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ABSTRAK 

KAJIAN KINERJA DINAS TEKNIS DALAM PENERBITAN 
SERTIFIKAT LAIK FUNGSI BANGUNAN GEDUNG 

DI KABUPATEN KOTABARU 

 
KHAIRUNNISA 

NIM. 2420828720001 

Dr.Eng. Ir. IRFAN PRASETIA, S.T., M.T 
 

Penelitian ini dilatarbelakangi oleh pentingnya pengendalian teknis dalam 
penyelenggaraan bangunan gedung untuk memastikan terpenuhinya standar keselamatan, 
kesehatan, kenyamanan, dan kemudahan bangunan sebelum digunakan. Sertifikat Laik 
Fungsi (SLF) merupakan instrumen penting dalam menjamin kelaikan bangunan. Namun 
demikian, proses penerbitan SLF di Kabupaten Kotabaru masih menghadapi kendala, 
seperti kompleksitas tahapan pelayanan, keterbatasan sumber daya manusia, serta belum 
optimalnya kualitas pelayanan dinas teknis. Kondisi tersebut menunjukkan perlunya 
penelitian untuk mengkaji kinerja pelayanan penerbitan SLF. 
Penelitian ini bertujuan untuk menganalisis tingkat kepuasan pengguna layanan serta 
mengidentifikasi atribut pelayanan yang menjadi prioritas peningkatan kinerja. Metode 
yang digunakan adalah pendekatan kuantitatif melalui penyebaran kuesioner kepada 
konsultan sebagai pengguna layanan. Analisis data dilakukan menggunakan metode 
Customer Satisfaction Index (CSI) untuk mengukur tingkat kepuasan dan Importance 
Performance Analysis (IPA) untuk menentukan prioritas perbaikan pelayanan. 
Hasil penelitian menunjukkan bahwa nilai CSI pada indikator produktivitas sebesar 
75,38%, responsivitas sebesar 79,56%, dan responsibilitas sebesar 78,70%, yang 
termasuk dalam kategori puas. Meskipun demikian, hasil analisis IPA menunjukkan 
bahwa terdapat atribut pelayanan yang menjadi prioritas utama untuk ditingkatkan, yaitu 
kepastian tahapan pelayanan (P3), ketepatan waktu pelayanan (P5), kecepatan proses 
pelayanan (P6), responsivitas petugas (P11), dan peran Penilik Bangunan (P15). 
Berdasarkan hasil analisis lanjutan yang diperkuat dengan wawancara dan observasi, 
diketahui bahwa permasalahan utama meliputi kompleksitas tahapan pelayanan, kendala 
teknis dalam proses pelayanan, keterbatasan sumber daya manusia, kurangnya koordinasi 
dengan pemohon, serta keterbatasan anggaran. Oleh karena itu, strategi peningkatan 
kinerja yang direkomendasikan meliputi penyederhanaan penyajian SOP pelayanan, 
penguatan implementasi SOP, peningkatan koordinasi pelayanan, peningkatan 
responsivitas petugas, serta penguatan peran Penilik Bangunan melalui peningkatan 
ketersediaan SDM, penegasan kewajiban pemohon dalam koordinasi pelayanan, dan 
dukungan anggaran. 
Hasil validasi menunjukkan bahwa strategi yang dirumuskan telah sesuai dengan kondisi 
di lapangan dan dapat diimplementasikan untuk meningkatkan kualitas pelayanan 
penerbitan Sertifikat Laik Fungsi (SLF) di Kabupaten Kotabaru. 
 
Kata Kunci: Sertifikat Laik Fungsi (SLF), kualitas pelayanan, Customer Satisfaction 
Index (CSI), Importance Performance Analysis (IPA), kinerja pelayanan  
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ABSTRACT 
PERFORMANCE ASSESSMENT OF THE TECHNICAL AGENCY IN THE 

ISSUANCE OF BUILDING WORTHINESS CERTIFICATES (SLF) IN KOTABARU 
REGENCY 

 
KHAIRUNNISA 

NIM. 2420828720001 

Dr.Eng. Ir. IRFAN PRASETIA, S.T., M.T 
 

The implementation of building construction requires technical control to ensure 
that safety, health, comfort, and accessibility standards are fulfilled prior to 
building occupancy. The Building Worthiness Certificate (Sertifikat Laik Fungsi / 
SLF) serves as an important instrument to verify that buildings comply with the 
required standards for utilization. However, the issuance of SLF in Kotabaru 
Regency continues to face several challenges, including complex service 
procedures, limited human resources, and suboptimal service performance by the 
Technical Agency. 
This study aims to analyze the level of user satisfaction and identify priority 
service attributes that require performance improvement in the issuance of SLF. A 
quantitative approach was employed through questionnaires distributed to 
consultants involved in the SLF issuance process. Data were analyzed using the 
Customer Satisfaction Index (CSI) to measure user satisfaction and Importance 
Performance Analysis (IPA) to determine priority areas for service improvement. 
The results indicate that the CSI values for productivity, responsiveness, and 
responsibility were 75.38%, 79.56%, and 78.70%, respectively, all of which fall 
within the satisfied category. The IPA results identified several service attributes 
requiring priority improvement, namely the certainty of service stages (P3), 
timeliness of service completion (P5), speed of service delivery (P6), staff 
responsiveness (P11), and the role of Building Inspectors (P15). 
Further analysis based on interviews and field observations revealed that the 
main factors affecting service performance include the complexity of service 
procedures, technical constraints during service implementation, limited human 
resources, inadequate coordination with applicants, and budget limitations. 
Based on these findings, several improvement strategies are recommended, 
including simplifying the presentation of service Standard Operating Procedures 
(SOPs), strengthening SOP implementation, improving service coordination and 
responsiveness, and enhancing the role of Building Inspectors through increased 
human resource capacity and budget support. In addition, applicants should be 
required to upload and update construction schedules through the SIMBG system 
to facilitate inspection activities and prevent delays in the SLF issuance process. 
The validation results confirmed that the proposed strategies are consistent with 
field conditions and can be effectively implemented to improve the quality of SLF 
issuance services in Kotabaru Regency. 
 
Keywords: Building Worthiness Certificate (SLF), service performance, Customer 
Satisfaction Index (CSI), Importance Performance Analysis (IPA), public service 
quality. 
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