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Abstract: Personal vehicles are considered a major cause of air pollution and traffic jams in 
Jakarta. To alleviate these issues, the use of public transportation should be increased. The 
purpose of this study is to evaluate the quality of service by the two largest public 
transportation modes in Jakarta: Bus Rapid Transit (BRT) and CommuterLine (KCI). 
Sentiment analysis and topic modeling were applied to social media data to identify poor 
service and measures to encourage people to switch to public transportation. The results 
showed that most users still perceived BRT and KCI to have poor service. The biggest 
problem with BRT was private vehicles entering BRT lanes, whereas the problems with KCI 
were the frequency of service and waiting time. These results demonstrate that social media is 
a useful data source for transportation service providers and for local governments. 
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1. Introduction

Jakarta is the capital city of Indonesia and the most populated, with 11,063,324 inhabitants 
according to the 2019 population census and a growth rate of 1.19% per year. With a total 
area 662.33 km玄the population density of the Special Area of the Capital (DKI) Jakarta was 
16,704 people/km2 in 2019. If the Thousand Islands were removed from the calculation, the 
population density of DKI Jakarta was 16,882 people/km竺People traveling within Jakarta as 
well as from outside Jakarta into the city for work have greatly increased the traffic density, 
and traffic jams can occur anywhere and anytime. According to the Traffic Index, Jakarta is 
the 10th most congested city in the world, with a congestion level of 53% (Tomtom, 2020). 
Private vehicles are a major cause of congestion in Jakarta and make up 77% of the traffic, 
and public vehicles make up only 23% (Tst/Pmg, 2019). Private vehicles not only contribute 
to traffic jams, but they are also responsible for the poor air quality in Jakarta (Rds/Agt, 2019). 
According to the air quality index, Jakarta has the fourth worst air quality and pollution 
among major cities around the world (IQAir, 2020). In 2018, Jakarta had 139,080,216 
motorized vehicles carrying passengers, comprising 16,440,987 passenger cars, 2,538,182 
buses, and 120,101,047 motorbikes. This huge number of vehicles contrasts with a total 
length of 6,652,7 km of available road (national and province roads) covering an area of 
46,426,531 m2 (Statistics Indonesia, 2020). 
The era of information technology has made it easier for public transportation providers to get 
closer to the public and encourage them to use public transportation modes. Apps can be 
installed on mobile phones that contain information on schedules, prices, and available routes. 
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