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ABSTRAK 

PUBLIC VALUE LAYANAN PANGGILAN GAWAT DARURAT BADAN 

NASIONAL PENCARIAN DAN PERTOLONGAN (BASARNAS) PADA 

KANTOR SAR SURABAYA 

Penelitian ini bertujuan untuk menganalisis public value pada layanan panggilan 

gawat darurat Badan Nasional Pencarian dan Pertolongan (Basarnas) pada Kantor 

SAR Surabaya. Latar belakang penelitian ini didasarkan pada pentingnya pelayanan 

kegawatdaruratan yang cepat, responsif, dan mudah diakses oleh masyarakat dalam 

kondisi darurat seperti bencana, kecelakaan, dan orang hilang. Penelitian ini 

menggunakan pendekatan deskriptif kualitatif dengan teknik wawancara, observasi, 

dan dokumentasi. Teori yang digunakan adalah teori Public Value menurut 

Faulkner dan Kaufman (2017) yang meliputi Outcome Achievement, Trust and 

Legitimacy, Service Delivery Quality, dan Efficiency. Hasil penelitian 

menunjukkan bahwa layanan panggilan gawat darurat Basarnas telah berjalan 

dengan baik melalui keberhasilan operasi pencarian dan pertolongan, tingginya 

kepercayaan masyarakat terhadap pelayanan petugas, kualitas pelayanan yang cepat 

dan mudah diakses, serta pelayanan gratis dengan pemanfaatan sumber daya yang 

efektif dan efisien. Kesimpulannya, diperlukan sosialiasi yang berkelanjutan serta 

memperluas area Pos SAR agar lebih memudahkan pelayanan ang lebih optimal.  

Kata Kunci: Public Value, Basarnas, Layanan Panggilan Gawat Darurat, 

Pelayanan Publik, Kantor SAR Surabaya. 
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ABSTRACT 

 

PUBLIC VALUE OF EMERGENCY CALL SERVICES OF THE 

NATIONAL SEARCH AND RESCUE AGENCY (BASARNAS) AT 

SURABAYA SAR OFFICE 

This study aims to analyze the public value of the emergency call service of the 

National Search and Rescue Agency (Basarnas) at the Surabaya SAR Office. The 

background of this research is based on the importance of emergency services that 

are fast, responsive, and easily accessible to the public in emergency situations such 

as disasters, accidents, and missing persons cases. This study employed a 

descriptive qualitative approach using interview, observation, and documentation 

techniques. The theory used in this research is the Public Value theory proposed by 

Faulkner and Kaufman (2017), which includes Outcome Achievement, Trust and 

Legitimacy, Service Delivery Quality, and Efficiency. The results of the study show 

that the Basarnas emergency call service has been implemented well through 

successful search and rescue operations, high public trust in the officers’ services, 

fast and easily accessible service quality, as well as free services supported by 

effective and efficient resource utilization. In conclusion, continuous public 

outreach and the expansion of SAR post areas are needed to support more optimal 

emergency services. 

Keywords: Public Value, Basarnas, Emergency Call Service, Public Service, 

Surabaya SAR Office. 
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