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ABSTRAK 

 

DPR RI sebagai lembaga perwakilan rakyat melakukan fungsi pengawasan 

dengan menyerap, menghimpun dan menindaklanjuti aspirasi rakyat. Penelitian 

ini bertujuan untuk mengidentifikasi nilai tingkat kepuasan publik pada fungsi 

penyerapan aspirasi penanganan Covid-19 di DPR RI dengan menggunakan 

metode Service Quality (Servqual) dan memberikan usulan strategi prioritas 

perbaikan serta peningkatan kepuasan publik berdasarkan Importance 

Performance Analysis (IPA). Survey dilakukan kepada 100 orang responden yang 

berdomisili di Provinsi Sumatera Utara, DKI Jakarta atau Jawa Barat dalam 

bentuk kuesioner online. Hasil penelitian menunjukkan bahwa masyarakat belum 

puas terhadap fungsi penyerapan aspirasi penanganan Covid-19 yang dilakukan 

oleh DPR RI dengan gap sebesar – 1,12. Semakin besar nilai gap negatif 

menunjukkan bahwa masyarakat semakin tidak puas terhadap fungsi penyerapan 

aspirasi. Usulan strategi perbaikan dan peningkatan kepuasan publik disusun 

berdasarkan hasil diagram IPA pada kuadran II  yaitu DPR RI perlu melakukan 

sosialisasi terkait media penyampaian aspirasi, pentingnya protokol kesehatan dan 

pelaksanaan vaksinasi. DPR RI juga perlu melakukan pengoptimalan pengelolaan 

dan penggunaan website Layanan Penyerapan & Pengaduan aspirasi di DPR RI, 

fungsi legislasi, pengawasan dan penetapan anggaran yang dikhususkan terkait 

penanganan Covid-19, serta perlunya pengoptimalan tugas dan fungsi Satgas 

Lawan Covid-19 di DPR RI untuk berkoordinasi dan bekerja sama dengan 

instansi terkait. 

Kata Kunci : Covid-19; Kepuasan Publik; Servqual; IPA  
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ABSTRACT 

 

The DPR RI as the people's representative institution performs a supervisory 

function by absorbing, collecting and listening to the aspirations of the people. 

This study aims to identify the value of public satisfaction in the decision-making 

function of handling COVID-19 in the Indonesian House of Representatives by 

using the Service Quality (Servqual) method and providing improvement 

strategies and increasing public satisfaction based on Importance Performance 

Analysis (IPA). The survey was conducted on 100 respondents who are domiciled 

in the Provinces of North Sumatra, DKI Jakarta or West Java in the form of an 

online questionnaire. The results of the study show that the community is not 

satisfied with the function of absorbing the aspirations of handling COVID-19 

carried out by the Indonesian House of Representatives with a gap of -1.12. The 

larger the negative gap value indicates that the community is increasingly 

dissatisfied with the function of aspiration absorption. The proposed strategy for 

improving and increasing public satisfaction is based on the results of the IPA 

diagram in quadrant II, namely the DPR RI needs to conduct socialization related 

to media that can be used to convey aspirations, the importance of health 

protocols and the implementation of vaccinations. The DPR RI also needs to 

optimize the management and use of the website for the Absorption & Complaints 

Service at the DPR RI, the legislative, supervisory and budgetary functions 

specifically related to the handling of Covid-19, as well as the need to optimize 

the tasks and functions of the Satgas Lawan Covid-19 in the DPR RI to coordinate 

and cooperate with relevant institution. 

Keywords : Covid-19; Public Satisfaction; Servqual; IPA 
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