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Introduction

Technological advances are currently developing very rapidly. One of the things that
utilizes this technological advancement is public services. Information technology can be
used by public and private sector entities to provide services and information quickly and
easily (Herawatiet al., 2022). The responsiveness of public service providers fosters service
innovation. The idea of innovation in public services requires changes in government,
especially in terms of improving public services. In the digital era, transportation service
companies innovate by utilizing technological sophistication, such as the use of
applications, to support the services they provide to customers. The use of applications
allows transportation companies to save time and be more efficient in providing services to
customers (Eka, 2021). Quality e-service is defined as internet-based customer service that
is interactive and delivered by tech-savvy consumers.

Speaking of transportation services, one of the most popular modes of public
transportation is the train, because of the affordable rates and comfort provided. PT Kereta
Api Indonesia (Persero), is a leading passenger transportation company in Indonesia that
continues to innovate by utilizing technological advances to complement the needs of its
customers. PT KAI (Persero) introduced an electronic ticketing system (Fortuna, 2021).
Electronic tickets, often known as online tickets, are a means of documenting the process of
selling travel tickets to customers without having to physically collect valuable
documentation or paper tickets.

In an effort to improve services to train users in Indonesia, PT KAI (Persero) Divre Il
West Sumatra began using a mobile application called KAI Access in 2014 and in early
August 2023 changed its name to Access by KAI (Filgueiras, 2019). The redesign of K AI
Access in this latest innovation is based on customer feedback from the Play Store, App
Store, Call Center CC121, customer satisfaction surveys, and KAI consultants.

This Access by KAI innovation should be a solution to technological advances
provided by KAI to customers to make it easier to use train services through new functions
that have more value (Agostino, 2020). In addition to improving existing features, PT KAI
is also working on new service capabilities to better meet theneeds of its users. We currently
offer four featured capabilities: hotel booking trip planner, train tracking, and points (Citra,
2021). Furthermore, there are also improvements to other functions to make it easier for
users and adapt to technological advancements, such as booking tickets for KRL, airport
trains, Jabodetabek LRT, check-in with facial recognition, ticket transfers, and other cutting-
edge train products (Sourdin, 2020).

Before the Access by KAI application, passengers had to come early to order tickets
at the counter, and queue long when buying tickets, especially during homecoming and

holidays (Didin, 2020). In addition, there are also many brokers who sell tickets at expensive
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prices if you buy directly at the counter. However, there are still many obstacles and
problems in using the Access by KAI application in the West Sumatra Divre.

Behind the goal of Access by KAI to make it easier for passengers to use the services
they provide, there are still several problems that have occurred since the advent of this
application. There are several complaints obtained from the scores, reviews, and ratings
given by consumers after using the Access by KAIapplication on the App Store (Apple) and
Play Store (Android) (Rossi, 2021). Customers generally have problems using the
application, such as the lack of payment methods, frequent errors to exit the application. As
a result, passengers feel dissatisfied with the services offered by the Access by KAI
application (Wiprachtiger, 2019). The Access by KAI Mobile Application version has been
updated and there are several problems, including account registration and login, version
updates (loading, bug errors, self-exit), booking features, schedule changes, cancellations,
train boarding, transaction payments, seat selection, and passenger discounts (Crivellaro,
2019). Although this Access by KAl program is an improvement from the previous version,
it is not the only one, there are still many problems felt by passengers when using it.

The theory used in this study is the concept of innovation, according to
Gopalakrishan and Damanpur, innovation basically refers to something new, whether in
the form of ideas, products, methods, or new forms of service (Curtis, 2019). According to
Schumpeter, innovation can increase the value of products, services, work processes,
marketing, distribution networks, and regulations, which are not only beneficial to the
company, but also to stakeholders and society. (Setiawan & Ikbal, n.d.). Innovation in its
application has characteristics. According to Rogers (2003), innovation attributes include:

relative advantage, suitability, complexity, testability, and observability.

Methodology

In this study, the authors used a qualitative approach with descriptive methods,
which was carried out at PT KAI (Persero) Regional Division II West Sumatra. The parties
who became informants in supporting this research involved the Supervisor of Marketing
and Sales of Passenger Transport, Ticketing Officer, and passengers (Schiavone, 2019). Data
collection was conducted through interviews, and documentationstudies. Data validity test
was applied through source triangulation. Meanwhile, data analysis techniques involved

data reduction, data presentation, and data conclusion drawing and verification.

Result and Discussion
Based on the research findings, in order to see how the successful application of
Access by KAlinnovation in Public Service Transformationat PT KAI Divre Il West Sumatra

can be stated based on the findings, as follows:
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1. Relative advantage

Access by KAI innovation in service transformation implemented with relative
advantages can facilitate passengers in purchasing tickets, reserving tickets far away, and
getting train schedule information (Simmonds, 2021). In this Access by KAI innovation,
there are benefits that can be obtained such as booking airport train tickets, taxis, blue birds,
damri, ordering meals, booking hotels, and topping up credit. Since the implementation of
the Access by KAl application, which has more value than the previous application, it can
have a significantimpact on the service process, where 70% of purchases in the application
and 30% of purchases directly. According to Roger (in (Pangestu, 2016), relative advantage
is to provide advantages and added value compared to previous innovations, and an
invention has an inherent novelty value that distinguishes it from others. If it is associated
with this research that this Access by KAI innovation has the latest features and has more

value than the previous application (Agostino, 2022; Shin, 2019).

2. Suitability

Access by KAI innovation in service transformation at PT KAI (Persero) Regional
Division II West Sumatra which is implemented with suitability, is in accordance with what
isneeded by passengers and the changes are not too different from the previous application.
Basically, PT KAIworks according to passenger needs or requests (Moore, 2019; Raya, 2020).
The reservation feature can help passengers in booking tickets, and can also book tickets for
other people without the account owner participating in the trip. According to Rogers
(Purba, 2021), suitability is the level of conformity of innovation to the value of past
experience and user needs, without discarding ideas from previous innovations in order to
facilitate the adaptation process. If it is related to this research that the Access by KAI
applicationis an innovation from the KAI Access application, which in its application does
not change the entirety of the previous application but there are several additional features

that are in accordance with user needs (Chouraqui, 2020).

3. Ease of observation

Based on the results of the study, it shows that the ease of observation of the Access
by KAl innovation at PT KAI Divre II West Sumatra is quite helpful for passengers in its
use, with the addition of several features from the previous application, which is in
accordance with the principle of PT KAI providing a service that can facilitate its users in
using the products or services they provide. According to Roger (in Pangestu: 2016), the
ease of observation is that an innovation must be proven in terms of how it functions and
produces somethingbetter. If it is related to this research that this Access by KAl innovation

can help and facilitate passengers in using it (Kitsios, 2023; Samuels, 2020).
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4. The possibility of being tested

Access by KAlinnovation at PT KAI Divre II West Sumatra which is carried out with
the possibility of being tested, has conducted trials before being officially used by
passengers (Imran, 2019). However, not all passengers know if there is a trial conducted by
PT KAI there are some passengers who do not know if there is a trial. So that passengers
start using this application when it is officially used publicly. According to Roger (in
Pangestu:2016), the possibility of being tried is that an innovative product must go through
a public testing stage where everyone can evaluate its quality. The opportunity to assess the
quality of an innovation. If it is related to this research that the trial on the Access by KAI
application has been carried out by KAIboth directly at the socket, in public places, even on
social media, but not all users know if there is this trial, so many of the passengers use this

application after it is official.

5. Complexity

Based on the results of the study, it shows that the complexity of using Access by KAI
at PT KAI (Persero) Divre II West Sumatra is still complicated for some passengers.
However, as much as possible it is minimized by PT KAI itself, whose name is a product
related to any technology, at any time there can be problemsin it (Xing, 2021). In using this
application, there are several complications in its use, such as information that seats are
always full, not being able to book tickets for far away, and the application often logs out.
According to Roger (in Pangestu: 2016), complexity is a condition for understanding and
using innovation by users, with a higherlevel of complexity than before (Sheskin, 2020; Xu,
2019). If it is related to this research that the complexity of the Access by KAI innovation
does exist, even from several reviews and statements from passengers, there are still
complexities in its use, which did not occur in the previous application so that KAI can

minimize the complexity of the current application (Agarwal, 2019; Rodima-Taylor, 2019).

Conclusion

The application of Accessby KAlinnovationin the transformation of public services
at PT Kereta Api Indonesia (Persero) Regional Division II West Sumatra is quite helpful for
passengers with thelatestfeatures added and the service has also changed significantly with
more purchases from the application than direct purchases at the counter. However, there
are still complications faced by passengers when using this Access by KAI application.
Although KAI always makes improvements regarding this frequent problem, receiving
input from users is important for the smooth running of the services provided by PT KAI

later.
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