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ANALISIS KEPUASAN MASYARAKAT MAL PELAYANAN PUBLIK 

MELALUI IMPORTANCE PERFORMANCE ANALYSIS 

DI KABUPATEN REMBANG 

 

ABSTRAK 

 

Pelayanan publik yang optimal merupakan tolak ukur keberhasilan pemerintahan. 

Meskipun demikian, proses pelayanan masih menghadapi berbagai tantangan 

terutama di negara berkembang seperti Indonesia. Berdirinya Mal Pelayanan Publik 

(MPP) Kabupaten Rembang berorientasi dalam meningkatkan akses layanan. Akan 

tetapi, masih terdapat kendala dalam ketidaksempurnaan penyajian diagram pada 

website resmi, perbedaan informasi jam operasional, ketiadaan sistem antrean 

online, kurangnya sosialisasi prosedur pelayanan, dan kurangnya keterampilan 

beberapa petugas dalam menggunakan teknologi. Tujuan penelitian ini adalah 

untuk mengetahui dan menganalisis tingkat kepuasan masyarakat dalam 

menggunakan layanan di Mal Pelayanan Publik Kabupaten Rembang. Informan 

dalam penelitian ini adalah 100 masyarakat pengguna layanan. Penelitian ini 

menggunakan pendekatan kualitatif deskriptif. Data dikumpulkan melalui 

kuesioner dan dokumentasi yang dianalisis menggunakan metode IPA (Importance 

Performance Analysis) dengan penyajian data berbentuk kalimat deskriptif. Hasil 

penelitian menunjukkan bahwa tingkat kepuasan masyarakat atas kualitas layanan 

Mal Pelayanan Publik di Kabupaten Rembang masih belum sempurna dalam 

memenuhi harapan masyarakat. Hal ini dikarenakan penilaian keseluruhan aspek 

kinerja layanan memiliki bobot lebih kecil dibandingkan penilaian harapan 

masyarakat yang lebih tinggi sehingga masih memerlukan perbaikan. Rekomendasi 

yang diberikan peneliti untuk meningkatkan kepuasan masyarakat diperlukan pada 

atribut di Kuadran I analisis IPA (Importance Performance Analysis), yaitu: (1) 

penyampaian informasi yang jelas melalui papan informasi, website, dan media 

sosial yang diperbarui secara berkala; (2) layanan yang cepat dan tanggap dengan 

penyederhanaan prosedur, sistem antrean digital, serta pelatihan pegawai; (3) rasa 

aman dan nyaman melalui fasilitas yang memadai, aksesibilitas, serta sistem 

penanganan keluhan; dan (4) pemahaman pegawai terhadap kebutuhan masyarakat 

melalui pelatihan dan sistem feedback.  

 

Kata Kunci: Importance Performance Analysis (IPA), Kepuasan Masyarakat, 

Kualitas Pelayanan
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PUBLIC SATISFACTION ANALYSIS OF PUBLIC SERVICE MALLS WITH 

IMPORTANCE PERFORMANCE ANALYSIS 

IN REMBANG REGENCY 

 

ABSTRACT 

 

Optimal public service is a measure of government success. However, the service 

process still faces various challenges, especially in growing countries such as 

Indonesia. The establishment of the Rembang Regency Public Service Mall (MPP) 

is oriented towards improving access to services. But there are still obstacles in the 

imperfect presentation of diagrams on the official website, differences in 

information on operating hours, the absence of an online queuing system, the lack 

of socialization of service procedures, and the lack of skills of some officers in using 

technology. The purpose of this study was to determine and analyze the level of 

public satisfaction in using services at the Rembang Regency Public Service Mall. 

The informants in this study were 100 public service users. This research used a 

descriptive qualitative approach. Data were collected through questionnaires and 

documentation analyzed using the IPA (Importance Performance Analysis) method 

with data presentation in the form of descriptive sentences. The results showed that 

the level of community satisfaction with the quality of Public Service Mall services 

in Rembang Regency was still not perfect in meeting community expectations. This 

is because the overall assessment of service performance aspects has a smaller 

weight than the assessment of higher community expectations so that it still requires 

improvement. Recommendations given by researchers to increase community 

satisfaction are needed attributes in Quadrant I of the IPA (Importance 

Performance Analysis) analysis, namely: (1) clear information delivery through 

regularly updated information boards, websites, and social media; (2) fast and 

responsive services by simplifying procedures, digital queue systems, and employee 

training; (3) a sense of security and comfort through adequate facilities, 

accessibility, and complaint handling systems; and (4) employee understanding of 

community needs through training and feedback systems.  

 

Keywords: Importance Performance Analysis (IPA), Public Satisfaction, Service 

Quality 
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