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Abstract Passenger terminals are transportation infrastructure assets whose
performance must be maintained through effective operation, maintenance,
safety management, and user-oriented services. Oebobo Bus Terminal in
Kupang City still faces deficiencies in physical facilities and operational
services. Previous studies largely use service-quality measurements to
identify passenger satisfaction and priority attributes, while their translation
into post-construction facility-management priorities remains limited. This
study evaluates the gap between user expectations and perceptions and
formulates facility-management priorities for the terminal. A quantitative
survey involved 86 users selected through purposive sampling and assessed
25 attributes across tangible, reliability, responsiveness, assurance, and
empathy dimensions. The results show negative gaps for all dimensions:
tangible —1.30, reliability —1.06, responsiveness —0.91, assurance —1.44, and
empathy -1.22. The largest problems concern security and evacuation
facilities, nighttime lighting, departure punctuality, schedule-change
information, and prayer facilities. The novelty lies in positioning perceived
service gaps as user-based infrastructure-performance indicators to support
safety management, preventive maintenance, operational reliability,
accessibility, and information-management priorities during the post-
construction stage.
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INTRODUCTION

Transportation is one of the infrastructure systems that supports the movement
of people, distribution of goods, economic activities, and connectivity between
regions. In the land transportation system, passenger terminals function as nodes for
vehicle arrival and departure, passenger movement, provision of travel information,
and integration with other modes. Therefore, the performance of a terminal is

determined not only by the existence of buildings and facilities, but also by the
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ability of the facility to maintain its functionality, safety, comfort, accessibility, and
reliability of services during the life of operation.

In the perspective of Construction Management, asset performance does not
stop at the successful completion of physical work. After the construction is
completed, the infrastructure enters the operation and maintenance stage which is
much longer than the construction period. At this stage, facility management is
needed to ensure that assets continue to function according to the planned level of
service. User-based evaluation is important because the condition of physically
available assets does not necessarily result in services that are considered safe,
convenient, accessible, and reliable. A study of the Makassar Metro terminal shows
that the decline in building quality and completeness of facilities affects user comfort,
while improvements in facilities and service reliability are needed to improve service
levels (Abdullah, 2022).

Recent studies on public transportation show that reliability, information,
comfort, accessibility, safety, and service interaction are important factors in the
passenger experience. He et al. (2021) emphasized the importance of evaluating
service quality from the perspective of users, while Tuan et al. (2022) pointed out that
the priority of quality improvement needs to consider attributes that have a real
influence on user perception. Ubaidillah et al. (2022) also show that service quality is
related to bus user satisfaction in the context of developing cities. Goransson and
Andersson (2023) place reliability, accessibility, convenience, and information as
important components of public transportation appeal. Weng et al. (2023) further
show that operating conditions, punctuality, and travel experience are closely related
to user satisfaction.

In the context of bus terminals in Indonesia, the problem of facilities and
services is still recurring. Setyawati et al. (2021) found that all attributes evaluated at
the Pulo Gebang Terminal had negative gaps. Afandi and Hartatik (2024) show that
several aspects of the comfort and safety of the Sidoarjo Larangan Terminal have not
met user expectations. Kalangi et al. (2024) found that service attributes in
transportation operating through the Karombasan Terminal needed improvement,
while Primasworo et al. (2024) identified security facilities, toilets, travel disruption
information, access for people with disabilities, and breastfeeding mothers as
priorities for the Arjosari Terminal. Gaut et al. (2024) also showed that limited
facilities and management contributed to the ineffectiveness of the Mena Terminal's

performance.
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Similar findings continue in recent research. Dano.Pa et al. (2025) show that
there is a service gap in bus transportation on the Manado-Bitung route. Kamil et al.
(2025) found that hygiene and lighting attributes have high potential for
improvement, while Rahmawati et al. (2025) identified a number of priority variables
at the type B terminal in Batu. Adhwa et al. (2025) show that written information
regarding schedules, tariffs, storage of goods, and supporting facilities still needs
improvement at the Pondok Cabe Terminal. Putri et al. (2025) emphasize the
importance of service provider response and user engagement on feeder transport. In
2026, Illiyyin and Murtini (2026), Simanjuntak and Aryanni (2026), and Solossa et al.
(2026) have again shown that physical facilities, cleanliness, timeliness, security, and
accessibility remain important issues in terminal services.

The literature shows that terminal research over the past five years tends to
focus on measuring satisfaction levels, service quality gaps, or mapping priority
attributes using Service Quality, Importance Performance Analysis, satisfaction
indexes, Kano models, and similar approaches (Setyawati et al., 2021; Aghajanzadeh
et al., 2022; Kamil et al., 2025; Rahmawati et al., 2025; Simanjuntak & Aryanni, 2026).
However, the results of these measurements are relatively rarely explicitly placed as
input for facility management in the post-construction stage. The research gap of this
research lies in the need to bridge user assessment with asset management decisions,
specifically safety, maintenance, accessibility, operational reliability, and information
systems.

Oebobo Bus Terminal is a type B terminal in Kupang City that serves the
movement of Intercity Transportation within the Province to a number of areas in
East Nusa Tenggara. Based on research data, some of the main facilities have been
available, but problems are still found in vehicle lanes, waiting rooms, information
boards, worship facilities, accessibility for people with disabilities, safety equipment,
evacuation routes, lighting, drainage, cleanliness, and environmental management.
The current implementation of passenger terminals refers to the Regulation of the
Minister of Transportation of the Republic of Indonesia Number PM 24 of 2021
concerning the Implementation of Road Transportation Passenger Terminals
(Ministry of Transportation of the Republic of Indonesia, 2021).

Based on these conditions, the uniqueness of this study lies in the use of the
expectation and perception gap as a user-based infrastructure performance indicator.
The value of the gap does not stop at the diagnosis of service quality, but translates
into the priority of facility management at the operation and maintenance stages.

Thus, this study aims to evaluate the gap between user expectations and perceptions
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of the service performance of the Oebobo Bus Terminal based on the five dimensions
of Service Quality and formulate its implications for facility management priorities
from the perspective of Construction Management.

METHODS

The study used a quantitative approach with a cross-sectional survey design
carried out at the Oebobo Bus Terminal, Jalan Frans Seda, Oebobo District, Kupang
City. The research population is the users of terminal services. A sample of 86
respondents was selected using non-probability sampling using purposive sampling
techniques. Respondents meet the criteria of having used the Oebobo Terminal
service, being at the terminal during the survey, being at least 17 years old, and
willing to fill out the questionnaire. The consequence of the technique is that the
results of the study represent the assessment of the surveyed users and are not
intended as a probabilistic estimate of the entire population.

The instrument was in the form of a Likert scale questionnaire of 1-5 which
measured the level of expectation and perception of 25 service attributes. Attributes
are grouped into five dimensions, namely tangible, reliability, responsiveness,
assurance, and empathy. The trial was carried out on 30 respondents, then the
validity was re-examined on 86 respondents. The whole item has a correlation value
greater than the r-table of 0.212. Cronbach's Alpha value on the main data was 0.982
for expectation and 0.899 for perception so that the instrument was judged
consistent.

Table 1. Research Dimensions and Indicators

Dimensions Number of Attributes Scope

Waiting room, seating
facilities, lighting,

Tangible 8 information, toilets, places of
worship, environment,

cleanliness

Timeline accuracy, ticketing
1 system, procedural
Reliability 4 o ]
suitability, consistency of

information

Complaint response,
. willingness to help, schedule
Responsiveness 5 . .
changes, complaints, officer

professionalism
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Dimensions Number of Attributes Scope

Security, surveillance
Insurance 4 facilities, evacuation routes,

lighting, goods security

User attention, vulnerable
Empathy 4 groups, accessibility of

disabilities, staff patience

Service attributes of Oebobo
Total 25 .
Bus Terminal

Source: Research Data (2026)

The analysis uses the Service Quality approach by calculating the difference in
perception and expectation on each attribute and dimension. Mathematically, Gapi =
Pi — Ei, with Gapi as the attribute gap or dimension i, Pi as the perception score, and
Ei as the expectation score. A negative value indicates that the actual performance
has not met expectations, a zero value indicates performance as expected, and a
positive value indicates that the service exceeds expectations. A similar gap approach
is used in the evaluation of terminals and public transportation to identify attributes
that require managers' attention (Setyawati et al., 2021; Illiyyin & Murtini, 2026).

In the initial thesis manuscript, the summary of results listed a reliability gap of
-1.60, while the data table showed a mean expectation of 4.34 and a perception of
3.28. This article uses the result of an arithmetic reconciliation of 3.28 — 4.34 = -1.06 to
be consistent with the mean value in the table. This value still needs to be confirmed
using raw data before the manuscript is sent through the journal system. The results
of the gaps are then translated into a group of facility management interventions
including safety, physical maintenance, operational reliability, information systems,
accessibility, and the environment.

FINDINGS AND DISCUSSION
Respondent Characteristics

A total of 86 terminal users became respondents. Male respondents amounted
to 67 people or 78%, while women amounted to 19 people or 22%. The 17-25 year old
age group is the largest group at 48%, followed by the 26-34 year old age group at
40%. As many as 52% of respondents used the terminal in the last three to six

months, so most of them have relatively actual experience of service conditions.
Table 2. Respondent Characteristics

Features Category Quantity Percentage

Gender Male 67 78%
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Features Category Quantity Percentage

Women 19 22%

Age 17-25 years old 41 48%

26-34 years old 34 40%

35-43 years old 9 10%

>44 years old 2 2%

Frequency of use  First time 6 7%
Last 1 month 28 33%

Last 3-6 months 45 52%

Last 1 year 7 8%

Source: Survey Results (2026)

The dominance of productive-age respondents shows that the assessment
mainly describes the experience of young and adult users. The representation of a
small elderly group needs to be considered when interpreting the accessibility and
service needs of vulnerable groups. The limitations of these respondent
characteristics do not reduce the function of the survey as an initial indicator of
performance, but limit generalization to the entire user group.

Condition of Existing Facilities

Observations show that key facilities such as vehicle lanes, parking areas,
counters, surveillance posts, waiting rooms, and information boards are available,
but the quality of function and maintenance is not uniform. In supporting and safety
facilities, there are still needs for improvement, especially places of worship,
accessibility for disabilities, light fire extinguishers, evacuation routes, lighting,
drainage, waste sorting, and hygiene systems.

Table 3. Existing Facility Conditions and Management Implications

re . . Implications of Facility
Facilities Group Identified Conditions M A
anagemen

) Some surfaces and Pavement condition
Vehicle lanes . . i i
arrangements are not optimal inspection and maintenance

. Seating comfort is not Maintenance and
Waiting room ) . s
optimal improvement of amenities
i Schedules and rates have not Strengthening operational
Information ] . .
been presented consistently  information systems
Accessibility Disability facilities are Increased universal access
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Facilities Group

o .. Implications of Facility
Identified Conditions
Management

inadequate

The scope of supervision, fire

extinguishers, and Safety audits and periodic

Safety ) ) ] )
evacuation routes is inspections
inadequate

. Not enough, especially at Maintenance of electrical
Description ) ] )

night installations

] Unstructured drainage, Environmental maintenance

Environment

garbage, and cleanliness and hygiene SOPs

Source: Observation Results (2026)

The findings show that the status of availability or unavailability is not enough

to assess the performance of an asset. Infrastructure that is available but does not

function consistently, is not secure, is not easy to use, or is not maintained on a

regular basis still results in low service levels. These results are in line with Abdullah
(2022), Primasworo et al. (2024), and Adhwa et al. (2025) who show that the

completeness, quality, and functionality of facilities are an important part of the

terminal user experience.
Gaps at the Attribute Level

Table 4. Service Quality Results on 25 Service Attributes

Code Attributes Hope Perception Gap

Comfortable and

T1 clean waiting 4,40 3,38 -1.02
room
Seating facilities

T2 4,42 3,29 -1,13
and shelter area
Adequate

T3 illumination at 4,26 2,44 -1,82
night
Schedule and

T4 fare information 4,35 3,01 -1,34
board
Adequate and

T5 4,26 3,23 -1,03

clean toilets
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Code

Attributes

Hope

Perception

Gap

T6

Places of
worship are
available and

functioning

4,37

2,62

-1,75

T7

The environment
is organized and

has green areas

4,22

3,40

-0,82

T8

Environmental

cleanliness

4,40

2,90

-1,50

R1

Bus departure on

schedule

4,58

2,79

-1,79

Ticket system
runsin an

orderly manner

4,23

3,34

0,89

R3

Officers serve
according to

procedures

4,20

3,74

-0,46

R4

Correct and
consistent

information

4,36

3,27

-1,09

RS1

Officers quickly
respond to

complaints

4,42

3,76

-0,66

RS2

Officers are

ready to help

4,42

3,83

-0,59

RS3

Schedule
changes are
delivered on

time

4,41

2,65

-1,76

RS4

Easily accessible
complaint

service

4,27

3,21

-1,06

RS5

Polite, friendly,
and professional

4,42

3,93

-0,49
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Code

Attributes

Hope

Perception

Gap

staff

Al

The safety of the
terminal area is

guaranteed

4,51

3,35

-1,16

A2

Surveillance
facilities, guard
posts and
evacuation
routes are

available

4,49

2,63

-1,86

A3

Good evacuation
description and

signs

4,31

2,59

-1,72

A4

Security or

custody of goods

4,20

3,20

-1,00

El

Officers
understand the

needs of users

4,44

3,27

-1,17

E2

Priority for the
elderly and
disabled

4,43

3,16

-1,27

E3

Disabled access
facilities

available

4,48

3,13

-1,35

E4

Patient and

attentive service

4,49

3,41

-1,08

Source: Analysis Results (2026)

All 25 attributes result in a negative gap. The five largest gaps were surveillance
facilities, guard posts, and evacuation routes (-1.86); nighttime illumination (-1.82); the
accuracy of the departure schedule (-1.79); submission of schedule changes (-1.76); and
worship facilities (-1.75). This pattern shows that the terminal critical point is a combination
of the technical functions of the safety facility with the reliability of operation and
information. These results are consistent with studies by Primasworo et al. (2024), Kamil et
al. (2025), Adhwa et al. (2025), and Simanjuntak and Aryanni (2026) which also place
security, lighting, basic facilities, schedules, and information as important attributes that

need improvement.
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Gaps Based on Service Quality Dimensions
Table 5. Summary of the Five-Dimensional Gap in Service Quality

Peringkat Dimensions Hope Perception Gap
1 Insurance 4,38 2,94 -1,44
2 Tangible 4,33 3,03 -1,30
3 Empathy 4,46 3,24 -1,22
4 Reliability 4,34 3,28 -1.06
5 Responsiveness 4,39 3,47 -0.91

Source: Analysis Results (2026)
0.0
_02 -
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Source: Analysis Results (2026)
Figure 1. Service Quality Gap Based on Service Quality Dimensions

Figure 1 shows the entire dimension below the zero line. Assurance had the largest gap
of —1.44, followed by tangible —1.30, empathy —1.22, reliability —1.06, and responsiveness —0.91.
Thus, the priority of improvement cannot be directed only to the behavior of officers. The
dimension with the largest gap actually shows the strong problems of safety, facility
function, and availability of physical facilities.
Assurance as a Priority for Infrastructure Safety

The assurance dimension is the first priority because of the gap —1.44. In the context of
the Oebobo Terminal, this dimension is closely related to the security of the area,
surveillance facilities, guard posts, evacuation routes, lighting, safety signs, and the security
of goods. The attributes of surveillance facilities, guard posts, and evacuation routes had a
gap of —1.86, while the lighting and evacuation signs had a gap of —1.72. Salisu et al. (2024)
point out that safety and security are an important part of the quality of intercity terminals,
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while Primasworo et al. (2024) and Simanjuntak and Aryanni (2026) also found security
facilities as attributes that need to be prioritized.

From the perspective of Construction Management, the findings point to the need for
risk-based facility management. Safety equipment, lighting, evacuation routes, and
surveillance systems need to be treated as critical assets that have functional, inspection, and
readiness requirements. Managers need to compile a list of safety assets, conduct periodic
inspections, establish monitoring and lighting critical points, ensure the availability of
extinguishers, mark evacuation routes, and document corrective actions. This approach
shifts the maintenance pattern from reactive to preventive and risk-based.

Tangible and Preventive Maintenance Needs

The tangible dimension has a gap -1.30. Large gaps are found in night lighting (-1.82),
worship facilities (—1.75), environmental cleanliness (-1.50), and information boards (-1.34).
Kamil et al. (2025) also found cleanliness and lighting as attributes with high potential for
improvement, while Illiyyin and Murtini (2026) showed that physical dimensions are one of
the important aspects of the type B terminal. Preventive maintenance programs can be
carried out through waiting room inspections, lighting system checks, toilet and public area
cleaning schedules, vehicle lane inspections, maintenance of information boards and signs,
and drainage and green space maintenance. Each action should be recorded in a maintenance
loghook so that the history of condition, frequency of damage, corrective actions, and
replacement needs can be monitored. This approach clarifies the identity of the research as a
study of post-construction facility performance, not just a survey of user satisfaction.
Empathy and Universal Accessibility

The empathy dimension gained a gap of —1.22, while the expectation value of 4.46 was
the highest among the five dimensions. Access facilities for persons with disabilities have a
gap of —1.35 and priority for the elderly and disabled have a gap of —1.27. Simanjuntak and
Ernawati (2025) and Solossa et al. (2026) show that the quality of facilities and attention to
user needs contribute to the comfort of the terminal. In the context of infrastructure, empathy
needs to be realized through universal accessibility, not just through the attitude of officers.
Improvements can be directed at the provision of appropriate ramps, barrier-free access
lanes, guiding blocks, accessible toilets, priority seating areas, easy-to-read information, and
safe passenger transfer lanes. Infrastructure that can be used independently by vulnerable
groups reduces reliance on officer assistance and improves asset quality inclusively.
Reliability and Terminal Operational Management

The reliability dimension has a gap of —1.06. The bus departure accuracy attribute
shows a gap of —1.79 and is one of the most critical attributes. Weng et al. (2023) show that
punctuality and quality of operations have an important relationship with user satisfaction,
while Goransson and Andersson (2023) place reliability as a factor in the attractiveness of
public transportation. Thus, improving physical facilities will be less effective if the terminal
is unable to provide operational certainty. Repairs require arrival and departure recording
procedures, coordination of managers with bus operators, regular schedule updates, late

278p



Journal of Creative Power and Ambition (JCPA)

recording and punctuality performance indicators. Managers can use the percentage of
departures on schedule and average delays as operational indicators. This information can
then be used to evaluate operators and improve the arrangement of vehicle movements
within the terminal.
Responsiveness and Information Systems

The responsiveness dimension has the smallest gap, which is —0.91, but a negative value
indicates that the service still does not meet expectations. Officers were relatively better in
their willingness to help and professional attitudes, but the delivery of schedule changes had
a gap of —1.76. This shows that the weakness lies not only in the behavior of the officers, but
in the system that allows information to be received quickly and consistently. Putri et al.
(2025) emphasized the importance of service provider response, while Adhwa et al. (2025)
and Simanjuntak and Aryanni (2026) pointed out the need for improved travel information
and complaint handling at terminals. Managers can improve performance through updated
information boards, digital channels, easily accessible complaint services, response time
standards, information officers during peak hours, and record of complaint types and
resolution. The integration of information systems with schedule monitoring can also link
improved responsiveness with increased reliability.
Facility Management Priorities in a Construction Management Perspective

The gap value can be used as an initial screening stage to determine the parts of the
facility that need to be further inspected. Prioritization doesn't mean that the dimensions
with the smallest gaps can be ignored, but rather helps managers sort intervention focuses
based on user experience and asset functionality. The priority matrix in Table 6 links service
findings to the form of facility management actions.

Table 6. Oebobo Terminal Facility Management Priority Matrix

Construction
Priorities Key Findings Management Key Interventions
Perspective
Safety audits,
Surveillance, ) . inspections, fire
. . Risk-based facility ) )
1. Securlty evacuation routes, extlngmshers,
L management L. .
lighting lighting, evacuation
routes
o Periodic inspections,
Waiting room, ) ) o
i . . Preventive light rehabilitation,
2. Physical facilities cleanliness, place of . .
L . maintenance maintenance
worship, information
schedules
s Vulnerable user Universal facility Ramp, guiding block,
3. Accessibility o i ]
facilities management accessible toilets,
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Construction
Priorities Key Findings Management Key Interventions
Perspective
priority areas
. SOPs, schedule
Operational o
. . . monitoring,

4. Operational Timeline accuracy performance )

punctuality
management S
indicators
] Digital information,
i Schedule changes Information
5. Information ) schedule boards,
and complaints management )
complaint channels
. . . Drainage, waste
) Drainage, hygiene, = Environmental ) )
6. Environment . sorting, hygiene
garbage maintenance

SOPs

Source: Research Synthesis Results (2026)

Short-term priorities can start from work with relatively smaller cost needs but have a
direct impact on safety and service certainty, such as lighting inspections, evacuation route
markings, inspection of surveillance systems, provision of extinguishing equipment,
schedule updates, information structuring, and increased cleaning frequency. Medium-term
strategies can be directed at the rehabilitation of waiting rooms, improvement of vehicle
lanes, improvement of drainage, provision of worship facilities, improvement of accessibility
for disabilities, and strengthening lighting and security installations.

For the sustainability of asset performance, managers need facility inventory,
inspection schedules, maintenance checklists, maintenance logbooks, damage classifications,
service level indicators, complaint mechanisms, and facility condition databases. This is in
line with the idea that terminal quality affects user experience and behavior, so physical
quality aspects need to be included in the design and evaluation process of facilities
(Aghajanzadeh et al., 2022; Salisu et al., 2024). The results of the study are also consistent
with Rahmawati et al. (2025) who emphasized the need for priority upgrades in type B
terminals.

The research findings as novelty are that the Service Quality gap can be used as a user-
based performance indicator to direct post-construction facility management. Different from
research that stops at satisfaction categories or priority quadrants, this study translates the
gap into six decision groups: safety, physical maintenance, accessibility, operations,
information, and environment. This finding is a novelty of research. The framework
establishes a conceptual relationship between user perceptions —performance gaps —critical

facilities —operations and maintenance priorities —improving asset service levels. These
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findings extend the use of a quality of service approach to the realm of Construction
Management, specifically facility performance management during the operational phase.
CONCLUSION

The evaluation shows that all dimensions of the service quality of the Oebobo Bus
Terminal have negative gaps. The assurance dimension had the largest gap of -1.44,
followed by tangible —1.30, empathy —1.22, reliability —1.06, and responsiveness —0.91. At the
attribute level, critical points are mainly related to surveillance facilities and evacuation
routes, night lighting, departure accuracy, schedule change information, and places of
worship. These results answer the research objective that the performance of the terminal has
not met the expectations of users and that the priority of improvement must integrate the
condition of the facility with the reliability of the operational process. From the perspective
of Construction Management, service gaps can be used as user-based performance indicators
to filter the needs of safety audits, preventive maintenance, accessibility improvement,
information system strengthening, and operational control. Thus, the contribution of the
research is to link service evaluation with asset management priorities in the post-
construction stage.

Research has some limitations. First, the purposive sampling technique causes the
results to not be probabilistic generalized to all terminal users. Second, the study was only
conducted on one terminal and one observation period, so the variation of services based on
season or time has not been analyzed. Third, the composition of respondents is dominated
by the productive age group so that the representation of the elderly is relatively small.
Fourth, measurements are subjective based on user perception and have not been integrated
with the index of technical conditions, damage levels, component risks, maintenance costs,
and the remaining life of the facility. Therefore, the results of the study are positioned as an
initial screening of priorities that need to be followed by technical inspections and cost
analysis before physical rehabilitation is carried out.
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