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ANALISIS KUALITAS PELAYANAN IZIN USAHA
PADA DINAS PENANAMAN MODAL DAN PELAYANAN TERPADU SATU
PINTU (DPMPTSP) KABUPATEN PATI
(Studi Pada Izin Pangan Industri Rumah Tangga, Izin Usaha Jasa Konstruksi,
Izin Usaha Industri, 1zin Usaha Perdagangan, Dan Izin Apotek)

ABSTRAK

Dinas Penanaman Modal dan Pelayanan Terpadu Satu Pintu (DPMPTSP) Kabupaten
Pati merupakan unsur pelaksana pada Pemerintah Daerah untuk mendukung
pertumbuhan ekonomi melalui pelayanan izin usaha. Tetapi dalam proses
pelayanannya masih terdapat permasalahan seperti belum terpenuhinya sarana
prasarana, kurang jelasnya informasi yang diberikan, dan belum optimalnya
penanganan pengaduan, saran dan masukan. Penelitian ini bertujuan untuk
menganalisis kualitas pelayanan izin usaha pada DPMPTSP Kabupaten Pati, serta
mengidentifikasi faktor penghambat dalam pemberian pelayanan izin usaha. Penelitian
ini menggunakan metode deskriptif kualitatif dengan teknik pengumpulan data melalui
wawancara, observasi dan dokumentasi. Berdasarkan hasil penelitian, dalam dimensi
tangible terdapat sarana prasarana yang belum terpenuhi dan kurangnya kedisiplinan
petugas. Dalam dimensi reliability, belum dilakukan pembaharuan standar pelayanan
dan kurangnya kemampuan petugas. Dalam dimensi responsiveness, petugas
pelayanan tidak menyapa pemohon di awal pelayanan dan kurang optimalnya
mekanisme penanganan pengaduan. Dalam dimensi assurance, telah diberikan
jaminan ketepatan waktu, biaya, dan legalitas izin. Dalam dimensi empathy,
kepentingan instansi memiliki posisi tawar yang lebih tinggi daripada kepentingan
pemohon dan masih terbatasnya akses untuk mendapatkan pelayanan. Terdapat faktor
penghambat seperti faktor kesadaran, aturan, organisasi, pendapatan, kemampuan, dan
faktor sarana prasarana pelayanan. Dapat disimpulkan bahwa pelayanan yang diberikan
DPMPTSP Kabupaten Pati tidak memiliki permasalahan yang terjadi pada dimensi
assurance, namun masih terdapat permasalahan yang ditemui dalam dimensi tangible,
reliability, responsiveness, dan empathy dengan permasalahan paling sedikit pada
pelayanan izin usaha industri. Saran yang dapat diberikan adalah melakukan
penambahan kapasitas sistem OSS dan update data, mengadakan pelatihan dan
memberikan motivasi bagi petugas pelayanan, mengoptimalkan mekanisme
penanganan pengaduan dan menambah sarana prasarana.

Kata kunci : kualitas pelayanan, izin usaha, proses pelayanan, OSS.



SERVICE QUALITY ANALYSIS OF BUSINESS LICENSE AT THE OFFICE
OF INVESTMENT AND ONE STOP INTEGRATED SERVICES (DPMPTSP)
PATI REGENCY

(Study on Home Industry Food Licence, Construction Services Business Licence,
Industrial Business Licence, Trading Business Licence, and Pharmacy License)

ABSTRACT

The Office of Investment and One Stop Integrated Services (DPMPTSP) of Pati
Regency is the implementing element in Regional Government to support economic
growth through business license services. However in the service process, there are
problems such as unfulfilled infrastructure facilities, lack of clarity information
provided, and not optimal handling of complaints and suggestions. The purpose of this
study was analyze the quality of business license services at DPMPTSP Pati Regency,
and identify inhibiting factors in providing business license services. This study uses a
qualitative descriptive method with data collection techniques through interviews,
observation and documentation. Based on the research results, in the tangible
dimension there are unfulfilled infrastructure and lack of officer discipline. In the
reliability dimension, service standards have not been updated and lack of staff
capability. In the responsiveness dimension, service officers do not greet the applicant
at the beginning of the service and the complaint handling mechanism is less than
optimal. In the assurance dimension, timeliness, cost, and legality of licence have been
guaranteed. In the empathy dimension, the agency's interest has a higher bargaining
position than the applicant's interest and access to services is limited. There are
inhibiting factors such as awareness factors, rules, organization, income, competency
and service infrastructure factors. It can be concluded that the services provided by
DPMPTSP Pati Regency do not have problems that occur in the assurance dimension,
but there are problems encountered in the tangible, reliability, responsiveness, and
empathy dimensions with the least problems in the industrial business license service.
Suggestions that can be given are adding OSS system capacity and updating data,
conducting training and providing motivation for service officers, optimizing the
complaint handling mechanism and adding infrastructure.

Keywords : Service quality, business license, service process, OSS.
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