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INTISARI

Unit pelaksana teknis Pengujian Kendaraan Bermotor merupakan Instansi
Pemerintah yang menyelenggarakan pelayanan publik dituntut untuk dapat
memberikan pelayanan publik dengan sebaik-baiknya bagi masyarakat. Untuk
mengetahui berapa besar tingkat kepuasan masyarakat terhadap pelayanan
pengujian kendaraan bermotor roda empat dan/atau lebih pada Pengujian
Kendaraan Bermotor Kota Pangkalpinang, perlu dilakukan survei indeks kepuasan
masyarakat. Dalam penelitian ini, penulis menggunakan metode deskriptif
kuantitatif dengan hasil dapat mengetahui tingkat kepuasan masyarakat terhadap
pelayanan yang telah diberikan kepada masyarakat serta mengetahui unsur-unsur
yang kurang optimal dalam pelayanan tersebut. Hasil pencapaian indeks kepuasan
masyarakat dari pengolahan data kuesioner menunjukkan nilai sebesar 3,83 yang
termasuk dalam kategori Baik (B). Namun masih ada beberapa indikator yang
mendapatkan nilai terendah dan harus dioptimalkan guna mencapai kualitas
pelayanan yang maksimal, antara lain yaitu unsur kenyamanan lingkungan dengan

nilai 3,24 dan unsur keamanan pelayanan dengan nilai 3,32.

Kata Kunci: Pengujian Kendaraan Bermotor, Pelayanan Publik,
Kepuasan Masyarakat, Indeks Kepuasan Masyarakat.

xii



ABSTRACT

As one of the government agencies of the technical implementation unit
for public service providers, the Office/Center for Motor Vehicle Testing is required
to be able to provide the best public services for the community. To find out how
much the level of community satisfaction with the testing service for four-wheeled
and/or more wheeled motorized vehicles at the Pangkalpinang City Motorized
Vehicle Testing Office/Center, it is necessary to conduct a community satisfaction
index survey. In this research, theauthor used quantitative descriptive method with
the results being able to knowydetermine the level of community satisfaction with
the services that have been provided to the community and also to know the
elements that are less than optimal in these services. The results of achieving the
community satisfaction Index from the questionnaire data processing of the survey
results show a value of 3.83 which is included in the "Good” category (B). However,
there are still several indicators that get the lowest score and must be optimized
in order to achieve maximum service quality, such as the element of environmental

comfort with a value of 3.24 and a security element of service with a value of 3.32.

Keywords: Vehicle Inspection, Public Services, Public Satisfaction,

Public Satisfaction Index.
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