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Abstract - Terminal transportation infrastructure is support for regional socio-economic activities. Isimu Terminal, the research
location located in Gorontalo province, Indonesia, is less effective in its function as an origin and destination transportation
node. This research aims to evaluate performance and formulate strategies and priorities for sustainable development. The
methods used are Important Performance Analysis (IPA), Strength Weakness Opportunity Threat (SWOT), and Hierarchical
Analysis Process (AHP). The results of the analysis show that social and environmental aspects with high expectation values
with low performance. The CSI value is at a less effective value. Terminal development policies and strategies are the
development of transportation network systems, development and construction of facilities and infrastructure, human resource
development and management, and resource development. The implementation of this policy model output can be a consideration
for the development of transportation infrastructure in Gorontalo province.
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1. Introduction

The growth of the transportation sector is the cornerstone
of successful national development. The successful
development of the transportation sector affects economic
growth and the growth of a region. Terminals are
transportation facilities that catalyze and drive the
development of improved urban environments and economic
growth and create new opportunities in the surrounding
area[1], [2]. Gorontalo Province is one of the regions in
Indonesia that continues to experience an increase in travel
demand, and this is marked by the increasing population,
increasing levels of community economy, and the growth of
motorization and private vehicle ownership.  Currently,
Gorontalo Province has a type A Isimu passenger terminal,
which has physically improved infrastructure and facilities,
but terminal services still have problems related to
transportation and passenger activities. The tendency of
passengers to choose to get on and off outside the terminal has
led to the emergence of shadow terminals. The shadow
terminal is not a legal transportation node for public
transportation. In addition, some prospective passengers
prefer to use private car travel rental transportation compared
to using buses at the terminal, so city transportation buses
within the province (AKDP) and inter-regional transportation
(AKAP) are no longer operating because they lose
competition with rental transportation and other travel
transportation. Based on these field facts, it is necessary to

evaluate the sustainability performance of the Isimu terminal
to see the efficiency and effectiveness of the Isimu terminal
service, which is reviewed according to 1). Economic aspects,
namely reliability and regularity, 2). Social aspects, namely
convenience/affordability and equality, 3). Environmental
aspects, namely safety, security, and comfort. The existence
of the Isimu terminal as part of the transportation node in the
implementation of traffic and road transportation in the
Gorontalo region and its surroundings is expected to provide
efficient and effective services, thus supporting population
mobility and traffic order. Smoothness, accuracy of service,
capacity, safety, security, and adequate terminal facilities
affect the efficiency and effectiveness of the public
transportation system as a whole[3], [4].

2. Literature Review
2.1. Sustainable Transportation

Sustainable transportation development is a plan to
achieve sustainable development goals elaborated on three
aspects, namely: 1) Economic aspects, increasing the
economic efficiency of passenger and goods transportation by
providing a choice of transportation modes and supporting the
economic movement of the community, 2) Social aspects,
improving accessibility, quality, and safety of transportation.
3) Environmental aspects, improving air quality, reducing
greenhouse gas emissions and minimizing the use of non-
renewable resources [5].
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Table 1. Research indicators

Attribute | Indicators Facility Availability
- XY1.1 Arrival and departure schedule
g XY1.2 Ticket sales counter
S XY1.3 Office facilities
ﬁ XY1.4 Terminal staff
XY2.1 Separate lines
XY2.2 Service Information
Y23 Advanced que of
transportation
XY2.4 Travel disruption information
_ XY2.5 Luggage storage
.g XY2.6 Battery charging facilities
3 XY2.7 Boarding and alighting points
XY2.8 Private vehicle parking
XY2.9 Public vehicle parking
Facilities for people with
XY¥2.10 disabilities and elderly
XY2.11 Special space for_ pregnant and
lactating
XY3.1 Pedestrian walkway
XY3.2 Pedestrian safety path facilities
XY3.3 Vehicle safety facilities
XY3.4 Evacuation lanes
XY3.5 Fire-fighting lane
XY3.6 Vehicle inspection facilities
XY3.7 Public vehicle repair facilities
XY3.8 Information Facilities
= XY3.9 Security facilities
€ XY3.10 Security complaint media
= XY3.11 Security officer
o XY3.12 Waiting room
= XY3.13 Restrooms
w XY3.14 Worship Facilities
XY3.15 Green open space
XY3.16 Restaurant
XY3.17 Cleaning facilities and staff
XY3.18 Smoking area
XY3.19 Drainage
XY3.20 Internet network
XY3.21 Reading room
XY3.22 Lighting

2.2. Related Research

To get comparative attributes in research indicators, the
authors summarize and compare indicators that previous
researchers have reviewed. Indicators of economic aspects
such as departure time, ticket sales counters, office facilities,
and management officers, the majority of which were
researched by previous researchers [6-9]. Indicators of social
aspects such as separation of vehicle lanes, service
information, advanced transportation modes, travel disruption
information, luggage storage, battery charging facilities,
passenger boarding and alighting, private vehicle parking,
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public vehicle parking, facilities for the disabled and elderly,
space for pregnant and lactating mothers, the majority were
studied by [6], [10-12]. Indicators of environmental aspects
such as pedestrian facilities, vehicle safety facilities,
evacuation routes, fire lanes, facilities for officers, vehicle
repair facilities, information facilities, security facilities,
security complaint media, security officers, waiting rooms,
toilets, worship facilities, green open spaces, restaurants,
cleaning facilities and staff, smoking areas, drainage, reading
rooms, and lighting, the majority were researched by [6], [9-
15].

2.3. Research Indicators

Indicators are quantitative data or attributes used to
measure a phenomenon in research[16]. In this study, thirty-
seven research indicators were determined, as in Table 1,
based on the needs of terminal facilities based on previous
research.

2.4. Customer Satisfaction Index (CSI)

Measuring customer satisfaction is essential for every
institution and service provider. This is because this step can
be input to develop and implement strategies to improve the
performance of a service. Customer satisfaction is the level of
conformity to the desired product or service and the reality
received by the customer. The performance of an institution or
facility can be measured according to customer satisfaction
and needs[17]. Customer Satisfaction Index (CSI) is a service
user satisfaction index to determine the level of service user
satisfaction by taking into account the level of service
importance. The development of CSI measurements is based
on the values proposed by Hill, N., & Brierley, J. (2003)
combined with a Likert scale and the opinions of local
stakeholders, users, and observers of the terminal. CSI criteria
based on the development results can be seen in Table 2.

2.5. Important Performance Analysis

Importance Performance Analysis (IPA) is a method used
to measure the comparison between the level of importance
with the reality proposed by stakeholders and provided by
providers or the reality that occurs in the field [18], [19]. This
analysis compares consumer assessments of the level of
importance of service quality identified as user expectations
with the level of service quality performance identified as field
facts. The value of the analysis is poured in a Cartesian
diagram, as in Figure 1.

Table 2. Effectiveness Index

Value Range Satisfaction Effectiveness
(%) Level Level
90 -100 Very Satisfied Very Effective
80 — 89,99 Satisfied Effective
70-79,99  |Moderately Satisfied|Moderately Effective
50— 69,99 Less Satisfied Less Effective
0—49,00 Not Satisfied Not Effective

Source: Development of references from Hill, N., & Brierley, J. 2003 and
Likert scale
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Fig. 1 Cartesian diagram of IPA, J. A. Martilla and J. C. James, 1977

Quadrant | (low priority) contains attributes of low
importance and performance, so it is called a minor weakness.
Improving the performance of attributes in this quadrant needs
to be negotiated and can be postponed. Quadrant Il
(concentrate here), contains attributes of high importance but
low performance attributes. This quadrant is referred to as a
major weakness, so it is necessary to improve its performance
to produce a higher level of satisfaction. More resources are
needed to improve performance in this quadrant. Quadrant 111
(possible overkill) contains attributes of low importance but is
able to achieve high performance. Quadrant 1V (keep up the
good work) contains attributes of high expectations and high
performance. Attributes in this quadrant are referred to as
major strengths and should be maintained[18], [20].

2.6. SWOT Analysis

SWOT analysis (Strengths, Weaknesses, Opportunities,
and Threats) is a method introduced by Robert Franklin
Stewart as one of the strategic planning techniques for an
organization[21]-[23]. SWOT analysis considers both
internal and external factors that affect terminal performance.
Internal factors, or strengths and weaknesses, refer to factors
that are within the control of management. These include
things like location, facilities, customer service, operational
efficiency, and finances. External factors, or opportunities and
threats, refer to the external environment; these factors may
include market trends, competition, government regulations,
technological advances, community participation, and socio-
economic conditions. The SWOT analysis matrix is presented
in Figure 2.

2.7. Analytic Hierarchy Process (AHP)

Hierarchical analysis process (AHP) is a method of
measurement through pairwise comparisons and relies on
expert judgment to derive a prioritized scale. It was developed
by Tomas L Saaty to find a systematic practice for solving
multifactor problems and speeding up decision-making[24].
Process hierarchy analysis is a structured approach used to
analyze complex systems or problems by breaking them down
into smaller, more manageable components.
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By taking a hierarchical approach, organizations can
better understand the relationships between various elements
and make informed decisions based on a thorough analysis of
the interconnected parts. The AHP hierarchical structure is
presented in Figure 3. The steps in the hierarchical analysis
process are: 1). identify and define objectives and criteria.
This step requires consultation with experts to gather
collective views and identify critical criteria. 2). Develop a
hierarchical structure or model that describes the relationships
and dependencies between objectives, criteria, and
alternatives. This hierarchical structure is the basis for further
analysis. 3). determine the weight of each criterion and
objective. 4) Perform the actual analysis using decision-
making methods such as the analytic hierarchy process or
techniques for preference ordering. These methods allow the
evaluation of design alternatives by considering feedback
from experts and program users. 5). interpret the analysis
results and make decisions based on the analysis results.
Interpretation of the analysis results involves analyzing the
prioritized criteria, the weight of each criterion, and the
ranking or score of alternatives.

Helpful to achieving the
objective

INTERNAL

Harmful to achieving
the objective

STRENGTHS WEAKNESS

[0)4:40)28
TUNITIES

EXTERNAL THREATS

Fig. 2 SWOT analysis matrix, Fahim et al. 2021

Criterion Criterion Criterion Criterion

Alternative 2

Alternative 1 Alternative 3

Fig. 3 AHP hierarchical structure, T. L. Saaty 1990
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The steps of hierarchical process analysis can be a
reference for decision-makers to gain a comprehensive
understanding of the factors at play and make appropriate
decisions based on the relative importance and performance of
alternatives[25].

3. Methods

This research was conducted using qualitative and
quantitative methods using questionnaires and interviews with
passengers, operators, policymakers, academics, and
transportation experts as important dimensions in assessing
the performance of Isimu terminal services.

3.1. Research Location

The research was located at the Isimu terminal in
Gorontalo Province. Isimu, based on the regional spatial plan
and medium-term development plan of Gorontalo, is a
Regional Activity Center (PKW) and is an urban area that
serves provincial and district-scale activities, trade areas, and
integrated industrial and warehousing areas. This area is a
gateway for land, air, and sea transportation modes, which has
high access to Djalaludin Airport, railway station plans,
Gorontalo Port, Kwandang Port, Anggrek Port, Tilamuta Port,
Gorontalo City Ferry Port, Isimu Terminal, making this area
very strategic.

3.2. Research Sample

This study used a sample of 140 non-probability sampling
respondents in qualitative self-interview, consisting of 56%
men and 44% women. Respondents based on occupation
consisted of 69% passengers, 12% drivers, 12%
academics/practitioners/employees, and 7% agents.

Based on the level of education, 44% of respondents have
a high school education, 25% have a junior high school
education, 17% have a diploma/graduate/master/doctorate,
and 14% have a primary school education. Meanwhile, based
on the level of visits, 70% of respondents visited 1 to 3 times
a month, 20% more than 5 times a month, 6% 3 to 5 times a
month, and 4% never visited.

3.3. Statistical Test

At the pre-survey stage, the validity test measures the
accuracy and accuracy of the questionnaire. Each question can
be said to be valid and accepted if the value of the r-count
obtained is greater than the r-table value. The r-count value
(corrected item-total correlation) for the performance
questionnaire is between 0.2596 - 0.7982, and the r-table value
is 0.166. The r-count value (corrected item-total correlation)
for the attribute importance questionnaire is between 0.2250 -
0.7813, and the r-table value is 0.166. The calculated value of
these two questionnaires is> 0.16 so that the questions in this
questionnaire can be declared valid. Furthermore, a reliability
test was carried out based on the Chornbach Alpha value with
a minimum reliability limit coefficient of 0.6. The results of
testing the reliability of the Alpha Chornbach coefficient value

of the performance questionnaire 0.892> 0.6 and the interest
questionnaire Alpha Chornbach coefficient value of 0.916>
0.6. So, it can be concluded that the indicators used to measure
these variables are reliable or not.

3.4. Data Analysis

The analysis methods used are IPA (Importance
Performance Analysis), SWOT (strengths, weaknesses,
opportunities, and threats), and AHP (Analytical Hierarchy
Process) methods. IPA is used to measure service quality
attributes and user satisfaction quality. The main principle of
IPA is to measure satisfaction compared to perceived
importance, and then follow-up is needed on the high and low
importance [26, 27]. The Customer Satisfaction Index (CSI)
method is used to assess the level of user satisfaction with the
performance of the Isimu terminal. The research conceptual
framework in Figure 5 shows the combination of analysis of
each stage, the relationship between the theoretical concepts
used with the subject and object, and the integration of IPA,
SWOT, and AHP methods.

DJALALUDIN
AIRPORT

bk D
e g

Fig. 4 Research location

Gap Analisys

Indicator/Strategy of
Development

Prioritization of
Development

CONCEPT OF
DEVELOPMENT

Fig. 5 Research framework
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4. Results and Discussion
4.1. Sustainable Terminal Performance

Sustainable performance is an important concept in
policy-making for a service[28]. IPA analysis displays
information about service indicators that are believed to have
a significant impact on stakeholder satisfaction[28, 29]. A
review of the 37 indicators of Isimu terminal facilities is as
follows:

4.1.1. Economy Aspects

Service performance based on the average value of
performance and the importance of economic aspects is
presented in Figure 6. The analysis shows that the
performance value of economic aspects is greater than the
average performance value (XY1 > P), and the importance
value is greater than the average importance value (XY1 > I).

The performance value of indicators XY1.1, XY1.2,
XY1.3, and XY1.4 is greater than the average performance
value, the importance value of XY1.1, XY1.2, XY1.4 is
greater than the average importance value, and XY1.3 is
smaller than the average importance value.

Arrival and departure times (XY1.1) are in quadrant |
with low performance and expectations; this condition is
influenced by the lack of passenger boarding and alighting
activities in the terminal; ticket sales counters (XY1.2) are in
quadrant 1l with low performance and high expectations,
office facilities (XY1.3) are in quadrant Il with high
performance and low expectations, terminal officers (XY1.4)
are in quadrant 1V are indicators that are considered important
and are expected to be maintained.

The level of respondents' satisfaction with the economic
aspect indicator is in the range of 61.92% - 64.95%, with an
average of 64.80%, as presented in Figure 7.
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4.1.2. Social Aspects

Service performance based on the average value of
performance and the importance of social aspects is presented
in Figure 8. The analysis results show that the performance
values of XY2.1, XY2.3, XY2.4, XY25, XY2.8, XY2.9,
XY2.10 are smaller than the average performance value (XY2
< P), and the performance values of XY2.2, XY2.6, XY2.7,
XY2.11 are greater than the average performance value
(XY2 > P). The importance scores of XY2.3, XY2.4, XY2.5,
XY2.6 are less than the mean importance scores (XY2 <) and
the importance scores of XY2.1, XY2.2, XY2.7, XY2.8,
XY2.9, XY2.10, XY2.11 are greater than the mean
importance scores (XY2 >T). Advanced transportation modes
(XY2.3), travel disruption information (XY2.4), luggage
storage (XY2.5), and private vehicle parking (XY2.8) are in
quadrant I, with low performance and expectations. Separate
lane facilities (XY2.1), public vehicle parking lots (XY2.9),
and facilities for the disabled and elderly are in quadrant Il
with low performance and high expectations. Battery charging
facilities (XY2.6) are in quadrant 11l with high performance
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and low expectations. Service information (XY2.2), boarding
and alighting facilities (XY2.7), and special rooms for
pregnant and lactating women (XY2.11) are in quadrant IV.
The level of respondents’ satisfaction with the social aspect
indicator is in the range of 61.92% - 66.97%, with an average
of 64.65%, as presented in Figure 9.

4.1.3. Environmental Aspects

Service performance based on the average value of
performance and the importance of environmental aspects is
presented in Figure 10. The performance values of XY3.1,
XY3.2, XY3.3, XY3.4, XY35, XY3.6, XY3.7, XY3.8,
XY3.12, XY3.13, XY3.15, XY3.17, XY3.20, XY3. 22, are
less than the average performance value (XY3 < P), and the
performance values of XY3.9, XY3.10, XY3.11, XY3.14,
XY3.16, XY3.18, XY3.19, XY3.21 are greater than the
average performance value (XY2 > P). The importance scores
of XY3.4, XY3.6, XY3.7, XY3.8, XY3.9, XY3.10, XY3.11
are smaller than the average importance score (XY3 < I) and
the importance scores of XY3.1, XY3. 2, XY3.3, XY3.5,
XY3.12, XY3.13, XY3.14, XY3.16, XY3.17, XY3.18,
XY3.19, XY3.20, XY3.21, XY3.22 are greater than the mean
importance score (XY3 > 1).

Evacuation route facilities (XY3.4), vehicle inspection
officers (XY3.6), vehicle repair (XY3.7), information media
(XY3.8), restaurants (XY3.16), reading rooms (XY3.21) are
in quadrant | with low performance and expectations.
Pedestrian path facilities (XY3.1), pedestrian safety paths
(XY3.2), vehicle safety (XY3.3), fire lanes (XY3.5), and
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toilets (XY3.13) are in quadrant Il with low performance but
high expectations. Green open space (XY3.15), internet
network (XY 3.20) with low performance and expectations.

Security facilities (XY3.9), security-compliant media
(XY3.10), security officers (XY3.11), waiting rooms
(XY3.12), worship facilities (XY3.14), cleaning facilities, and
officers (XY3.17). Drainage (XY3.19) (XY3.22) is in
quadrant IV with high performance and expectations. The
level of respondent satisfaction with the environmental aspect
indicators is in the range of 50% - 69.08%, with an average of
64.02%, as presented in Figure 11.

Analysis of sustainability attributes based on the average
value of indicators shows that the performance value of
economic aspects is greater than the average performance
value (XY1 > P), and the importance value is greater than the
average importance value (XY1 > I). The performance and
importance values of social aspects show that the performance
value is greater than the average performance value (XY2 >
P), and the importance value is greater than the average
importance value (XY2 > I). The performance and importance
values of environmental aspects are smaller than the average
performance value (XY3 < P) and the average importance
(XY3 < I).The average economic and social aspects are in
quadrant IV with high performance and expectations, while
the average environmental attributes are in quadrant | with low
performance and expectation values. The terminal
sustainability performance diagram based on the average
attributes is presented in Figure 12.
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Based on IPA analysis, service indicators in quadrant |
have a low level of importance and satisfaction, or the attribute
is below the average value of the level of service. Indicators
included in this quadrant are not considered too important by
stakeholders, so terminal managers do not need to carry out
allocations for excessive investment for these indicators;
stakeholder meetings and negotiations are needed to produce
recommendations for activities.  Quadrant Il, contains
attributes that have a high level of importance or above the
average value, while the level of satisfaction is low. Indicators
in this quadrant are considered the most influential because
this indicator is considered very important, but the services
provided are not satisfactory.

Therefore, it is necessary to evaluate and prioritize
handling and improving services for these indicators.
Quadrant 111, contains indicators that have low importance but
high terminal service performance. Service attributes that fall
into this quadrant are considered excessive by stakeholders. It
is necessary to monitor how the results and input of these
indicators on terminal performance. Quadrant IV, the
indicators in this quadrant, are considered to meet the quality
of service at the level of importance and the level of
stakeholder satisfaction or above the average level of service.
Indicators in this quadrant must be maintained and
anticipation of future needs is needed. The average CSI value
of all aspects is 64.29%. This value is in the range of CSI index
satisfaction level values of 50% - 69.99% in the category of
less satisfied or less effective. That way, the value of the
terminal performance attributes needs to be improved.

4.2. Development Policy and Strategy

Policy is a series of program plans, activities, actions,
decisions, attitudes, or actions taken to solve the problems
faced. To make a plan, external and internal factors need to be
evaluated. Analysis of factors must result in the existence of
strengths owned by an organization, as well as knowing the
weaknesses contained in the organization. The analysis of
external factors must be able to find out the opportunities that
are open to the organization and can also find out the threats
experienced by the organization[30]. To analyze more deeply
about SWOT, it is necessary to look at external and internal
factors as an important part of SWOT analysis, namely:

1. This external factor affects opportunities and threats (O
and T), where this factor concerns public expectations of
the terminal.

2. This internal factor affects the formation of strengths and

weaknesses (S and W), where this factor concerns the
performance of the terminal.

The SWOT matrix illustrates how external opportunities
and threats are anticipated with its strengths and weaknesses.
The SWOT matrix will make it easier to formulate various
strategies. Basically, the alternative strategies taken must be
directed at efforts to use strengths and improve weaknesses,
take advantage of opportunities and overcome threats.
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The identification results of both interviews with
informants and field observations are categorized based on
internal and external analysis, as described in Table 3 below.
To get a real picture of how strategic steps are carried out over
time, the policy direction dissects when the achievement
indicators of each target must be achieved. So that the SWOT
matrix will obtain four groups of alternative strategies called
WT strategies, ST strategies, OW strategies, and SO
strategies; the Isimu terminal sustainability development
strategy can be seen in Figure 13 below.

Table 3. SWOT matrix

WEAKNESS
STRENGTH - Limited
- Terminal as a node competence of
- transportation node human resources
s - Adjacent to the - Has not yet
3 Djalaludin airport and the | implemented the
= location of the planned Internet of Thought
railway station system
- Availability of - Budgeting
Development Land Limitations
- Security Guarantee
ORPORTUNITY TREAT
- Multimodal
. - Rental/Travel
Transportation Hub .
= - Government su t Transportation
c ppor
= S Offers Shuttle
o] - Unavailability of goods e
> S Facilities to
n| terminal in Gorontalo
. passengers
- Increased Economic - .
: - Commitment with
Growth in the
. . stakeholders
surrounding region

1. Develop a Public Service Mall

Policy:

Supporting Infrastructure
Development

Strategi:

Policy:

(S-T1)
2. Developing Transhipment
(S-T2)|

Development of integrated
transportation modes
Strategy:

Develop inter and intra-
regional multimodal
integrated terminals (S-O)

Policy:

Strategy:

(W-03)

1.Increased HR Capacity &
Quantity (W-01)
2. Improved loT-based Terminal /
Management (W-02) /“

3. Cross Sector Coordination,/”

Human Resource Development
and Terminal Management

/

Fig. 13 Terminal development policies and strategies
Notes : T=Threats, W=Weakness, O=Opportunities, S=Strength




Eriyanto Lihawaet al. / IJETT, 72(7), 364-374, 2024

Table 4. Performance and Importance Scores

. . Performance Importance Quadrant
Attribute | Indicators | 5Ty S B [ XY <T [ XYST | 1 [IL] 1[IV
XY1l.1 3,40 4,58 v

Economy XY1.2 3,58 4,79 v
XY1.3 4,07 4,39 v
XY1l.4 4,08 4,6 v
Average (XY1) 3,78 4,59 v
XY2.1 3,00 471 v
XY2.2 3,74 4,65 v
XY2.3 3,04 4,39 v
XY2.4 2,96 4,48 v
XY2.5 3,09 441 v
Social XY2.6 3,88 4,39 v
XY2.7 3,37 4,68 v
XY2.8 3,15 4,57 v
XY2.9 3,05 4,6 v
XY2.10 2,89 4,74 v
XY2.11 3,94 4,74 v
Average (XY2) 3,28 4,58 v
XY3.1 2,79 4,73 v
XY3.2 2,74 4,66 v
XY3.3 2,74 4,58 4
XY3.4 2,48 4,45 4
XY3.5 2,49 4,56 4
XY3.6 2,68 4,42 4
XY3.7 2,39 4,39 4
XY3.8 2,56 4,44 4
XY3.9 3.55 4,60 v
XY3.10 3,562 4,70 v
Environmental Xv3.11 3,89 4,84 ’
XY3.12 3,10 4,81 v
XY3.13 3,06 4,89 v
XY3.14 3,96 4,81 v
XY3.15 3,14 4,40 v
XY3.16 2,73 4,15 v
XY3.17 3,76 4,76 v
XY3.18 2,62 4,27 v
XY3.19 3,61 4,55 v
XY3.20 3,66 4,45 v
XY3.21 2,48 3,60 v
XY3.22 3,74 4,68 v
Average (XY3) 3,08 4,53 v
S (XY) 118,94 168,47
Average (XY) 3,21 4,55

4.3. Policy and Strategy Concept

Isimu terminal development policies include developing
a transportation network system, with the strategy of
developing inter and intra-regional multimodal integrated
terminals (S-T). Development and construction of terminal
facilities and infrastructure with a strategy to improve services
(S-T1), develop a goods terminal (S-T2), build a public
service mall (S-T3), and develop a business center around the
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terminal (S-T4). Human resource development and terminal
management policies with strategies to increase the capacity
and quantity of human resources (W-O1), develop loT-based
terminal management (W-0O2), and cross-sector coordination
(W-0O3). Terminal resource development policies with
strategies to increase community and private participation (W-
T1), joint stakeholder commitment (W-T2), and government
funding synergy (W-T3).
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5. Conclusion infrastructure,
The performance of the Isimu terminal based on ® Development of human resources and terminal
sustainable aspects shows that the majority of indicators of management,

social and environmental aspects are above the average e Development of terminal resources.
importance and below the average performance, so this is an

important note in the development action plan. Policy and strategy implications can be a consideration

for the follow-up development of the Isimu inter-regional
Terminal development policies and strategies, terminal to be sustainable and can be a consideration for the
e Development of transportation network system, development of transportation infrastructure in Gorontalo

e Development and construction of terminal facilities and ~ Province.

References

[1] Liagat Ali et al., “Dynamics of Transit Oriented Development, Role of Greenhouse Gases and Urban Environment: A Study for
Management and Policy,” Sustainability, vol. 13, no. 5, pp. 1-14, 2021. [CrossRef] [Google Scholar] [Publisher Link]

[2] Gelera Chekmareva et al., “Expert Methods for Assessing the Quality of Transportation Services,” Transportation Research Procedia,
vol. 68, pp. 98-108, 2023. [CrossRef] [Google Scholar] [Publisher Link]

[3] Kardina Nawassa Setyo Ayuningtyas et al., “Network Analysis of Intercity Bus Terminal and Inner-City Toll Road Development — The
Case of Bandung City,” International Journal of Sustainable Transportation Technology, vol. 2, no. 1, pp. 8-18, 2019. [CrossRef] [Google
Scholar] [Publisher Link]

[4] Juan de Ofia et al., “Transit Passengers’ Behavioural Intentions: The Influence of Service Quality and Customer Satisfaction,”
Transportmetrica A: Transport Science, vol. 12, no. 5, pp. 385-412, 2016. [CrossRef] [Google Scholar] [Publisher Link]

[5] Piotr Prus, and Marek Sikora, “The Impact of Transport Infrastructure on the Sustainable Development of the Region-Case Study,”
Agriculture, vol. 11, no. 4, pp. 1-15, 2021. [CrossRef] [Google Scholar] [Publisher Link]

[6] Andri Irfan Rifai et al., “Analysis of Customer Satisfaction on the Application of the Covid-19 Protocol at the Inter-City Bus Terminal,”
International Journal of Engineering, Science and Information Technology, vol. 1, no. 1, pp. 75-81, 2021. [Google Scholar] [Publisher
Link]

[7] C. Oprea et al., “The Quality of Service in Passenger Transport Terminals,” IOP Conference Series: Materials Science and Engineering:
20" Innovative Manufacturing Engineering and Energy Conference, Kozani, Greece, vol. 161, pp. 1-9, 2016. [CrossRef] [Google Scholar]
[Publisher Link]

[8] Javad Esmailpour et al., “Importance-Performance Analysis (IPA) of Bus Service Attributes: A Case Study in a Developing Country,”
Transportation Research Part A: Policy and Practice, vol. 142, pp. 129-150, 2020. [CrossRef] [Google Scholar] [Publisher Link]

[9] Aswanti Setyawati et al., “Analysis of Integrated Bus Terminal Services in Pulo Gebang in Increasing Customer Satisfaction,” Journal of
Economics, Management, Entrepreneur, and Business, vol. 1, no. 1, pp. 12-21, 2021. [Google Scholar]

[10] Meyrissa Putri, Jachrizal Sumabrata, and Djoko Sasono, “Evaluation of Bus Station Service Performance,” International Journal of
Engineering Advanced Research, vol. 4, no. 2, pp. 64-75, 2022. [Google Scholar] [Publisher Link]

[11] Aufa Ahda Yukminuna Bilgoibi et al., “Analysis of Passenger Satisfaction with Facilities at Cileungsi Bus Station,” World Journal of
Business, Project and Digital Management, vol. 2, no. 1, pp. 56-65, 2021. [Google Scholar] [Publisher Link]

[12] Chris De Gruyter et al., “A Meta-Analysis and Synthesis of Public Transport Customer Amenity Valuation Research,” Transport Reviews,
vol. 39, no. 2, pp. 261-283, 2019. [CrossRef] [Google Scholar] [Publisher Link]

[13] Muhammad Azmi, Norfatin Farhani Abu Seman, and Mohd Yazid Md Taib, “Amenities Performance on Transportation Hub: A Case
Study of Medium-Sized Non-Centered State,” Journal of Critical Reviews, vol. 7, no. 8, pp. 1-5, 2020. [Google Scholar] [Publisher Link]

[14] A.D. Witjaksono, Suyatno, and Soeparno, “Analysis of Bus Station Services with Importance-Performance Analysis: Empirical Results
of Gerbangkertosusila Region,” 0P Conference Series: Materials Science and Engineering:The 2" Annual Applied Science and
Engineering Conference, Bandung, Indonesia, vol. 288, pp. 1-6, 2018. [CrossRef] [Google Scholar] [Publisher Link]

[15] Yuan Chen et al., “Assessing Accessibility-Based Service Effectiveness (ABSEV) and Social Equity for Urban Bus Transit: A
Sustainability Perspective,” Sustainable Cities and Society, vol. 44, pp. 499-510, 2019. [CrossRef] [Google Scholar] [Publisher Link]

[16] Holger Fabrizzio Bejarano Copo, “Rhetoric in the Construction of a System of Socioeconomic Indicators,” Centro Sur, vol. 7, no. 1, pp.
56-61, 2023. [CrossRef] [Google Scholar] [Publisher Link]

[17] Nigel Hill, and John Brierley, How to Measure Customer Satisfaction, 2™ ed., Routledge, pp. 1-160, 2017. [CrossRef] [Google Scholar]
[Publisher Link]

[18] John A. Martilla, and John C. James, “Importance-Performance Analysis,” Journal of Marketing, vol. 41, no. 1, pp. 77-79, 1977.
[CrossRef] [Google Scholar] [Publisher Link]

[19] Chen Zhang et al., “Exploring Rider Satisfaction with Transit Service in Indore, India: An Application of the Three-Factor Theory,”
Transportation Letters, vol. 11, no. 8, pp. 469-477, 2019. [CrossRef] [Google Scholar] [Publisher Link]

373


https://doi.org/10.3390/su13052536
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=L+Ali%2C+A+Nawaz%2C+S+Iqbal%2C+M+Aamir+Basheer%2C+J+Hameed%E2%80%A6Dynamics+of+Transit+Oriented+Development%2C+Role+of+Greenhouse+Gases+and+Urban+Environment%3A+A+Study+for+Management+and+Policy&btnG=
https://www.mdpi.com/2071-1050/13/5/2536
https://doi.org/10.1016/j.trpro.2023.02.012
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Expert+Methods+for+Assessing+the+Quality+of+Transportation+Services&btnG=
https://www.sciencedirect.com/science/article/pii/S2352146523000145
http://dx.doi.org/10.31427/IJSTT.2019.2.1.2
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Network+Analysis+of+Intercity+Bus+Terminal+and+Inner-City+Toll+Road+Development+%E2%80%93+The+Case+of+Bandung+City&btnG=
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Network+Analysis+of+Intercity+Bus+Terminal+and+Inner-City+Toll+Road+Development+%E2%80%93+The+Case+of+Bandung+City&btnG=
https://unijourn.com/article/5d64abdfea7e600d873012a0/5ae99ad07348a8567766abe2/2.html
https://doi.org/10.1080/23249935.2016.1146365
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Transit+passengers%E2%80%99+behavioural+intentions%3A+the+influence+of+service+quality+and+customer+satisfaction&btnG=
https://www.tandfonline.com/doi/abs/10.1080/23249935.2016.1146365
https://doi.org/10.3390/agriculture11040279
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=The+Impact+of+Transport+Infrastructure+on+the+Sustainable+Development+of+the+Region%E2%80%94Case+Study&btnG=
https://www.mdpi.com/2077-0472/11/4/279
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Analysis+Of+Customer+Satisfaction+On+The+Application+Of+The+Covid-19+Protocol+At+The+Inter-City+Bus+Terminal&btnG=
https://ijesty.org/index.php/ijesty/article/view/107
https://ijesty.org/index.php/ijesty/article/view/107
https://doi.org/10.1088/1757-899X/161/1/012098
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=The+quality+of+service+in+passenger+transport+terminals&btnG=
https://iopscience.iop.org/article/10.1088/1757-899X/161/1/012098/meta
https://doi.org/10.1016/j.tra.2020.10.020
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Importance+%E2%80%93+Performance+Analysis+%28IPA%29+of+bus+service+attributes%3A+A+case+study+in+a+developing+country&btnG=
https://www.sciencedirect.com/science/article/abs/pii/S0965856420307655
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Analysis+of+Integrated+Bus+Terminal+Services+in+Pulo+Gebang+in+Increasing+Customer+Satisfaction&btnG=
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Evaluation+Of+Bus+Station+Service+Performance&btnG=
https://myjms.mohe.gov.my/index.php/ijear/article/view/18602
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Analysis+of+Passenger+Satisfaction+with+Facilities+at+Cileungsi+Bus+Station&btnG=
https://world.journal.or.id/index.php/bpdm/article/view/60
https://doi.org/10.1080/01441647.2018.1461708
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=A+meta-analysis+and+synthesis+of+public+transport+customer+amenity+valuation+research&btnG=
https://www.tandfonline.com/doi/abs/10.1080/01441647.2018.1461708
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Amenities+performance+on+transportation+hub%3A+A+case+study+of+medium-sized+non-centered+state&btnG=
https://www.jcreview.com/paper.php?slug=amenities-performance-on-transportation-hub-a-case-study-of-medium-sized-non-centered-state
https://doi.org/10.1088/1757-899X/288/1/012004
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Analysis+of+Bus+Station+Services+with+Importance-Performance+Analysis%3A+Empirical+Results+of+Gerbangkertosusila+Region&btnG=
https://iopscience.iop.org/article/10.1088/1757-899X/288/1/012004/meta
https://doi.org/10.1016/j.scs.2018.10.003
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Assessing+accessibility-based+service+effectiveness+%28ABSEV%29+and+social+equity+for+urban+bus+transit%3A+A+sustainability+perspective&btnG=
https://www.sciencedirect.com/science/article/abs/pii/S2210670718309181
https://doi.org/10.37955/cs.v7i1.302
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Rhetoric+in+the+construction+of+a+system+of+socioeconomic+indicators&btnG=
https://centrosureditorial.com/index.php/revista/article/view/302
https://doi.org/10.4324/9781315253107
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=N+Hill%2C+J+Brierley+-+How+to+measure+customer+satisfaction&btnG=
https://www.taylorfrancis.com/books/mono/10.4324/9781315253107/measure-customer-satisfaction-nigel-hill-john-brierley
https://doi.org/10.1177/002224297704100112
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=JA+Martilla%2C+JC+James+-+Importance-performance+analysis&btnG=
https://journals.sagepub.com/doi/abs/10.1177/002224297704100112
https://doi.org/10.1080/19427867.2017.1398484
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Exploring+rider+satisfaction+with+transit+service+in+Indore%2C+India%3A+an+application+of+the+three-factor+theory&btnG=
https://www.tandfonline.com/doi/abs/10.1080/19427867.2017.1398484

Eriyanto Lihawaet al. / IJETT, 72(7), 364-374, 2024

[20] Boonyarat Phadermrod, Richard M. Crowder, and Gary B. Wills, “Importance-Performance Analysis Based SWOT Analysis,”
International Journal of Information Management, vol. 44, pp. 194-203, 2019. [CrossRef] [Google Scholar] [Publisher Link]

[21] R.F. Stewart, O.J. Benepe, and A. Mitchell, “Formal Planning: The Staff Planner’s Role at Start up (No. 250),” California: Stanford
Research Institute, 1965. [Google Scholar]

[22] Richard W. Puyt, Finn Birger Lie, and Celeste P.M. Wilderom, “The Origins of SWOT Analysis,” Long Range Planning, vol. 56, no. 3,
pp. 1-24, 2023. [CrossRef] [Google Scholar] [Publisher Link]

[23] Asma Fahim et al., “Sustainable Higher Education Reform Quality Assessment Using SWOT Analysis with Integration of AHP and
Entropy Models: A Case Study of Morocco,” Sustainability, vol. 13, no. 8, pp. 1-19, 2021. [CrossRef] [Google Scholar] [Publisher Link]

[24] Thomas L. Saaty, “How to Make a Decision: The Analytic Hierarchy Process,” European Journal of Operational Research, vol. 48, no.
1, pp. 9-26, 1990. [CrossRef] [Google Scholar] [Publisher Link]

[25] Warren E. Walker, “Policy Analysis: A Systematic Approach to Supporting Policymaking in the Public Sector,” Journal of Multi-Criteria
Decision Analysis, vol. 9, no. 1-3, pp. 11-27, 2000. [CrossRef] [Google Scholar] [Publisher Link]

[26] Kai-Chieh Hu, and Vera Salim, “Combining Kano’s Model, IPA, and FMEA to Evaluate Service Quality Risk for Bus Service: Case of
Bangkok Bus Service,” Applied Sciences, vol. 13, no. 10, pp. 1-20, 2023. [CrossRef] [Google Scholar] [Publisher Link]

[27] S.Z. Sani, and M. Zaly Shah, “Level of Service Assessment for People with Disability in Kawo Bus Terminal Park Kaduna State, Nigeria,”
I0OP Conference Series: Earth and Environmental Science, vol. 1274, no. 1, pp. 1-11, 2023. [CrossRef] [Google Scholar] [Publisher Link]

[28] Brian D. Fath, “Quantifying Economic and Ecological Sustainability,” Ocean & Coastal Management, vol. 108, pp. 13-19, 2015.
[CrossRef] [Google Scholar] [Publisher Link]

[29] Vu Anh Tuan et al., “Public Transport Service Quality: Policy Prioritization Strategy in the Importance-Performance Analysis and the
Three-Factor Theory Frameworks,” Transportation Research Part A: Policy and Practice, vol. 166, pp. 118-134, 2022. [CrossRef]
[Google Scholar] [Publisher Link]

[30] Mostafa Ali Benzaghta et al., “SWOT Analysis Applications: An Integrative Literature Review,” Journal of Global Business Insights,
vol. 6, no. 1, pp. 55-73, 2021. [CrossRef] [Google Scholar] [Publisher Link]

374


https://doi.org/10.1016/j.ijinfomgt.2016.03.009
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Importance-Performance+Analysis+based+SWOT+analysis&btnG=
https://www.sciencedirect.com/science/article/abs/pii/S0268401216301694
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Formal+planning%3A+The+staff+planner%E2%80%99s+role+at+start+up+%28No.+250%29&btnG=
https://doi.org/10.1016/j.lrp.2023.102304
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=RW+Puyt%2C+FB+Lie%2C+CPM+Wilderom+-The+origins+of+SWOT+analysis&btnG=
https://www.sciencedirect.com/science/article/pii/S0024630123000110
https://doi.org/10.3390/su13084312
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Sustainable+higher+education+reform+quality+assessment+using+SWOT+analysis+with+integration+of+AHP+and+entropy+models%3A+A+case+study+of+Morocco&btnG=
https://www.mdpi.com/2071-1050/13/8/4312
https://doi.org/10.1016/0377-2217(90)90057-I
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=How+to+make+a+decision%3A+the+analytic+hierarchy+process&btnG=
https://www.sciencedirect.com/science/article/abs/pii/037722179090057I
https://doi.org/10.1002/1099-1360(200001/05)9:1/3%3C11::AID-MCDA264%3E3.0.CO;2-3
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Policy+analysis%3A+a+systematic+approach+to+supporting+policymaking+in+the+public+sector&btnG=
https://onlinelibrary.wiley.com/doi/abs/10.1002/1099-1360(200001/05)9:1/3%3C11::AID-MCDA264%3E3.0.CO;2-3
https://doi.org/10.3390/app13105960
https://scholar.google.com/scholar?q=Combining+Kano%E2%80%99s+Model,+IPA,+and+FMEA+to+Evaluate+Service+Quality+Risk+for+Bus+Service:+Case+of+Bangkok+Bus+Service&hl=en&as_sdt=0,5
https://www.mdpi.com/2076-3417/13/10/5960
https://doi.org/10.1088/1755-1315/1274/1/012020
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Level+of+Service+Assessment+for+People+with+Disability+in+Kawo+Bus+Terminal+Park+Kaduna+State%2C+Nigeria&btnG=
https://iopscience.iop.org/article/10.1088/1755-1315/1274/1/012020/meta
https://doi.org/10.1016/j.ocecoaman.2014.06.020
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Quantifying+economic+and+ecological+sustainability&btnG=
https://www.sciencedirect.com/science/article/abs/pii/S0964569114002038
https://doi.org/10.1016/j.tra.2022.10.006
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=Public+transport+service+quality%3A+Policy+prioritization+strategy+in+the+importance-performance+analysis+and+the+three-factor+theory+frameworks&btnG=
https://www.sciencedirect.com/science/article/pii/S0965856422002646
https://doi.org/10.5038/2640-6489.6.1.1148
https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=SWOT+analysis+applications%3A+An+integrative+literature+review&btnG=
https://digitalcommons.usf.edu/globe/vol6/iss1/5/

