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“Maka, sesungguhnya beserta kesulitan ada kemudahan.  

Sesungguhnya beserta kesulitan ada kemudahan”  

(Q.S Al-Insyirah 94: 5-6) 

 

“What’s important is that we never stop believing we can have new beginning. No matter how 

dark it gets, the sun gonna rise again.” 

(Meredith Grey from Greys Anatomy)  

 

“If it’s mean to be, then it will be”  
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ABSTRAK 

Transportasi publik yang ramah disabilitas menjadi bagian penting dalam menjamin hak mobilitas 

penyandang disabilitas. Transjakarta Cares hadir sebagai layanan transportasi khusus di Jakarta 

yang ditujukan untuk menyediakan akses mobilitas yang aman, mudah, dan sesuai dengan 

kebutuhan penyandang disabilitas. Penelitian ini bertujuan untuk mengkaji public value dalam 

layanan Transjakarta Cares serta mengidentifikasi faktor-faktor yang mendukung dan 

menghambat pembentukan public value tersebut. Penelitian ini menggunakan metode deskriptif 

kualitatif dengan teknik pengumpulan data melalui wawancara, observasi, dan dokumentasi. 

Analisis penelitian menggunakan kerangka Strategic Triangle dari Mark H. Moore yang mencakup 

legitimacy and support, operational capabilities, dan public value. Sementara itu, faktor 

pendukung dan penghambat dianalisis melalui dimensi kualitas pelayanan Lovelock, yaitu 

tangible, reliability, responsiveness, assurance, dan empathy. Hasil penelitian menunjukkan 

bahwa Transjakarta Cares merupakan bentuk public value berupa layanan transportasi publik 

yang inklusif bagi penyandang disabilitas. Nilai publik tersebut terbentuk melalui dukungan 

regulasi dan pembiayaan pemerintah, kemampuan operasional petugas, serta manfaat layanan 

berupa kemudahan mobilitas, rasa aman, layanan tanpa biaya, dan peningkatan aksesibilitas bagi 

penyandang disabilitas. Namun, pembentukan public value tersebut belum sepenuhnya optimal 

karena masih ditemukan keterbatasan jumlah armada, belum meratanya fasilitas ramp, perbedaan 

kondisi kendaraan, serta ketidakpastian penerimaan pemesanan layanan. 

Kata Kunci : Public Value, Transjakarta Cares, Transportasi Publik, Aksesibilitas, Penyandang 

Disabilitas, Kualitas Pelayanan. 
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ABSTRACT 

Disability-inclusive public transportation plays an important role in ensuring the mobility rights 

of persons with disabilities. Transjakarta Cares is a specialized transportation service in Jakarta 

designed to provide safe, accessible, and needs-based mobility support for persons with 

disabilities. This study aims to analyze the creation of public value in Transjakarta Cares services 

and identify factors that support and hinder its implementation. This study employed a descriptive 

qualitative method with data collected through interviews, observations, and documentation. The 

analysis applied Mark H. Moore’s Strategic Triangle framework, which consists of legitimacy and 

support, operational capabilities, and public value. Meanwhile, supporting and inhibiting factors 

were analyzed using Lovelock’s service quality dimensions, including tangible, reliability, 

responsiveness, assurance, and empathy. The results show that Transjakarta Cares has created 

public value through regulatory legitimacy, government funding support, operational capabilities 

of service personnel, and benefits experienced by users, including improved mobility, safety, free 

transportation services, and increased accessibility for persons with disabilities. However, the 

creation of public value has not been fully optimized due to several challenges, such as limited 

fleet availability, unequal distribution of accessibility facilities, differences in vehicle conditions, 

and uncertainty in service request acceptance.. 

Keywords: Public Value, Transjakarta Cares, Public Transportation, Accessibility, Persons with 

Disabilities, Service Quality. 
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