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RESPONSIVITAS POLRESTABES DALAM PENANGANAN
LAPORAN TINDAKAN KRIMINAL DI KOTA SURABAYA

ARIO DEWANDARU
NPM. 21041010302

ABSTRAK

Penelitian ini bertujuan untuk menganalisis bagaimana Responsivitas Polrestabes
dalam Penanganan Laporan Tindakan Kriminal di Kota Surabaya. Responsivitas
merupakan suatu kemauan untuk membantu pengguna layanan serta
menyelenggarakan pelayanan dengan tulus. Penelitian ini menggunakan
pendekatan kualitatif deskriptif dengan teknik pengumpulan data melalui
wawancara mendalam, observasi, dan dokumentasi. Teori yang digunakan dalam
penelitian ini adalah teori yang dikemukakan oleh Zeithaml et al (1990) Konsep
ini dikenal dengan model servqual, yang meliputi tangibles (bukti fisik),
reliability (keandalan), responsiveness (daya tanggap), assurance (jaminan), dan
emphaty (kepedulian). Kelima dimensi itu menjadi tolok ukur dalam menilai
sejauh mana layanan publik mampu memenuhi ataupun bahkan melampaui
harapan masyarakat. Hasil penelitian menunjukkan bahwa Polrestabes Kota
Surabaya sudah berjalan dengan baik, namun terdapat beberapa kendala yang
membuatnya kurang optimal yang meliputi 6 indikator yaitu kemampuan
merespon masyarakat, kecepatan memberikan pelayanan, ketepatan memberikan
pelayanan, kecermatan dalam pelayanan, ketepatan waktu pelayanan, dan
kemampuan menanggapi keluhan.

Kata Kunci: Responsivitas, Pengaduan, Tindak Kriminal
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RESPONSIVENESS OF THE SURABAYA CITY POLICE IN HANDLING
REPORTS OF CRIMINAL ACTS IN SURABAYA CITY

ARIO DEWANDARU
NPM. 21041010302

ABSTRACT

This study aims to analyze the responsiveness of the Surabaya City Police in
handling criminal reports in Surabaya City. Responsiveness is a willingness to
help service users and provide services sincerely. This study uses a descriptive
qualitative approach with data collection techniques through in-depth interviews,
observation, and documentation. The theory used in this study is the theory
proposed by Zeithaml et al (1990). This concept is known as the servqual model,
which includes tangibles (physical evidence), reliability (reliability),
responsiveness (responsiveness), assurance (guarantee), and empathy (caring).
These five dimensions are benchmarks in assessing the extent to which public
services are able to meet or even exceed community expectations. The results of
the study indicate that the Surabaya City Police have been running well, but there
are several obstacles that make it less than optimal, which include 6 indicators:
the ability to respond to the community, speed in providing services, accuracy in
providing services, accuracy in services, timeliness of services, and the ability to
respond to complaints.

Keywords: Responsiveness, Complaints, Criminal Acts
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