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A B S T R A C T 

The advancement of information technology has driven the transformation of 
public services, including Indonesia's transportation sector. However, e-
Government implementation still faces challenges such as service disparities, 
infrastructure limitations, and low public trust. As the primary service 
provider, PT KAI developed the KAI Access application to improve efficiency, 
yet user complaints regarding system reliability (e.g., crashes during peak 
seasons like mudik) and feature inequality (discrepancies between long-
distance and local train facilities) remain persistent issues. This study aims to 
evaluate the digital service quality of KAI Access using the e-GovQual approach, 
which covers six dimensions: system reliability, ease of use, user trust, content 
and interface, user support, and interaction functionality. Employing a 
descriptive qualitative methodology, data was collected through user 
interviews, literature review, and Miles and Huberman's interactive analysis. 
Findings indicate that while KAI Access meets basic digital service standards in 
ease of use (scoring 4.2/5 for booking flow usability) and trust (through secure 
payment authentication), it exhibits critical weaknesses in: (1) system 
reliability - frequent crashes during user surges due to static server capacity; 
(2) service inequality - premium features like seat selection being exclusively 
available for long-distance trains, reducing local train user satisfaction by 22%; 
and (3) interactivity - lacking integrated feedback channels. Recommended 
improvements include: adopting cloud auto-scaling (e.g., AWS/GCP solutions), 
standardizing core features (e.g., delay notifications), and developing 
multilingual AI chatbots. These findings serve as a foundation for enhancing PT 
KAI's services and provide a reference for e-Government development in 
Indonesia's public sector.  

 
 

1. INTRODUCTION 

 The advancement of information and communication technology (ICT) has 
driven significant transformations in public service delivery across many countries, 
including Indonesia (Amanda & Nurany, 2024). The digitalization of public services 
through e-Government has become a key government priority, aiming to improve 
efficiency, transparency, and accountability (Agustina et al., 2023). Over the past decade, 
Indonesia has made rapid progress in e-Government development, though it continues 
to face complex challenges (Prasetijowati et al., 2024; Rahmat et al., 2024). According to 
the 2023 United Nations E-Government Development Index (EGDI), Indonesia ranked 
88th out of 193 countries an improvement of 11 places from the previous year—but still 
trails behind several ASEAN counterparts, such as Singapore (8th) and Malaysia (48th) 
(United Nations, 2025). 

This research focuses on evaluating the quality of KAI Access application services 
as part of Indonesia's e-Government strategy in the transportation sector. PT Kereta Api 
Indonesia (KAI), as a State-Owned Enterprise (BUMN), has developed digital services 

A R T I C L E   I N F O 
 
Article history: 
Received: 2025-04-15  
Revised: 2025-05-06 

Accepted: 2025-05-27 

Available online: 2025-05-27 

 

 
Keywords: 
e-GovQual, KAI Access, Digital 
Services, Public 
Transportation, Inclusivity 
 

 
This is an open access article under the  
CC BY-SA license.  
Copyright © 2024 by Author. Published 
by Universitas Hang Tuah 
 
 

https://creativecommons.org/licenses/by-sa/4.0/


Aplikasi Administrasi: Media Analisa Masalah Administrasi , Vol. 28, No. 01 2025, pp. 15-28  

16 
 

such as the KAI Access application to make it easier for the public to access train 
transportation services. However, as with the implementation of e-Government in 
various countries, PT KAI also faces challenges in ensuring optimal service quality for all 
users. 

The primary challenges in implementing e-Government in Indonesia can be 
categorized into three main aspects (Nurany et al., 2024). First, there is a significant 
disparity in service quality between urban and rural areas. Data from the Ministry of 
Communication and Information (2023) shows that 65% of digital government services 
remain concentrated on the island of Java, while remote areas outside Java often face 
limited access (Kominfo, 2023). For example, KAI Access users in rural areas often face 
obstacles such as slow internet connections or unavailability of full features, which 
impact the user experience. Second, there is a lack of digital infrastructure, particularly 
in frontier, outermost, and underdeveloped regions (known as 3T areas) (Kominfo, 
2023). A report by the National Development Planning Agency (Bappenas, 2023) 
revealed that around 12,000 villages in Indonesia still struggle with inadequate internet 
connectivity (Kominfo, 2023). Third, there is a low level of public trust in digital 
government services. A survey conducted by Katadata Insight Center (2023) found that 
42% of respondents were hesitant to use digital government services due to concerns 
over personal data security (Nabilah, 2023). 

Similar challenges are also encountered in other countries. For example, in the 
Philippines, limited digital infrastructure in rural areas is a major obstacle to the 
development of e-Government (World Bank, 2023). Meanwhile, India has managed to 
overcome some of these challenges through the Digital India program that focuses on 
equitable digital access (UN e-Government Survey, 2023). 

Despite these challenges, the potential for e-Government development in 
Indonesia remains substantial. According to data from We Are Social & Hootsuite (2024) 
the number of internet users in Indonesia has reached 215 million, or approximately 
78% of the total population, with 96% accessing the internet via smartphones. This 
places Indonesia among the world’s largest digital markets. The rapid growth of internet 
users has been accompanied by increasing adoption of digital services across various 
sectors. The digital economy is projected to reach USD 130 billion by 2025, driven by 
sectors like transportation and logistics Google (2024). 

Nevertheless, public satisfaction with e-Government services remains relatively 
low. A survey conducted by the Asosiasi Penyelenggara Jasa Internet Indonesia., (2024) 
revealed that only 52% of users were satisfied with digital government services. The 
main complaints reported by respondents involving system reliability (35%), data 
security (28%), and ease of use (20%) revealed that only 52% of users were satisfied 
with government digital services (Asosiasi Penyelenggara Jasa Internet Indonesia., 
2024). These findings indicate that although internet penetration is relatively high, the 
quality of digital services still requires significant improvement. 

In this context, PT KAI is an important example of how e-Government challenges 
at the national level are reflected in digital transportation services. As the backbone of 
community mobility, PT KAI is required to provide reliable and inclusive services for all 
users, including those in areas with limited infrastructure. a state-owned enterprise 
mandated to optimize digital services under Presidential Regulation No. 95 of 2018. 
Since 2014, PT KAI has introduced innovations such as its official website and the KAI 
Access mobile app, offering features like online booking, e-boarding passes, and real-
time travel updates. 
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Through this digital platform, PT KAI provides a range of advanced features such 
as online ticket booking, e-boarding passes, and real-time travel information systems. 
These innovations have had a positive impact on the user experience. Dea (2024) 
indicates that 85% of long-distance train ticket transactions are now conducted through 
digital channels. Moreover, the implementation of e-boarding passes has reduced station 
queue lengths by 40% and saved approximately 120 tons of paper annually. 

However, several challenges persist in the development of PT KAI's digital 
services. Some users have reported server disruptions, particularly during peak periods 
such as the Eid al-Fitr (Lebaran) travel season or long holidays (Cpiet, 2024). 
Additionally, limitations in payment methods, especially for local train services—and 
the lack of certain features for these services have drawn criticism. Dea (2024) shows 
that 30% of customer complaints are related to technical issues with the application, 
while 25% pertain to the unavailability of online ticket cancellation features for local 
trains. 

These challenges are not unique to Indonesia. A comparative study conducted by 
the World Bank (2024) on digital transportation systems in 15 developing countries 
found that system reliability and limited functionality are common issues faced by 
transport operators in countries with emerging digital adoption. However, the study 
also noted that countries which successfully overcame these challenges typically 
employed user-centered system design strategies and developed adequate supporting 
infrastructure. 

Recent empirical studies support the importance of digital service quality in 
shaping user experience. Puthur et al., (2020), in their study of digital transportation 
services in Southeast Asia, found that reliability and trust are the dominant factors 
influencing user satisfaction. These findings align with earlier research by Parasuraman 
et al., (1985) on the SERVQUAL model, which emphasizes reliability as a key dimension 
of service quality. 

Furthermore, a longitudinal study by Sahur & Amiruddin (2023) on digital 
service adoption in Indonesia found that ease of use and citizen support significantly 
influence the adoption rate of digital services. This study confirms the relevance of the 
Technology Acceptance Model (TAM) developed by Davis (1989), while also extending it 
by incorporating user support as a critical variable in the context of developing 
countries. 

Meanwhile, Singha & Singha (2023), in their comparative analysis of 30 
transportation applications across different countries, highlighted that the success of 
digital services largely depends on the integration of comprehensive features and strong 
user data protection. These findings reinforce the importance of a holistic approach to 
digital service development—one that goes beyond functionality to also include user 
privacy. 

These previous studies provide a strong theoretical foundation for evaluating the 
service quality of the KAI Access application, particularly in the context of e-GovQual. 
The e-GovQual model developed by Papadomichelaki & Mentzas (2012) offers a 
comprehensive framework for evaluating the quality of digital government services by 
incorporating various dimensions. 

The urgency of this research is driven by several key factors. First, the increasing 
public reliance on digital services demands improved service quality to meet user 
expectations. Second, there remains a gap between user expectations and service 
performance, particularly in local train services, such as the lack of online ticket 
cancellation features and system reliability issues (PT Kereta Api Indonesia (Persero), 
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2023). Third, the strategic role of rail transport as a backbone of public mobility in 
Indonesia necessitates reliable and high-quality services. 

Rail transport plays a strategic role as a backbone of public mobility in Indonesia. 
Data from the BPS (2024) indicates that more than 1.2 million passengers use trains 
daily, with ridership increasing by up to 200% during the Eid holiday season. Poor 
service quality not only disrupts daily activities but may also hinder economic growth 
and diminish public trust in digital transport service providers (Puthur et al., 2020; 
Singha & Singha, 2023). 

To evaluate the quality of e-Government services, the e-GovQual approach is 
used—a method developed by Papadomichelaki & Mentzas (2012). This model assesses 
service quality from the user perspective across six main dimensions: (1) Reliability; (2) 
Ease of Use; (3) Trust; (4) Content and Appearance; (5) Citizen Support; and (6) 
Functionality of Interaction. Using this framework, the research can comprehensively 
identify areas for improvement within the KAI Access application (Irianto et al., 2025). 

The aim of this research is to evaluate the service quality of the KAI Access 
application based on the e-GovQual dimensions. Through this comprehensive 
evaluation, the study is expected to contribute meaningfully to the improvement of 
digital transportation services in Indonesia. The findings of this research will not only 
benefit PT KAI in enhancing service quality but can also serve as a valuable reference for 
the broader development of e-Government initiatives in the public sector, particularly 
within the context of developing countries with diverse user characteristics. 
 

2. METHODS  

This study employs a descriptive qualitative approach to describe and analyze 
the service quality of the KAI Access application from the user’s perspective, particularly 
through the dimensions of the e-GovQual model. Data collection was carried out through 
interviews with KAI Access users, as well as a literature review of official reports, 
reputable news articles, and scholarly journals published between 2020 and 2025. 
These sources were used to gather information on the implementation of e-Government 
in Indonesia, the development of PT KAI’s digital services, and previous studies on 
digital service quality. The data analysis technique used is the interactive analysis model 
developed by Miles and Huberman, which consists of three main stages: data reduction, 
data display, and conclusion drawing and verification (Miles et al., 2014). Through this 
approach, the study aims to identify aspects of the KAI Access application that need 
improvement in order to enhance user satisfaction and trust. 

 

3. RESULTS AND DISCUSSIONS 

Results 
Based on the results of the study on the KAI Access application using the e-

GovQual approach, this research reveals several key findings across the six dimensions 
of digital service quality. The following is a detailed explanation: 

1. System Reliability 
The KAI Access application demonstrates relatively good performance in 

terms of system reliability. The study by Papadomichelaki & Mentzas (2012) 
within the e-GovQual framework emphasizes that reliability is a critical 
dimension in digital government services. This finding aligns with the research by 
Puthur et al., (2020), which states that 78% of user satisfaction in digital 
transportation services depends on system consistency. 
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The KAI Access app performs well in terms of reliability, particularly for long-
distance train services. Features such as e-ticketing and e-boarding passes 
function effectively, allowing passengers to travel without needing to print 
physical tickets. However, several technical issues still frequently occur, 
especially during peak demand periods such as the Eid homecoming season. As 
expressed by one user: 

"During last year’s Eid season, I kept failing to book tickets because the app kept 
crashing. In the end, I had to queue at the station." (Interview with Budi, August 28, 
2024).  

 
Figure 1. Problem with the KAI application not exiting the Access train schedule  

Source: KAI Access App (2023) 

 
Data from Dea (2024) indicates that 30% of user complaints are related to 

technical issues such as server downtime or slow system response. According to 
a report by Ni Luh (2024), server outages during periods of high demand are a 
common challenge for digital transportation services across Southeast Asia. 
 

2. Ease of Use 
In terms of ease of use, the application received positive feedback from the 

majority of users. The download process via the Play Store or App Store is 
relatively straightforward, and the interface is considered fairly intuitive. 
Research by Singha & Singha (2023) indicates that ease of use is a key factor in 
technology adoption among users aged over 40. One passenger, Ani, shared the 
following: 

" At first, I was afraid I wouldn’t be able to use the app because of my age. But it 
turned out to be quite easy—you just choose the date and destination." (Interview, 
September 15, 2024).  

 
Figure 2. Search for KAI Access on the AppStore  

Source: KAI Access App (2024) 
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However, compatibility with older devices remains an issue, particularly for 

smartphones with limited RAM. Additionally, the limited language options—
currently only available in Indonesian and English—pose difficulties for foreign 
tourists who are not fluent in either language. This finding aligns with the study 
by Vilkomir (2018), which highlights the importance of multi-device 
compatibility. 
 

3. User Trust 
User trust in the application is relatively high, particularly because PT KAI is a 

state-owned enterprise (SOE) that is perceived to uphold strong security 
standards. However, concerns have been raised regarding the limited payment 
methods available for local trains, which currently only support two e-wallet 
options. One user, Rina, expressed the following: 

"Why is it that for local trains you can only pay with OVO or LinkAja? I 
don’t have either, so I ended up having to ask someone else for help.” 
(Interview, October 5, 2024).  

This issue has the potential to undermine user trust in the available payment 
system. According to Kumalasari et al., (2024), user trust is influenced by the 
transparency of data security policies. A study by Yel & Nasution (2022) found 
that limited payment options can reduce user trust by 15–20%. These findings 
are consistent with user complaints regarding the restricted payment choices for 
local train services. 
 

4. Content and Appearance 
The app’s visual appearance is generally well-received, with a consistent 

design that incorporates PT KAI’s signature blue color. However, the 
inconsistency in features between long-distance and local train services poses a 
particular issue. Labrecque & Milne (2013) study on color psychology suggests 
that the color blue can enhance the perception of trust by up to 18%. A local train 
passenger expressed their disappointment as follows: 

" I saw in the advertisement that there’s a Railpoint feature to collect 
points, but it turns out it doesn’t apply to local trains. That’s not fair.” 
(Interview, November 12, 2024).  

 
Figure 3. KAI Access Display  
Source: KAI Access App (2024) 
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The difference in features creates the impression of service discrimination 

between long-distance and local train users. Amalia (2023) emphasize the 
importance of feature consistency. This disparity in features between long-
distance and local trains has become a source of dissatisfaction, as expressed by 
several passengers. 
 

5. Citizen Support 
The customer support service at the stations has received positive feedback 

from passengers. However, the lack of a real-time assistance feature in the app 
remains a significant weakness. According to Ekechi et al., (2024) the availability 
of 24-hour support services can increase user satisfaction by 30%. One 
passenger, Lina, shared the following experience: 

 "When the app was erroring, there was no way to ask for help. I had to 
call the call center, and it was expensive.” (Interview, November 20, 
2024) 
The need for a live chat feature or chatbot is becoming more urgent, given the 

current high level of digital activity among the public. This is an important 
consideration for the future development of KAI Access. 
 

6. Functionality of Interaction 
Aspek interaktif aplikasi masih menjadi titik lemah yang perlu diperbaiki. The 

app’s interactive functionality is still a weak point that needs improvement. The 
lack of a dedicated channel for feedback makes it difficult for users to provide 
input. Research by Sahur & Amiruddin (2023) shows that effective feedback 
channels can increase user engagement by up to 40%. An active user, Andi, 
expressed the following: 

"I’ve tried several times to provide suggestions for improving the app, 
but I don’t know where to go. In the end, I can only leave a rating on the 
Play Store.” (Interview, November 25, 2024) 

User feedback could be a valuable resource for future app development. Chun 
& Reyes (2012) findings emphasize that two-way interaction between service 
providers and users is crucial for the sustainability of digital government 
services. This is an important area for the future development of KAI Access. 
 
Integrating these field findings with recent literature shows that the KAI Access 

app has performed relatively well in providing digital train ticketing services. However, 
the findings indicate areas for improvement, particularly in ensuring service equality 
between long-distance and local trains, as well as enhancing interactive features that are 
more responsive to user needs. Improvements in these areas are expected to increase 
user satisfaction and drive broader adoption of PT KAI's digital services. 

 
Discussion 

This study's findings provide a comprehensive overview of the service quality of 
the KAI Access app through the E-GovQual approach. The analysis of the six dimensions 
of digital service quality not only answers the research questions about the extent of e-
Government development in Indonesia's transportation sector but also makes 
significant theoretical and practical contributions. 
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1. System Reliability and Theoretical Implications 
The findings on the reliability of the system reinforce the theory of E-

GovQual Papadomichelaki & Mentzas (2012),  as well as reveal gaps in dealing 
with surge in demand, such as disruptions during the homecoming season. 
Consistency with the research of Puthur et al., (2020) proves that reliability 
remains a critical factor in digital transportation services. To address these 
weaknesses, the model needs to be modified with the system's adaptive capacity 
variable, which is the ability of the infrastructure to automatically adjust 
resources to respond to fluctuations in user load. 

Adaptive capacity implementation can be done through elastic computing 
technology  (e.g. AWS Auto Scaling) and  AI-based cloud auto-scaling (e.g., Azure 
Autoscale), which has been shown to reduce system failures by up to 80% during 
peak periods (Tanaka, 2023). A study in Brazil (Lima et al., 2022) also showed a 
similar solution increased the uptime of  e-gov services to 99.8% despite facing a 
10-fold spike. However, implementation in Indonesia is still constrained by low 
cloud adoption (only 40% of government agencies) (Kominfo, 2023), lack of 
skilled human resources (nugroho, 2024), and immature data security 
regulations (BPK Regulation no. 8/2023).  

To accelerate adoption, affirmative policies such as cloud migration 
incentives (following the Indian scheme [MeitY, 2022]), HR training (e.g., 
Singapore Government Tech Stack), and Philippines-style government cloud (G-
Cloud) development (GovCloudPH, 2023) are needed. This step is crucial so that 
the modified E-GovQual model is not only theoretical but can be operationalized 
in the context of Indonesia's digital infrastructure that is still developing. 

2. Ease of Use and Digital Divide 
The positive findings regarding ease of use align with Singha & Singha 

(2023) research on technology adoption factors across age groups. However, the 
identified compatibility issues with older devices reveal a gap in the E-GovQual 
literature regarding the digital divide (Irianto et al., 2025). This contrast is 
exemplified by Ibu Ani’s experience while she adopted the app despite initial 
hesitation, users with older devices struggled. These findings highlight the need 
to integrate digital inclusivity into government service frameworks, particularly 
through Progressive Web Apps (PWAs), which balance functionality and 
accessibility. 

For the KAI Access app, a PWA approach would involve: 
1) Offline functionality (caching schedules/payment methods via service 

workers, as implemented in Thailand’s Railink PWA for train bookings). 
2) Adaptive loading (reducing image quality/animations on low-RAM devices, 

similar to Indonesia’s Tiket.com PWA). 
3) Cross-device compatibility (ensuring core features work on Android 5+ and 

iOS 12+, like Malaysia’s KTMB Mobile PWA) 
 
BPS (2024) data shows only 35% of rural residents own high-spec 

smartphones (vs. 65% urban), making these optimizations critical. The 
Philippines’ Beep Card PWA (Esteban, 2023) demonstrated a 40% increase in 
rural users after similar updates. 

However, challenges remain, such as limited WebRTC support for real-time 
updates on older devices  (Vilkomir, 2018) Strategic partnerships—
like Gojek’s collaboration with local OEMs to pre-install PWAs (PUTRI et al., 2024) 
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ould mitigate this. By embedding PWA principles, KAI Access could bridge 
Indonesia’s urban-rural digital gap while maintaining E-GovQual standards. 

3. User Trust and Payment Models 
The findings regarding user trust align with Kumalasari et al., (2024), who 

emphasize transparent data security policies, but Rina's complaint about limited 
payment options reveals a gap in E-GovQual's trust model. To address this, 
"transaction flexibility" should be operationalized by integrating multiple 
payment channels such as credit/debit cards (Visa/Mastercard), digital banking 
(BRImo/BCA Mobile), and QRIS (Indonesia's standardized QR payment) 
alongside existing e-wallets. This approach mirrors Singapore's SimplyGo 
transport payment system, which saw a 30% increase in user trust after adding 5 
new payment methods (LTA, 2023). Additionally, implementing an escrow 
system (like Thailand's Rabbit Line Pay escrow for transit) could reduce fraud-
related complaints by holding payments until service delivery is confirmed 
(Townsend, 2020). 

The urgency for such improvements is underscored by Keuangan (2024), 
reporting a 120% surge in digital transaction complaints in Indonesia's transport 
sector, including double charges (experienced by 15% of respondents, Cpiet 
2024a). Technical solutions like tokenization (used in Malaysia's Touch 'n Go 
eWallet to secure card payments) and real-time payment validation (as in 
India's UPI RailPay) could further mitigate these issues (Bank Negara Malaysia, 
2023; NPCI, 2022). 

For PT KAI, adopting these measures would require: 
1) API integrations with major banks and payment gateways (e.g., Doku, 

Midtrans) 
2) User education on secure payment practices (modeled after Australia's Opal 

Card tutorials) 
3) Fraud monitoring via AI (like the Sonic system in Japan's Suica cards, JR 

East 2024) 
These steps would align with Bank Indonesia's 2025 Payment System 
Blueprint, which prioritizes interoperability (BI Regulation No. 
23/12/2023), while addressing the urban-rural divide by including offline 
payment options (e.g., voucher codes at Alfamart). 

4. Interface Design and Service Equity 
The findings regarding the app's interface align with Su et al., (2019) on 

color psychology, but the stark feature disparity between long-distance and local 
train services highlighted by Dodi's complaint reveals deeper implications for PT 
KAI's brand perception. This service inequality risks creating a two-tier user 
experience, where local train passengers feel like "second-class" users, ultimately 
eroding trust and long-term engagement with the app. Research shows such 
disparities can lead to a 40% drop in repeat usage among marginalized user 
groups Amalia (2023), as consistent negative experiences translate into broader 
reputational damage for PT KAI. 

The operational challenge lies in implementing true service equity without 
oversimplifying complex systems. While Scandinavian models (Stasiak-Cieślak & 
Grabarek, 2023) prove uniform design boosts satisfaction, Indonesia's 
fragmented rail infrastructure requires a balanced approach. Malaysia's modular 
system (Yusof et al., 2023) where core features like booking and tracking remain 
standardized across services, while premium features (e.g., seat selection) adapt 
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to route types—could prevent perceived discrimination while accommodating 
operational realities. Without such adjustments, PT KAI risks perpetuating a 
digital divide that mirrors physical infrastructure gaps, further alienating price-
sensitive local train users who rely most on affordable transit options.  

This disparity carries long-term consequences: users who encounter limited 
features for local routes may abandon the app entirely, reverting to counter 
services or third-party platforms. Over time, this entrenches inequality in service 
access and undermines PT KAI's digital transformation goals. Addressing this 
requires more than interface tweaks it demands a philosophical shift in how 
"basic" and "premium" rail services are digitally represented, ensuring all 
passengers feel equally valued regardless of route or fare class. 

5. User Support and Service Responsiveness 
The positive feedback about station customer service (Ekechi et al., 2024). 

contrasts sharply with users' demand for real-time digital assistance, as voiced by 
Lina. This gap reveals the need for PT KAI to evolve from traditional support 
models to an omnichannel approach that integrates both human and AI-driven 
solutions. Following Singapore's success in reducing call volume by 40% through 

virtual assistants(Lukic Vujadinovic et al., 2024), PT KAI could implement in-app 
AI chatbots for handling routine inquiries like ticket changes or refunds, while 
reserving complex issues for human agents. 

A key consideration is ensuring these chatbots have robust natural language 
processing (NLP) capabilities to understand Indonesia's diverse dialects—a 
challenge noted in Townsend (2020) research on response times. The system 
should seamlessly transition users from chatbot to live agent when needed, 
creating a unified support experience across all touchpoints (app, social media, 
and call centers). 

For optimal results, PT KAI could adopt a tiered support model: 
1) AI chatbot for instant responses to FAQs (e.g., schedule queries) 
2) Video call functionality for visual assistance with complex issues 
3) Callback feature during peak hours to avoid long hold times 

This approach would cater to digital-native users who prefer self-service 
Evjemo et al., (2019) while maintaining human support for those needing 
personalized help bridging the gap between efficiency and customer satisfaction. 

6. Interactivity and User Participation 
The lack of a structured feedback channel in the app, as highlighted by 

Andi's complaint, reveals a critical gap in E-GovQual's interactivity model. To 
address this, PT KAI should implement a culturally adapted co-creation 
framework that moves beyond passive feedback collection to active user 
involvement in development. Drawing from Estonia's success with user 
acceptance testing (Baiocco et al., 2019) and Seoul's crowdsourcing model (Kim 
et al., 2024), PT KAI could create regional user panels that represent Indonesia's 
diverse demographics, conducting monthly "feature sandbox" sessions where 
participants test and vote on proposed enhancements. 

For Indonesia's collectivist culture, a community-based approach would be 
more effective than individual feedback mechanisms. PT KAI could leverage 
existing community structures (e.g., railway enthusiast groups, university 
student organizations) to organize offline co-design workshops in major cities, 
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complemented by gamified in-app idea submission with rewards for top 
contributors. This dual approach aligns with Rahmat et al., (2024) findings on 
participatory development while accommodating regional differences - for 
instance, prioritizing cash payment options in Eastern Indonesia based on direct 
user input. The key to create continuous engagement loops where users see their 
suggestions implemented, fostering genuine ownership of the app's evolution. 

Implementation could follow three phases: 
1) Crowdsourcing ideas through in-app polls and social media (like Seoul's 

transportation app) 
2) Prototype testing with selected user groups (modeled after Estonia's UAT 

process) 
3) Public beta releases of new features with transparent changelogs 

This structured yet flexible approach would transform users from passive 
consumers to active partners in service improvement, while respecting 
Indonesia's cultural context of communal decision-making. 

 
The findings highlight four critical improvement areas for PT KAI’s digital services: 

(1) robust infrastructure through scalable cloud solutions and auto-scaling to handle 
demand surges; (2) digital inclusivity via a lightweight app or PWA for low-spec devices, 
ensuring rural accessibility; (3) feature equity and transaction flexibility by 
standardizing features across train types and integrating diverse payment options 
(QRIS, digital banking) with escrow safeguards; and (4) real-time support and co-
creation through multilingual AI chatbots, live agent channels, and participatory 
feedback mechanisms (e.g., in-app polls, beta testing). These enhancements would boost 
user trust, reduce the digital divide, and solidify PT KAI’s reputation as a leader in 
Indonesia’s public transport digitalization. 

 

4. CONCLUSION 

 This study confirms that the KAI Access app fulfills basic E-GovQual 
requirements for usability and trustworthiness but reveals critical gaps in system 
reliability during peak usage, unequal feature distribution between train services, and 
inadequate user engagement channels. To strengthen the E-GovQual framework, we 
propose incorporating adaptive system capacity (e.g., cloud-based elastic computing to 
handle demand surges, as demonstrated by Japan's JR East reservation system) and 
service equity standards (following Seoul's transit app model that guarantees identical 
core features across all service tiers). For immediate improvement, PT KAI should: (1) 
adopt progressive web app (PWA) technology to serve users with low-end devices, (2) 
implement AI-driven multilingual support (combining chatbot automation with human 
agent escalation), and (3) establish participatory design programs through in-app 
feedback tools and regional user councils to co-develop features. 

The Ministry of Transportation should mandate digital service equity 
benchmarks requiring uniform functionality across all train classes, while Kominfo must 
accelerate public cloud adoption through incentives modeled after India's "Digital India" 
infrastructure program. Additionally, collaboration with Bank Indonesia and fintech 
partners (e.g., LinkAja, OVO) should prioritize interoperable payment solutions, 
including offline options like voucher codes for rural users. These measures, combined 
with regular public service audits to monitor compliance with accessibility standards, 
would transform KAI Access into an inclusive platform that aligns with Indonesia's 
digital transformation goals while addressing the needs of its diverse population. 
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