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ABSTRAK

(Riska Adelia. 26030119140077. Analisis Tingkat Kepuasan Pengguna
Jasa Pelayanan Publik dan Strategi Peningkatan Kinerja Satwas SDKP
Probolinggo, Kota Probolinggo, Jawa timur. Dian Wijayanto & Trisnani Dwi
Hapsari).

PPP Mayangan memiliki potensi sebesar 15,860,025 ton pada tahun 2022,
dengan bertambahnya produksi hasil perikanan tiap tahunnya menambah tanggung
jawab pemerintah dalam menjaga keberlanjutan hasil perikanan. Berdasarkan data
frekuensi pelanggaran tindak pidana kelautan perikanan (TPKP) tercatat 7 kasus
TPKP untuk 2017-2020. Kegiatan pengawasan kapal perikanan dapat dilakukan
melalui pemeriksaan lapor keberangkatan, Pemeriksaan Lapor Kedatangan dengan
hasil akhir penerbitan perizinan SLO dan BA-HPK. Penelitian ini bertujuan untuk
mengetahui kepuasan pengguna jasa terhadap pelayanan jasa publik yang dilakukan
oleh Satwas SDKP Probolinggo dan strategi peningkatan kinerjanya. Metode yang
digunakan yaitu metode deskriptif dengan pengambilan sampel dengan purposive
sampling yaitu 80 pengguna jasa. Metode pengumpulan data dilakukan dengan
metode observasi, wawancara, studi pustaka, dan dokumentasi. Metode analisis
data menggunakan uji validitas, uji reliabilitas, CSI (Customer Satisfaction Index),
dan IPA (Importance Performance Analysis). Hasil penelitian yang telah dilakukan
menunjukkan bahwa nilai CSI sebesar 93% yaitu pengguna jasa memiliki kepuasan
sangat tinggi terhadap kegiatan pelayanan publik yang diberikan. Nilai tingkat
kesesuaian IPA sebesar 119%, yaitu telah memenuhi setiap atribut dan kegiatan
pelayanan publik yang diberikan telah sangat memuaskan. Pemberian strategi
prioritas antara lain dengan menambah hari pelayanan serta jam pelayanan,
sebaiknya mendesak instansi pusat selaku penyedia sistem aplikasi untuk
memperbaiki hosting server pusat Yyang sangat berpengaruh terhadap
keberlangsungan kegiatan penerbitan surat perizinan, menambah alur informasi
pemberkasan dengan tersedianya leaflet terkait SOP pemberkasan yang dapat
dibagikan, dengan sebaiknya melakukan evaluasi kegiatan dengan mendengarkan
kritik dan saran pengguna jasa terkait penambahan SDM petugas pelayanan untuk
memberikan efektifitas kegiatan pelayanan.

Kata kunci : Kepuasan, pengawasan, pelayanan jasa publik, Satwas SDKP
Probolinggo
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ABSTRACT

(Riska Adelia. 26030119140077. Public Service User Satisfaction Analysis
and Performance Improvement Strategies Satwas SDKP Probolinggo, Probolinggo
City, East Java. Dian Wijayanto & Trisnani Dwi Hapsari).

PPP Mayangan has a potential of 15,860,025 tons according to 2022, and
increasing fisheries production throughout the year adds to the government's
responsibility to ensure sustainable fisheries. Based on the frequency of violations
of criminal actions of marine fishing (TPKP), seven in total TPKP cases were
reported between 2017 and 2020. Surveillance of fishing vessels can be monitored
by screening of departure reports, inspections of arrival reports, and the concluded
outcomes of the approving of SLO and BA-HPK permits. The purpose of this study
is to determine user satisfaction with Satwas SDKP Probolinggo's public services
and to devise a performance improvement strategy. The method used is the
descriptive method with the sampling of purposive samplings of 80 customers who
receive service. Observation, interviews, library study, and documentation are all
ways used to obtain data. Validity and reliability tests, the Customer Satisfaction
Index (CSI), and the Importance Performance Analysis (IPA) are all used in data
analysis. According to the research findings, a CSI score of 93% indicates that
customers of services are extremely satisfied with the public service activities
offered. The IPA level of conformity is 119%, which means that every attribute has
been achieved and the public service activity has been extremely good. The
priority strategy is to add service days as well as hours of service. It is highly
suggested to urge the central government of the application system provider to
improve the hosting of the central server, which is very crucial to the uninterrupted
operation of authorization document issuing operations, also enhance the flow
of information by providing leaflets on standard operating procedures for setting
up that can be distributed, as well as evaluating activities throughout paying
attention to criticism and suggestions from customers of the service about the
addition of service personnel to provide effective service activities.

Keywords : Public services, satisfaction, Satwas SDKP Probolinggo, surveillance.
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