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ABSTRAK 

 

Investasi “pro investor” menjadi program dalam era pemerintahan Joko Widodo 

untuk mendorong masuknya investor, sehingga sudah sepatutnya pemerintah 

bersiap dalam hal pelayanan khususnya pelayanan perizinan. Masalah yang 

dihadapi oleh DPMPTSP Kabupaten Semarang adalah kurangnya sumberdaya 

manusia. Penelitian ini bertujuan untuk mendeskripsikan tentang analisis kualitas 

pelayanan perizinan di DPMPTSP Kabupaten Semarang. Metode penelitian yang 

digunakan dalam penelitian ini adalah metode penelitian kualitatif deskriptif. 

Teori yang digunakan yaitu prinsip-prinsip kualitas pelayanan menurut 

PERMENPANRB No.14 Tahun 2017 yang meliputi : Persyaratan, Sistem 

mekanisme, dan prosedur, Waktu Penyelesaian, Biaya/tarif, Produk spesifikasi 

jenis pelayanan, kompetensi pelaksana, perilaku pelaksana, penanganan 

pengaduan, masukan, dan saran, sarana dan prasarana. Hasil penelitian 

menunjukkan  kualitas pelayanan perizinan pada DPMPTSP Kabupaten Semarang 

telah memenuhi sembilan prinsip kualitas pelayanan, hal ini terlihat dari kepuasan 

yang masyarakat terima dari pelayanan yang diberikan di DPMPTSP Kabupaten 

Semarang. Beberapa kekurangan terjadi pada prinsip kualitas pelayanan burupa 

kurangnya sosialisasi, prosedur yang kurang efektif dan efisien bagi pegawai, 

kurangnya sumber daya manusia, dan kurangnya sarana dan prasarana bagi 

pegawai di DPMPTSP Kabupaten Semarang. Rekomendasi, perlu adanya 

sosialisasi tentang penyebarluasan persyaratan kepada masyarakat, 

penyederhanaan prosedur pelayanan perizinan bagi pegawai, penambahan 

pegawai pada DPMPTSP Kabupaten Semarang, dan pembaruan sarana dan 

prasarana bagi pegawai di DPMPTSP Kabupaten Semarang. 

Kata Kunci : Kualitas Pelayanan, Sosialisasi, Prosedur, SDM, Sarana dan 

Prasarana 
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TITLE : Analysis The Quality Of Service Permissions at The Investment 

Service and One Stop Service of Semarang Regency. 
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ABSTRACT 

 

"Pro investor" investment into the program in the era of the reign of Joko Widodo 

to propel the influx of investors, so the Government should have already prepared 

in terms of services especially services permissions. Problems faced by 

DPMPTSP Semarang is the lack of human resources. This study aims to describe 

the quality of service analysis about licensing in DPMPTSP Regency Semarang. 

Research methods used in this research is descriptive qualitative research 

methods. The theory being used, namely the principles of quality service 

according to PERMENPANRB No. 14 Year 2017 which include: requirements, 

mechanisms, Systems and procedures, the time of completion, cost/rates, product 

specification type of service, managing competencies, Managing behavior, 

handling complaints, feedback, and suggestions, and infrastructure. The results 

showed the quality of service permissions on DPMPTSP Semarang meets nine 

quality service principles, it is apparent from the community satisfaction received 

from services provided in DPMPTSP Regency Semarang. Some shortcomings 

occurred on the principle of quality service burupa lack of socialization, the 

procedure is less effective and efficient for the employees, the lack of human 

resources, and a lack of infrastructure and facilities for employees in DPMPTSP 

Regency Semarang. Recommendations, the need for dissemination of 

dissemination to the Community requirements, simplification of the procedure of 

licensing for Ministry employees, the addition of a clerk at DPMPTSP Semarang, 

and renewal of infrastructure and facilities for the employees in the DPMPTSP 

Regency Semarang. 

Keywords: quality of service, Dissemination, procedures, human resources and 

infrastructure 
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