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Abstract

This research was investigated to see how much influence the strategy of increasing public service
user satisfaction has in the basic education data section (dapodik) of the Medan City Education and
Culture Office. This research was conducted using descriptive research and a qualitative approach.
The results of the qualitative research were described in the form of words. and language by
utilizing various natural methods, research focus is used to limit the scope of the problem so that
the research process is not too broad, good research must be supported by valid and accurate data.
This data can be obtained from appropriate sources and is appropriate to the problem being studied,
Data collection techniques are carried out using appropriate data collection instruments. The
research results show that the Dapodik service of the Medan City Education and Culture Service is
generally quite good and satisfies service users. Even though it can be said to be quite good, there
are still a number of crucial aspects that need to be improved. There are several factors that
influence service user satisfaction in the Dapodik section of the Medan City Education and Culture
Service. There were at least 6 internal supporting factors and 3 external supporting factors found,
and the position of the Dapodik section of the Medan City Education and Culture Service in the
SWOT quadrant was found to be between "Weakness" and Opportunity. The WO strategy is the
most appropriate to be implemented in the Dapodik section of the Medan City Education and
Culture Service.
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1. INTRODUCTION

Public services are activities carried out by the government in order to meet the needs of the
wider community. Mahmudi (2010) states that public services are all activities carried out to meet
public needs. Public services must essentially be carried out by taking into account the interests and
needs of society in general. The government as a public service provider must be able to serve the
community quickly, effectively, efficiently and affordably. Maulidiah (2014) said that the quality
of public services is a measure of government success. The low quality of public services provided
by the Indonesian government to the community is an unresolved problem. According to Dwiyanto
(2006) various protests and demonstrations against the bureaucracy indicate a crisis of confidence
in public services. According to the Ombudsman (2023), long-winded and expensive public
services are the face of Indonesian public services today. The Ombudsman of the Republic of
Indonesia (2022) assesses that there are still many government agencies that do not meet minimum
service standards. This assessment was carried out on 586 government agencies throughout
Indonesia with the results in Figure 1 below:
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Source: Processed by researchers (Ombudsman of the Republic of Indonesia, 2023)
Figure 1. 2022 government administration assessment

Figure 1 shows that agencies with good service quality (green zone) are only 46%. There are
still quite a lot of agencies that have poor service quality (yellow zone), namely 43%. What's worse
is that there are 11% of agencies that have poor service quality (red zone). Public satisfaction
(service users) should be one of the main indicators in assessing the success of public agencies.
This is in line with the opinion of Moenir (2015) who said that the target of public services is
satisfaction. According to Pasolong (2010), the better the governance and quality of services
provided, the higher the public's trust. It can be concluded that public satisfaction (service users) is
the main goal of public services. Based on the Ombudsman's annual report for 2019 - 2022, the
Regional Government is the agency with the most public complaints. On average, 40% of all public
complaints in Indonesia in a year are directed at local governments. This shows that local
governments are still unable to provide optimal services to the community. The classification of
public reports based on the reported agency in detail can be seen in Figure 2 below:
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Source: Researcher's Process (Ombudsman of the Republic of Indonesia, 2019 - 2022)
Figure 2. Public Reports Based on Reported Agencies

Regional governments are at the forefront in providing public services to all people in
Indonesia. Regional governments are required to be able to interact directly with the community in
implementing various policies. As the front guard of public services, local governments are the
agencies that the public complains about the most. The Medan City Government has 19
departments and 7 agencies in implementing public services to the community. One of the
departments that carries out public services is the Medan City Education and Culture Service. The
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services provided by the Medan City Education and Culture Office are technical and administrative
support. One of the services provided by the Medan City Education and Culture Service is the
Basic Education Data (Dapodik) service. The Ministry of Education and Culture is assisted by the
Regional Government (Provincial, Regency and City) through the Education Office in the
successful implementation of Dapodik. The Department of Education and Culture has an important
role in the successful management of Dapodik in Indonesia. Minister of Education and Culture
Regulation (Permendikbud) number 79 of 2015 outlines the main tasks of the Education Service
regarding Dapodik.
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Source: Researcher survey results (2023)
Figure 3. Service User Satisfaction Survey with Dapodik Services

Figure 3 shows that 65.38% of respondents were dissatisfied with the timeliness of service.
In the aspect of service accuracy, it is known that as many as 58.46% of respondents were
dissatisfied. As many as 50.77% of respondents expressed dissatisfaction with the politeness and
friendliness of the officers. In the aspect of ease of service, it is known that as many as 44.62% of
respondents were dissatisfied with Dapodik's services. Finally, as many as 51.54% of respondents
were dissatisfied with the comfort of service in the Dapodik section. The survey shows that
services in the Dapodik section of the Medan City Education and Culture Service still need to be
improved.

2. IMPLEMENTATION METHOD
Types of research

This research was conducted using descriptive research and a qualitative approach. Arikunto
(2013) stated that descriptive research was carried out by investigating the circumstances and
conditions in the field during the research. According to Moleong (2017) a qualitative approach
was taken to understand the phenomena experienced by research subjects holistically. The results
of qualitative research are described in the form of words and language using various natural
methods.
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Research focus

Research focus is used to limit the scope of the problem so that the research process is not
too broad. Sugiyono (2014) said that the focus of research is the boundaries of a problem that is
still general in nature. Through research focus, researchers hope to have a focal point and
understand the essence of the research in depth.

Research sites

Sugiyono (2014) said that the research location is the place where the social situation will be
researched. The research location chosen by the researcher is the Medan City Education and
Culture Service which is located at JI. Pelita IV No. 77, Sidorame Bar. Il, Kec. Medan Perjuangan,
Medan City, North Sumatra Province.

Research time

According to Sujarweni (2014) research time is the date, month and year in which a research
activity will be carried out. Data collection was carried out for 2 months, namely from September
to October 2023. The data processing and preparation of research reports was carried out
throughout November and December 2023.

Research Objects and Subjects
According to Sugiyono (2014) Research Objects are scientific targets to obtain objective,
valid and reliable data about something. The research objects examined in this study are:

1. Community satisfaction with public services in the Dapodik section of the Medan City
Education and Culture Service. The level of public satisfaction is related to the public's
perception and assessment of the quality of public services.

2. Quality of public services in the Dapodik section of the Medan City Education and Culture
Service. Public service quality can include aspects of Tangibles, Reliability, Responsiveness,
Assurance, and Emphaty.

Types of Research Data

Good research must be supported by valid and accurate data. This data can be obtained from
appropriate sources and is appropriate to the problem being studied. Moleong (2017) said that the
main types of data in qualitative research are words, actions, documents and others.

Data collection technique

According to Riduwan (2015) data collection techniques are the methods used by researchers
to collect the data needed in research. Data collection techniques are carried out using appropriate
data collection instruments. There are (4) four methods used by researchers in the data collection
process for this research.
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3. RESULTS AND DISCUSSION
Service User Satisfaction with the Quality of Public Services
1. Tangibles(Physical Evidence)

Hardiansyah (2011) states that there are 5 components to measure the quality of public
services in terms of tangibles. Physical evidence is something that can be seen/felt, such as
employees and infrastructure. The following is a number of data obtained by researchers during the
data collection process :

a. Appearance of officers in service
The officer's appearance is one form of physical evidence that can influence the
assessment of service users. The survey results showed that 90.8% of respondents stated that
the performance of officers in the Dapodik section was satisfactory. There were 9.2% of
respondents who stated that the officers' appearance was still unsatisfactory.
b. Comfortable place to provide services
Place comfort is related to the completeness of supporting facilities, the atmosphere of
the service place, the capacity of the service place, and so on. The results of the survey
conducted showed that 46.1% of respondents were dissatisfied with the comfort of the
Dapodik service location. Respondents who were satisfied with the Dapodik service were
53.9%.
c. Ease of access and facilities in obtaining services
Ease of access to obtain public services is important in efforts to meet community
needs. The easier it is to access services, the better the quality of public services. The survey
results showed that 63.1% of respondents were dissatisfied with the ease of access and
service facilities in the Dapodik section. A total of 36.9% of respondents stated that ease of
access in the Dapodik section was still not satisfactory.
d. Discipline of officers in carrying out services
Discipline can be related to the attitude/behavior of officers towards the rules and their
responsibilities as public servants. Based on the survey, information was obtained that 56.1%
of respondents thought that Dapodik officers were not disciplined enough. On the other
hand, as many as 43.9% of respondents considered that Dapodik officers were disciplined
enough in serving.
e. Use of assistive devices in service
The use of assistive devices in services is a measure of whether or not facilities are
utilized in services. The survey results showed that 64.7% of respondents were satisfied with
the use of tools in the Dapodik section. 35.4% of respondents assessed that the use of
assistive devices in services in the Dapodik section was still not good.

2. Reliability(reliability)

According to Hardiansyah (2011) there are 3 components that can be used to measure
reliability indicators of a service. These three components relate to officer accuracy, clarity of
procedures, and officer ability. The following is the data obtained related to the reliability
component in the Dapodik section of the Medan City Education and Culture Service:

a. The accuracy of officers in serving the community
Officer accuracy is related to the accuracy of officers in providing services to service
users. This includes the accuracy of the information/directions conveyed by officers to
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service users. Based on the survey, it was found that as many as 60% of respondents thought
that officers were careful enough in providing services. As many as 40% of respondents
considered that officers were still not careful in providing services.

b. Have clear service standards (SOP).

Standard Operating Procedure (SOP) is a guide for implementing a process so that it
runs smoothly. By having a clear SOP, it is hoped that the rules and service mechanisms will
be clear and not confusing. The survey results showed that as many as 51.5% of respondents
expressed dissatisfaction with the transparency of SOPs in the Dapodik section. On the other
hand, as many as 48.5% of respondents were not satisfied with the clarity of the SOP in the
Dapodik section.

c. The ability and expertise of officers in using tools to process services

This component is related to the officer's ability to optimize available facilities to
simplify and speed up services. The survey results showed that 72.3% of respondents were
satisfied with the officers' ability to use assistive devices. Only 27.7% of respondents were
dissatisfied with the officers' ability to use assistive devices.

3. Responsiveness(responsiveness)

Hardiansyah (2011) states that there are at least 4 (four) components used to measure the
level of responsiveness. In general, responsiveness indicators are closely related to the alertness
and speed of officers in serving. The following is the data collected in this research related to
responsiveness indicators:

a. The officer's ability to respond to every applicant who wants to receive services
This component is related to the alertness of officers to respond to service users when
they come to the service location. The better the response/alertness of the officers, the higher
the satisfaction of service users. The results of a survey conducted by researchers showed
that 52.3% of respondents said they were satisfied with the response/alertness of the officers.

On the other hand, as many as 47.7% of respondents were dissatisfied with the alertness of

Dapodik officers when serving them.

b. The ability of officers to provide services quickly and accurately
The survey results showed that as many as 50.8% of respondents thought that officers
were unable to provide services quickly. As many as 49.2% of respondents stated that
officers were fast enough in providing services.
c. The ability of officers to provide services in a timely manner
The survey results in this study showed that as many as 57% of respondents were
dissatisfied with the officers' punctuality. As many as 43% of respondents considered that
officers were quite good at punctuality of service.
d. All applicant complaints can be responded to properly
Regarding the handling of complaints/complaints, there were still many respondents
who expressed their disappointment with the handling of complaints in the Dapodik section.

In the results of the survey conducted, it was found that as many as 51.6% of respondents

were dissatisfied with the handling of complaints.
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4. Assurance(guarantee)

The guarantee in question relates to certainty of costs, time and legality (requirements,
procedures and mechanisms) in obtaining services. Guarantees are important so that service users
feel safe while processing the service. In this context, a number of research results were obtained
with the following details:

a. Guarantee of punctuality in service
The survey results showed that there were 53.1% of respondents who felt they did not
receive a guarantee of punctuality in the Dapodik section. Around 46.9% of respondents felt
that they had sufficient guarantees regarding service time.
b. Guaranteed cost certainty in services
Guarantee of cost certainty means that service users get clarity regarding the costs that
must be incurred. In the survey results, it was found that the majority of respondents were
satisfied with the certainty of costs in the Dapodik section. This is shown by 83.1% of
respondents being satisfied and only 16.9% of respondents feeling dissatisfied.
c. Guaranteed legality in service
Guarantee of legality in services is related to certainty of requirements, mechanisms
and procedures in obtaining services. The survey results showed that 59.3% of respondents
were satisfied with the certainty of the legality of services in the Dapodik section. As many
as 40.7% of respondents were dissatisfied with the guarantee of legality in obtaining
services.

5. Empathy(empathy)

Empathy is related to the officer's ability to understand and comprehend the needs of service
users. This includes the officer's ability to communicate with all service users. The following is
data obtained by researchers related to empathy indicators.

a. Prioritize the interests of the applicant
Prioritizing the interests of applicants means that service officers try to
understand/comprehend what service users need. Officers are also required to be able to
provide solutions needed by users.
b. Friendly attitude of officers in serving
The friendly attitude of officers in serving is closely related to soft and calm words
towards service users. Based on the survey results, it was found that 56.9% of respondents
felt that the officers were friendly in providing services. As many as 43.1% of respondents
were dissatisfied with the friendliness of the officers.
c. Politeness of officers in serving
Politeness is closely related to the respectful and respectful behavior shown by
officers. In practice, politeness can be shown through grammar and body gestures. The
survey results showed that 56.9% of respondents stated that officers were polite enough in
serving them. As many as 43.1% of respondents stated that officers were still not polite
enough in providing services.
d. Officers do not discriminate in serving
Discrimination means an attitude that treats a person or certain group unfairly or
differently from other people. From the survey results, it was discovered that 64.6% of
respondents assessed that officers were not discriminatory. Around 35.4% of respondents
assessed that officers acted discriminatory in serving them.
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e. Officers respect each applicant
Based on the survey results, it was found that 58.4% of respondents stated that officers
respected applicants enough in processing services. As many as 41.6% of respondents
considered that officers did not respect respondents enough when processing services.

Calculation of service user satisfaction indicator scores

Based on the results of the survey that was conducted, the researcher tried to analyze the
scores for each assessment component. The score calculation is based on the average value of the
opinions of all respondents in the survey process. The average scores obtained will be grouped
based on 4 assessment categories as follows:

1. Very good :>35

2. Pretty good :>25t035
3. Notgood:>15t02.5

4. Verybad: <1.5

The results of the analysis of the score calculation for each component of the service user
satisfaction assessment can be seen in Table 1 below:

Table 1. Calculation of service user satisfaction indicator scores

Indicator Component Average score Category
Officer's appearance 3.03 Pretty good
Comfort of place 2.48 Not good
Ease of access 2.62 Pretty good
Tangibles | Officer discipline 2.35 Not good
Use of assistive devices 2.68 Pretty good
Officer's accuracy 2.59 Pretty good
Clarity of procedures 2.44 Not good
Reliability Internal officer capabilities 279 Pretty good
using tools
Officer alertness 2.45 Not good
Officer speed 2.39 Not good
Responsiveness | Timeliness of service 2.28 Not good
Complaint handling 2.43 Not good
Guarantee on time 2.32 Not good
Assurance Guarantee on costs 3.12 Pretty good
Guarantee of legality 2.63 Pretty good
Empathy Of'fl(_:ers |?r|_or|t|ze 2 a4 Not good
applicant's interests
Friendly attitude of officers 2.56 Pretty good
Officer courtesy 2.57 Pretty good
Officers do not discriminate 2.66 Pretty good
Officers appreciate it 2.57 Pretty good
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Application

Source: Processed by researchers (2023)

Discussion
1. Service User Satisfaction with the Quality of Public Services
a. Tangibles(Physical Evidence)

Based on the research results presented in the previous chapter IV, the tangible
indicators in the Dapodik Section can be said to be good. This is because the survey results
show that service users are satisfied with 4 of the 5 tangibles components measured. Service
users are satisfied with the appearance of the officers, the comfort of the service location, the
ease of access to services, and the use of assistive devices. On the other hand, service users
are dissatisfied with the discipline of officers in the service. The average score calculation
for the tangible indicators is 2.63, which means it is quite good.

b. Reliability(reliability)

Based on the results of the research that has been carried out, the researcher concludes
that the reliability indicators are good but still need to be improved. Of the three components
measured, the officer's accuracy and the officer's ability to use assistive devices were
assessed as good. On the other hand, the component regarding clarity of standard procedures
(SOP) is still not good enough. The average score for the reliability indicator is 2.60 which is
included in the quite good category.

c. Responsiveness(responsiveness)

Based on the 4 components of the responsiveness indicator assessment, the researchers
concluded that the quality of Dapodik's services was not good enough. This is based on the
majority of respondents being dissatisfied with 3 of the 4 components assessed. It is known
that respondents are not satisfied with the officers' ability to serve quickly, on time and
handle complaints. The average score calculation also shows that the responsiveness
indicator is still not good enough because it only reaches 2.38.

d. Assurance(guarantee)

There are 3 (three) components to measure how good the assurance indicators are. The
research results presented in chapter IV show that the Dapodik section is quite good
regarding assurance indicators. The majority of respondents felt they had received
guarantees regarding service costs and legality of services. Only the guarantee component
for punctuality is considered not good enough. This result is also supported by the average
score of the assurance indicators which reached 2.69.

e. Empathy(empathy)

Empathy(empathy) is closely related to the officer's ability to understand service users.
There are 5 components used as benchmarks for assessing empathy indicators. The research
results show that the majority of respondents assess that the empathy indicators in the
Dapodik section are quite good. One assessment component is still not good enough, but the
other 4 indicators are good. The average empathy assessment score is 2.56, which also shows
that the quality is quite good.

2. Factors that influence service user satisfaction

Based on the research results, it was found that there are many things that influence user
satisfaction with a service. Researchers tried to classify a number of factors found into 4 (four)
groups:
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a. Internal supporting factors
Internal supporting factors are positive factors that come from within Dapodik. The
following are internal supporting factors from the Dapodik section of the Medan City
Education and Culture Service:
1) The officer's appearance in serving the applicant
2) Ease of access to get services
3) The officer's ability to use assistive devices
4) Accuracy of officers in serving
5) Guarantee of costs and legality
6) Officer's attitude in serving applicants

b. External supporting factors
External supporting factors are factors originating from outside parties that have a
positive influence on service user satisfaction. The following are external supporting factors
from the Dapodik section of the Medan City Education and Culture Service:
1) Dapodik policies and procedures are made centrally by the Ministry of Education.
2) Information about Dapodik  available on the official websiteMinistry of
Education.
3) The Ministry of Education provides training/training for Dapodik operatorsis in the
Department of Education.
c. Internal inhibiting factors
Internal inhibiting factors are internal deficiencies that have a negative effect on
service user satisfaction. The following are external supporting factors from the Dapodik
section of the Medan City Education and Culture Service:
1) The place to wait for service is uncomfortable
2) Officers are not time disciplined
3) There is no clarity on service procedures
4) Service speed is not good
5) Less optimal use of technology
6) Unclear service queue system
d. External inhibiting factors
External inhibiting factors are deficiencies originating from outside parties that have a
negative effect on service user satisfaction. The following are external supporting factors
from the Dapodik section of the Medan City Education and Culture Service:
1) Repair/procurement of facilities at the Medan City Education and Culture Office depends
on the decision of the Mayor of Medan.
2) All policies related to Dapodik depend on the decisions of the Ministry of Education.
3) The number of applicants who come cannot be predicted.
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3. Strategy to increase service user satisfaction from the Dapodik section of the Medan City
Education and Culture Office
a. IFAS and EFAS matrices
Based on the results of data analysis, researchers tried to formulate SWOT
components for the Dapodik Section of the Medan City Education and Culture Service.
SWOT components are summarized based on a number of internal and external factors
discovered in the research process. Apart from identifying existing factors, researchers also
formulated a number of main strategies that can be used. The results of the SWOT analysis
which have been included in the IFAS and EFAS matrices can be seen in Table 2 below:

Table 2. IFAS and EFAS matrices in the Dapodik section of the Education Service and
Medan City Culture

Strength(S) Weakness(W)
o Officer's appearance |e The service
e Ease of access place is not
IFAS 14 The officers ability | convenient
to use assistive | Officersare not
EEAS devices disciplined
e Officer's accuracy e Procedures are not
e Guarantee on costs clear
e Service is not
fast
o Ultilization
and legality technology is lacking
o Officer's attitude e Service queue
unclear
Opportunities(O) Strategy (SO) Strategy (WO)
o Massive e Maximizing o Use of technology
technological technological to improve officer
developments developments and discipline
e There is support officer capabilities |e Utilization of
from the Ministry e Making ministry websites/social media
regulations the basis to socialize
for service procedures
e Optimizing
technology to
improve service
facilities
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Threats(T) Strategy (ST) Strategy (WT)

e Dependence on e Maximize existing e Carry out all policies
Ministry and tools to streamline that have been set by
Mayor policies services the ministry and the

e The number of e Improve the ability Mayor to minimize
applicants is of officers to be able existing deficiencies
unpredictable to make quick ¢ Improve the service

decisions when gueue system
facing obstacles

Source: Processed by researchers (2023)

b. IFAS and EFAS table

The IFAS and EFAS tables were prepared to be able to map the position of the
Dapodik section. The position in question is the strategic position SO, WO, ST, WT which is
described in table 5.1. Based on the IFAS and EFAS matrices that have been formulated,
researchers created IFAS and EFAS tables. The table will be created taking into account the
impact on service users. The more these factors have a direct influence on service users, the
greater the weight and rating will be. The IFAS and EFAS tables that have been formulated
can be seen in full in Table 3 and Table 4.

Table 3. IFAS table in the Dapodik section of the Education and Culture Service

Medan city
No Internal factors Weight | Ratings | Mark
S1 | Officer's appearance 0.05 2.00 0.1
S2 | Ease of access 0.1 3.00 0.4
S3 | Ability and accuracy of officers 0.15 4.00 0.6
S4 | Guarantee of costs and legality 0.1 3.00 0.3
S5 | The attitude of officers in serving 0.05 2.00 0.1
Sub-Total 0.45 15
W1 | The service place is not convenient 0.1 3.00 0.3
W2 | The officers were not fast and punctual 0.15 4.00 0.6
W3 | Service procedures are not clear 0.05 2.00 0.1
W4 | Less use of technology 0.1 3.00 0.3
W5 | The service queue is not clear 0.15 4.00 0.6
Sub-Total 0.55 1.9
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Source: Processed by researchers (2023)

Table 4. EFAS table in the Dapodik section of the Education and Culture Service

Medan city
No External Factors Weight | Ratings | Mark
01 | Massive technological developments 0.3 4.00 1,2
O2 | There is support from the Ministry 0.15 1.00 0.15
Sub-Total 0.45 1.35
T1 | System error/problem 0.2 2.00 0.4

Dependence on policy
T2 S 0.15 1.00 0.15
Ministries and Mayors

The number of applicants
T3 0.2 3.00 0.6
Come

Sub-Total 0.55 1.15
Source: Processed by researchers (2023)

¢. SWOT Quadrant
1) Based on Table 3 and Table 4 which have been described, it is known that the IFAS and
EFAS scores are as follows:
o |FAS Score
[Total S Value] — [Total W Value] =1.5-1.9=-0.4
e EFAS Score
[Total O Score] — [Total T Score] =1.35-1.15=0.2
2) From the known IFAS and EFAS scores, the researcher created a SWOT quadrant
according to Figure 4 below:

Opportunities |

;//,2/'”/
/ X =-
M . -

Strength

Threath |

Source: Processed by researchers (2023)
Figure 4. SWOT quadrant in partDapodik ~ Department of Education and
Medan City Culture
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Based on Figure 4, it is known that the position of the Dapodik section in the Medan City
Education and Culture Service is in quadrant Il. What this means is that the position of the Dapodik
section based on the mapping results is between "Weakness" and Opportunity”. The right strategy
to increase service user satisfaction in the Dapodik section of the Medan City Education and
Culture Service is the WO strategy.

4. CONCLUSION
Based on the research results that have been presented and analyzed, the researcher tries to
draw several conclusions, namely:

1. The Dapodik service of the Medan City Education and Culture Service is generally quite good
and satisfies service users. Even though it can be said to be quite good, there are still a number
of crucial aspects that need to be improved. Several crucial aspects relate to officer discipline,
speed of service, comfort of the service location, and clarity of procedures.

2. There are several factors that influence service user satisfaction in the Dapodik section of the
Medan City Education and Culture Service. There were at least 6 internal supporting factors and
3 external supporting factors found. Regarding inhibiting factors, at least 6 internal factors and 3
external factors were found.

3. The position of the Dapodik section of the Medan City Education and Culture Service in the
SWOT quadrant is known to be between "Weakness" and Opportunity. The WO strategy is the
most appropriate to be implemented in the Dapodik section of the Medan City Education and
Culture Service.
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