediating Variable in Online Travel Agent Traveloka. Jurnal Manajemen
Dan Perbankan, 12(2024), 28-46. https://doi.org/10.55963/jumpa.v12i1.724

Damayanti, L. D., Suwena, K. R., & Haris, I. A. (2019). Analisis Kepuasan
Masyarakat Terhadap Pelayanan Publik Berdasarkan Indeks Kepuasan
Masyarakat (Ikm) Kantor Kecamatan Sawan Kabupaten Buleleng. Jurnal
Pendidikan Ekonomi Undiksha, 11(1), 21.
https://doi.org/10.23887/jjpe.v11i1.20048

Davis, F. D. (1989). Perceived Usefulness, Perceived Ease of Use, and User
Acceptance of Information Technology. MIS Quarterly, 13(3), 319-340.
https://doi.org/https://doi.org/10.2307/249008

Delone, W., & Mclean, E. (2003). The DeLone and McLean model of information
systems success: A ten-year update. Journal of Management Information



137

Systems, 19(4), 9-30. https://doi.org/10.1080/07421222.2003.11045748

Dermawan, T., Jazman, M., Ahsyar, T. K., Saputra, E., Muttakin, F., & Marsal, A.
(2025). User Satisfaction in Public Sector Digital Transformation: A Critical
EUCS Analysis of the E-Kinerja Application in Indragiri Hilir Regency.
Jurnal  Pendidikan Dan  Teknologi Indonesia, 5(9), 2890-2899.
https://doi.org/https://doi.org/10.52436/1.jpti. 1079

Detik Finance. (2024). Netizen Keluhkan Aplikasi Pesan Kereta Eror, KAl Buka
Suara. Detik Finance. https://finance.detik.com/berita-ekonomi-bisnis/d-
7123639/netizen-keluhkan-aplikasi-pesan-kereta-eror-kai-buka-suara

Detik News. (2025). Pemesanan Tiket Kereta Api Lewat Aplikasi hingga Loket
Alami  Gangguan.  Detik  News.  https:/news.detik.com/berita/d-
8003063/pemesanan-tiket-kereta-api-lewat-aplikasi-hingga-loket-alami-
gangguan

Direktorat Jenderal Perkeretaapian. (2024). Laporan Kinerja Instansi Pemerintah
Tahun 2023. DJKA RI.
https://djka.kemenhub.go.id/uploads/202409/Laporan_Kinerja Direktorat Je
nderal Perkeretaapian Tahun 2023 (Hasil Reviu) (1).pdf

Edunitas. (2021). Stasiun Purwokerto. Wiki.Edunitas.Com.
ttps://wiki.edunitas.com/eng/114-
10/Purwokerto 51989 bandaaceh _eduNitas

Ernungtyas, N. F., Boer, R. F., & Qadrifa, S. S. (2023). The government website as
user’s information source: A model of user satisfaction, information, and
system quality. Informasi, 53(2), 197-214.
https://doi.org/https://doi.org/10.21831/informasi.v5312.60579

Fachri, F. N., Irwan, M., & Nasution, P. (2024). Analysis of User Satisfaction with
the KAI Access Application Using the Technology Acceptance Model (TAM).
Jurnal Manajemen Bisnis, 11(2), 1951-1961.
https://doi.org/https://doi.org/10.33096/jmb.v11i2.959

Florence, M. D., Asbridge, M., & Veugelers, P. J. (2008). Diet quality and academic
performance: Research article. Journal of School Health, 78(4), 209-215.
https://doi.org/10.1111/j.1746-1561.2008.00288.x

Fornell, C., Johnson, M., Anderson, E., Cha, J., & Bryant, B. (1996). The American
Customer Satisfaction Index: Nature, Purpose and Findings. Journal of
Marketing, 60, 7-18. https://doi.org/https://doi.org/10.2307/1251898

Gefen, D., & Straub, D. (2000). The Relative Importance of Perceived Ease of Use
in IS Adoption: A Study of E-Commerce Adoption. Journal of the Association
for Information Systems, 1(1), 1-31. https://doi.org/10.17705/1jais.00008



138

Hastuti, 1., Lestari, W., & Sumarlinda, S. (2019). The User Satisfaction Level of E-
Learning for Business and Management Subjects Based on Technology
Acceptance Model (TAM). International Journal of Economics, Business and
Accounting Research, 3(3), 185-195.
https://doi.org/https://doi.org/10.29040/ijebar.v3i103.491

Hidranto, F. (2024). Optimisme Tetap Tumbuh di Akhir 2024. Indonesia.Go.Id.
https://indonesia.go.id/kategori/editorial/8765/optimisme-tetap-tumbuh-di-
akhir-2024

Hood, C. (1991). A Public Management for All Seasons? Public Administration,
69(1), 3-19. https://doi.org/https://doi.org/10.1111/1.1467-
9299.1991.tb00779.x

Inisiar.com. (2025). Pengguna Aktif Access by KAl Tembus 8,2 Juta, Bukti
Kepercayaan Publik. Indonesia News Portal. https://inisiar.com/pengguna-
aktif-access-by-kai-tembus-82-juta-bukti-kepercayaan-publik

Isnaeningsih, H. N., Fitriati, A., Pujiharto, & Astuti, H. J. (2021). The influence
Quality of information, Sistem Quality and Service Quality on Satisfaction and
User Performace. Jurnal Manajemen  Bisnis, 12(2), 266-281.
https://doi.org/10.18196/mb.v12i2.11185

Kementerian Perhubungan. (2024). Pelayanan Publik Ramah Kelompok Rentan.
Kementerian  Perhubungan.  https://dephub.go.id/post/read/kementerian-
perhubungan-raih-penghargaan-pelayanan-publik-ramah-kelompok-rentan-
tahun-2024

Koerniawan, 1., Triatmanto, B., & Zuhroh, D. (2024). The Influence of Ease of use
of Information Technology , Information Quality and Top Management
Support on SME Performance Through End User Satisfaction: A Study on
Semarang City SMEs. International Journal of Accounting, Management and
Economics Research, 2(1), 183-206.
https://doi.org/https://doi.org/10.56696/ijamer.v2i1.37

Lynn, L. E. J., Heinrich, C. J., & Hill, C. J. (2000). Studying public management:
Challenges and prospects. Journal of Public Administration Research and
Theory, 10(2), 233-262.
https://doi.org/https://doi.org/10.1093/oxfordjournals.jpart.a024269

Mahardhika, L. A. (2023). Tingkatkan Layanan Penumpang, KAI Luncurkan
Aplikasi Access by KAL Bisnis Indonesia.
https://ekonomi.bisnis.com/read/20230810/98/1683825/tingkatkan-layanan-
penumpang-kai-luncurkan-aplikasi-access-by-kai

Napitupulu, I. H., Rachmawati, R., & Lestari, R. (2023). The Quality of Information
System Applications and Service Quality Increases Customer Satisfaction.



139

Mimbar:  Jurnal  Sosial Dan  Pembangunan, 39(1), 177-186.
https://doi.org/https://doi.org/10.29313/mimbar.v3911.2261

Nugroho, A. S. (2024). Menelusuri Jejak Serajoedal Stoomtram Maatschappij:
Menyingkap Sejarah Kereta Api Uap Lembah Serayu. Pikiran Rakyat Jateng.
https://jateng.pikiran-rakyat.com/jawa-tengah/pr-3738254556/menelusuri-
jejak-serajoedal-stoomtram-maatschappij-menyingkap-sejarah-kereta-api-
uap-lembah-serayu

Pamungkas, P. (2021). Stasiun Purwokerto. Tribun News.
https://www.tribunnewswiki.com/2021/12/20/stasiun-purwokerto

Parasuraman, A., Zaithaml, V. A., & L., A. B. L. (1988). SERVQUAL: A Multiple-
Item Scale for Measuring Consumer Perceptions of Service Quality. Jurnal of
Retailing, 64(1), 12—40. https://doi.org/10.5281/zenodo.14579729

Permadi, N. D. P., & Andjarwati, A. L. (2025). The Role of Satisfaction in
Mediating the Effect of Perceived Usefulness and Perceived Ease of Use on
Continuance Intention of Kereta Api Indonesia Access Application.
International Journal of Business and Applied Economics, 4(4), 2225-2244.
https://doi.org/https://doi.org/10.55927/ijbae.v4i4.223

Praniffa, A. C., Ahsyar, T. K., Jazman, M., Syaifullah, & Marsal, A. (2025). The
Indonesian Journal of Computer Science. The Indonesian Journal of Computer
Science, 14(1), 789-802.
https://doi.org/https://doi.org/10.33022/ijcs.v14i1.4604

Prasetya, L. T., Prasetya, D. A., & Sisharini, N. (2021). Analysis of the Effect of
Information Quality and Easiness on Satisfaction through User Trust of
SIAKAD University of Merdeka Malang, Indonesia. International Journal of
Advances in  Scientific - Research and  Engineering, 7(2), 48-55.
https://doi.org/10.31695/1JASRE.2021.33976

Putri, N. B. P. S., & Saifi, M. (2024). Pengaruh Service Quality, Information
Quality, dan Ease of Use terhadap User Satisfaction (Studi Kasus Aplikasi
Livin’ by Mandiri). Jurnal Transparan, 16(2), 61-73.
https://doi.org/https://doi.org/10.53567/jtsyb.v16i2.73

Rachmacandrani, N., Natsir, M., Respati, H., Haryanto, S., & Setiyadi, S. (2023).
The Effect of Information Quality, System Quality, Ease of Use on User
Satisfation’s QRIS (Quick Response Indonesian Standard) in SME’s. Journal
of Economic’s and Public Health, 2(1), 1-8.
https://doi.org/https://doi.org/10.37287/jeph.v2il.1572

Rahmawati, S., & Marsasi, E. G. (2025). Ease of Use and Attitude to Optimize
Purchase Intention: Study of Ride-Hailing Consumers. Indonesian
Interdisciplinary Jorunal of Sharia Economics, §8(2), 5166-5194.



140

https://doi.org/https://doi.org/10.31538/iijse.v8i2.6611

Rhodes, R. A. W. (1996). The new governance: Governing without governmen.
Political Studies, 44(4), 652—667.
https://doi.org/https://doi.org/10.1111/j.1467-9248.1996.tb01747 .x

Sanjaya, Y. C. A., & Firdaus, F. (2023). Hari Ini KAI Access Berubah Nama Jadi
Access by  KAI,  Begini  Tampilan  Barunya.  Kompas.Com.
https://www.kompas.com/tren/read/2023/08/10/113000065/hari-ini-kai-
access-berubah-nama-jadi-access-by-kai-begini-tampilan-barunya

Sanjaya, Y. C. A., & Pratiwi, 1. E. (2023). KAl Access Berubah Nama Jadi Access
by KAI Mulai 10 Agustus 2023, Apa Saja Fiturnya? Kompas.Com.
https://www.kompas.com/tren/read/2023/08/11/163000365/kai-access-
berubah-nama-jadi-access-by-kai-mulai-10-agustus-2023-apa-saja

Sari, 1. P., Lanin, D., & Saputra, B. (2025). Transformative Service and Public
Satisfaction: Insights from Indonesia’s Public Service Malls. Jurnal
Administrasi Publik, 15(1),40-52. https://doi.org/10.31289/JAP.V1511.13244

Statista. (2023). Global Logistics and Transportation Market Value 2023. Statista.
https://www.statista.com

Suandi, S. (2019). Analisis Kepuasan Masyarakat terhadap Pelayanan Publik
Berdasarkan Indeks Kepuasan Masyarakat di Kantor Kecamatan Belitang
Kabupaten OKU Timur. Journal ~PPS UNISTI, 1(2), 13-22.
https://doi.org/10.48093/jiask.v1i2.8

Subekti, F. J. (2020). Perkembangan Perkeretaapian di Karisidenan Banyumas
pada Tahun 1895-1817. Universitas Muhammadiyah Purwokerto.

Susilawati. (2023). Optimizing Public Services in the Digital Society in Indonesia.
Jurnal Aktor, 2(2), 75-82.
https://doi.org/https://doi.org/10.26858/aktor.v2i2.46868

Venkatesh, V., & Davis, F. D. (2000). A Theoretical Extension of the Technology
Acceptance Model : Four Longitudinal Field Studies. Management Science,
46(2), 186-204. https://doi.org/10.1287/mnsc.46.2.186.11926

Westbrook, R. (1987). Product/Consumption-Based Affective Responses and
Postpurchase Processes. Journal of Marketing Research, 24(3), 258-270.
https://doi.org/10.1177/002224378702400302

Wilson, W. (1887). The Study of Administration. Political Science Quarterly. The
Academy of Political Science. https://doi.org/https://doi.org/10.2307/2139277

Wixom, B. H., & Todd, P. A. (2005). A Theoretical Integration of User Satisfaction
and Technology Acceptance. Information Systems Research, 16(1), 85—102.



141

https://doi.org/https://doi.org/10.1287/isre.1050.0042

World Bank. (2024). Digital Progress and Trends Report 2023. In Digital Progress
and Trends Report 2023. World Bank. https://doi.org/10.1596/978-1-4648-
2049-6

¢. Sumber Lain

App Store >10S). (2025). Aplikasi Access by KAL
https://apps.apple.com/id/app/access-by-kai/id901804734

Google Play Store. (2025). Aplikasi Access by KAL
https://play.google.com/store/apps/details?hl=en&id=com.kai.kaiticketing

Pemerintah RIL. (1945). Undang-Undang Dasar Negara Republik Indonesia Tahun
1945 (Lembaran Negara Republik Indonesia Tahun 1945).

PT KAI Daop 5 Purwokerto. (2025a). Data Naik Turun Penumpang di Stasiun
DAOQOP 5 Purwokerto Per 2023-2025.

PT KAI Daop 5 Purwokerto. (2025b). Dokumen Implementasi Sistem Manajemen
Mutu Unit Fasilitas Penumpang PT KAI DAOP 5 Purwokerto.

PT KAI Daop 5 Purwokerto. (2025¢). Pemahaman Aplikasi Access by KAI dan
Flexy Poin.



