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 This study aims to analyze public satisfaction with the Bandung City 

Transportation Service in dealing with traffic jams. This study uses a case 

study approach to congestion that occurs in the city of Bandung. The stages 

passed are plan, design, prepare, collect, analyze, and share. The results of 

the study show that community satisfaction at the Bandung City 

Transportation Service shows an unfavorable value. This is because until 

now there are still frequent traffic jams at locations where traffic jams often 

occur. It is hoped that the traffic jams that occur can be resolved soon and 

the wheels of the economy can run smoothly, especially in the morning and 

evening. 
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1. INTRODUCTION 

Public services that are happening at this time are still closely related to negative responses. This 

means that there tends to be an assessment from the public of the slow public service bureaucracy, 

inefficiency and ineffectiveness. To improve this perception, it is necessary to increase the performance of 

public service employees, including through increased motivation and work discipline [1]. Employee 

performance that is in the spotlight and is considered not good is the performance of the Bandung City 

Transportation Service. This is due to the frequent occurrence of traffic jams in several locations which 

are considered to be very much needed by the community.  

The results of a survey conducted by 2022 show that congestion in the city of Bandung is in a 

serious condition, especially during rush hours such as going to work (06.00-08.00) and returning from 

work (04.00-07.00). The worst congestion points are in the Pasteur, Gunung Batu, Gasibu, Cikutra, 

Antapani, Buah Batu areas, and many other congestion points. According to the Bandung City 

Transportation Agency (Dishub), the cause of the traffic jam is the almost equal number of motorized 

vehicles and the population of Flower City residents. The number of vehicles in the City of Flowers is 2.2 

million units, while the population is 2.4 million people. Based on the records, the volume of vehicles in 

the city of Bandung can be seen from the data of vehicles passing at the Kiaracondong-Soekarno Hatta 

intersection. This is because, in the eastern area of Bandung City there are many settlements, so people 

only rely on Jalan Soekarno-Hatta to go to the city center. During the morning rush hour, starting at 6.00-

08.00 WIB, there are around 29,000 vehicles from the east heading north at the intersection. Meanwhile, 

from east to west there are 22,000 vehicles [2]. 

The city of Bandung is the capital of West Java Province, which has a variety of activities including 

business, economy, creative industries, government and so on. In 2008 the Bandung City Government 

succeeded in implementing the ISO 9001:2000 Quality Management System at SKPD, so that it is expected 

that the services provided to the community will always increase. This increase was measured using the 

Community Satisfaction Index (IKM). The IKM survey at the Bandung City Transportation Service showed 

good results with an index after being converted of 74.31[3]. Bandung City Department of Transportation 

in recent years has become the main focus of research, including discussing congestion. Traffic jams in the 

city of Bandung are still a big homework that the Bandung City Government continues to improve. To 

unravel this problem together, the Bandung City Transportation Agency (Dishub) held a Focus Group 

Discussion (FGD) with a number of relevant stakeholders, namely academics, the Transportation Agency, 

the SDABM Service, the Police, and the DPRD. [4]. The solution from the results of previous research, 

among others, shows that with adequate public transportation and making it easier for the community, it 

will reduce congestion later [5].  

The services provided by the Bandung City Transportation Agency in overcoming traffic jams are 

deemed to need special attention, because this will have an impact on assessing community satisfaction. 
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As has been found in Tarongong Kaler District, Garut Regency, there are still gaps because they have not 

been able to provide maximum service to the community, so there is a need for improvement even though 

it is currently in the good category [6]. The same thing happened in the Hospital sector. With excellent 

service, users or the community provide good service quality values [7]. 

Rasyid (1997), explained that on the government side, service is a process of fulfilling community 

needs with regard to basic rights and grant rights, which can be in the form of services and services. For 

the government, the issue of service is becoming increasingly interesting to discuss because it involves 

one of the three essential functions of government, in addition to the function of empowerment and 

development [8]. If the service is not provided properly, there will be some negative impacts, such as 

decreased satisfaction [9, 10], decreased institutional image value[11, 12], decreased loyalty[13], and 

many other negative factors. 

The purpose of this study is to analyze public satisfaction with the Bandung City Transportation 

Service in dealing with traffic jams. The benefits of this research are as material for consideration by the 

City Government in overcoming congestion and improving services to the community. The community 

also benefits from the best solution that will be provided by the government in overcoming the 

congestion. 

 

2. METHOD 

This research is a qualitative research with data collection process through case studies that 

occurred in the city of Bandung. Case study research [14] is research conducted by conducting an in-

depth investigation of a particular subject. This study uses a direct survey method that aims to obtain 

data and describe the data population found. There are six stages in case study research [14, 15], namely 

plan, design, prepare, collect, analyze, and share.  

In this study, the six stages were carried out as follows: 

1. Plan 

This research is based on the results of public dissatisfaction with the Bandung City government, 

especially the Department of Transportation in dealing with traffic jams. Many people judge that 

they are dissatisfied with the presence of quite high traffic jams at certain hours. From these 

findings, the researcher then chose the qualitative case study method as a research method to dig 

deeper into the data on the informants. 

2. Design 

Identification of community satisfaction with structured and unstructured interview methods. 

3. Prepare 

To answer research problems, interview instruments have been prepared and prepared including 

interview guides, observation guidelines, and stationery for notes and documentation. The interview 

questions included the informants' understanding of traffic jams and their level of satisfaction. 

Interviews were conducted using semi-structured and open-ended questions, so that the interviewer 

could assess whether the informant's answers were correct or not and whether there were follow-

up questions. With this method, it is expected that informants are free to express themselves and 

provide true information. 

4. Collect 

The data that has been obtained is collected while maintaining the principles of ethics and 

confidentiality of the informant, requesting the contents and communicating the resulting data to the 

informant. Interviews were conducted with informants using the easiest media in order to be able to 

provide information and to see directly the level of congestion and community satisfaction. 

5. Analyze 

The resulting data ascertained the level of internal validity and external validity. Data collection was 

carried out for approximately one month. Data is collected according to research objectives, research 

questions, and research approach assumptions. Data collection was carried out by interviewing 

informants and document reviewers. 

6. Share 

The results of this study are reported in the form of conclusions and results that cover all research 

activities on congestion analysis and community satisfaction in the city of Bandung. 

 

3. RESULTS AND DISCUSSION 

This research consisted of two questions which later developed into 4 additional interview 

questions and several additional questions that emerged spontaneously during field interviews. The 
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unstructured interview consisted of questions that flowed according to the answers from the informants 

at the research location. The first question is how satisfied are you with the performance of the 

Department of Transportation in the City of Bandung in overcoming traffic jams? The informants' 

responses to these questions showed that the average answer was unsatisfied. This is in line with 

previous research [6] which stated that there was public dissatisfaction in assessing the level of 

satisfaction with the services provided by the government. 

The research questions developed into several interview questions. That is about what people 

know about the Bandung City Transportation Service. The informant's answer in describing the Bandung 

City Transportation Service which regulates traffic. But they explained that it wasn't always there when 

unraveling congestion. The second question is about the impact they feel if there is continuous traffic jam. 

The informant's answers described that the economy would continue to decline if it was left like this. 

Especially on weekends, you have to be more patient to get to your destination. The volume of vehicles 

continues to increase, but road facilities still have no solution for now.  

The fourth question is about people's expectations of the services provided by the Bandung City 

Transportation Agency in dealing with traffic jams. For the most part, the informants wanted it to be 

further improved, and if there is a possibility to make alternative roads to reduce congestion, especially 

for workers whose activities are on the road every morning and evening. There needs to be an officer on 

standby at the location where traffic jams often occur. If it is possible, to add personnel on guard in 

locations that are prone to traffic jams. 

Based on the results of the informants' answers, it shows that there are high expectations from the 

community to overcome the traffic jams that occur in the city of Bandung. The active role of the Bandung 

City Transportation Service is needed in overcoming this traffic jam. The proposal from one of the officials 

in the city of Bandung in 2022 explains that the Department of Transportation needs to strictly 

implement the odd-even system. This application is considered to be quite effective when implemented at 

the five toll gates entering the City of Bandung. But now activities are back to normal, the volume of 

vehicles and residents' activities is very high in the city of Bandung. The density at these points can 

gradually be minimized with the presence of flyovers.  

Efforts made by the Department of Transportation for the City of Bandung include continuing to 

intensively carry out raids on padlocking and embossing illegal parking. At certain times, four-wheeled 

vehicles and motorcycles are also towed, which are parked haphazardly. Another effort being made is to 

regulate residents' activities in crowded or trading centers. But now, to minimize the congestion that 

occurs, there is only awareness from the community. Not only in terms of traffic and not stopping 

carelessly and violating traffic signs, but also not driving if you don't really have to. 

 

4. CONCLUSION 

Based on the results of the study, it shows that there is a lack of public satisfaction at the Bandung 

City Transportation Service. This is due to frequent traffic jams, especially in the morning and evening. 

The wheels of the economy are less able to run optimally from this congestion. The community's hope is 

that the level of congestion will be resolved immediately and if possible a traffic engineering system can 

be used. However, public awareness is also needed, because most of the congestion is dominated by 

private vehicles. 
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