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ABSTRACT

Public satisfaction with the service performance
of government officials is influenced by many
factors such as application of Standard
Operating  Procedures (SOP), government
policy, and the application of technology and
information systems. Principles of Public
service such as transparency, accountability,
participation, conditionality, equality of rights
and obligations as well as the balance of rights
and obligations greatly affect public satisfaction
with service systems and procedures. The
present study is a survey using an associative
guantitative approach aimed at determining the
effect of the Standard Operating Procedures
(SOP) in services, government policy, and
information communication technology on
improving public satisfaction of Balai Karantina
Pertanian Kelas Il Medan. The population
included the people who used the service as of
80 people using quarantine services. The
sampling method used a total sampling method
so that there are 80 samples. The data collection
method used a questionnaire. The collected data
were then analyzed by using multiple linear
regression. The results of the study indicated
that Standard Operating Procedures (SOP),
Government Policies, and Information and
Communication Technology and Community
Satisfaction have a positive and significant
effect on community satisfaction. Standard
Operating Procedure (SOP) partially has a
positive and significant effect on community
satisfaction. Government policies partially have

a positive and significant effect on community
satisfaction. Information and Communication
Technology partially has a significant effect on
community satisfaction. It is suggested to the
Kantor Balai Karantina Pertanian Kelas Il
Medan to further improve the quality of service
so that consumer satisfaction in online
transactions can be further improved

Keywords: Standard Operating Procedure,
Government Policy, Technology Information,
and Communication

INTRODUCTION

Community satisfaction is the main
factor that must be considered by public
service providers because community
satisfaction will determine the success of the
government in providing public services.
The definition of community satisfaction is
often confused with the definition of
customer  satisfaction, this is only
distinguished by who the provider is and
what is the motive for providing the service.
Service providers in public services are
employees of government agencies that
carry out public service tasks in accordance
with the laws and regulations that have been
mandated and recipients of public services
are people, communities, government
agencies, and the business world, who
benefit from the activity of providing public
services.
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Increasing community satisfaction
with existing services is expected to be
obtained by implementing several things,
including the application of Service
Standard Operating Procedures (SOPs),
which are guidelines that contain standard
operating procedures that exist within an
organization that is used to ensure that all
decisions and actions run effectively,
efficiently, consistently and systematically
standards. To improve services to service
users, the Kantor Balai Karantina Pertanian
Kelas Il Medan has implemented SOPs for
each service activity, stipulations of laws
regarding applicable tariffs for each service
and the wuse of information and
communication technology.

However, there are also several
things that become problems in the use of
information communication technology,
including the unequal ability of officers in
the use of communication information
technology which can result in differences
in work results both between work units and
between officers. The development of
infrastructure that is still uneven, especially
in reaching remote areas is also a problem in
the use of this information technology
which can make work slower or reports and
information that are no longer real time.
Several government policies at the Kantor
Balai Karantina Pertanian Kelas Il Medan
are in the form of fees or rates for Non-Tax
State Revenue (PNBP) imposed on people
who need services. The fees charged to the
community differ from one another
according to the type of service received.

The existing policies still have
several problems, such as the lack of
socialization from the Kantor Balai
Karantina Pertanian Kelas 1l Medan to the
public regarding quarantine services which
has an impact on the lack of information
received by the public regarding quarantine
measures and the public also does not
clearly understand the service mechanism
implemented, budget or tariffs that are often
considered inappropriate and payment
systems that are often constrained or
unavailability of service officers at the

agency. These things make people
disappointed and cause a sense of lack of
trust in government agencies because these
government  policies are  considered
detrimental to the service user community
so that it can lead to an unfavorable
relationship between the community and the
performance of government agencies.

Based on the analysis of community
satisfaction in the 2018 period, it can be
seen a decrease in community satisfaction
using quarantine services at Kantor Balai
Karantina Pertanian Kelas Il Medan. The
decrease is seen in the elements of courtesy
and friendliness of the officers, certainty of
service schedules and environmental
comfort, then  elements of the
reasonableness of service costs and certainty
of service costs and elements of speed of
service. There is a phenomenon of a
decrease in the value of the Community
Satisfaction Index on some of these
elements in the form of a decrease in the
elements of Standard Operating Procedures,
Information Communication Technology
and elements of Government Policy which
fell from the previous year.

Community satisfaction

Satisfaction is a response to the
perceived evaluation of the difference
between initial expectations before purchase
(or other performance standards) and the
actual performance of the product as
perceived after using or consuming the
product. Satisfaction is the level of one's
feelings after comparing the perceived

performance (outcome) with his
expectations (Kotler, 2014).
Community  satisfaction is a

response to the previously perceived
performance of public organizations. The
level of satisfaction is a function of the
difference between perceived performance
and expectations that people can experience
one of three general levels of satisfaction.
Community  satisfaction  with  public
organizations is very important because of
the relationship of public trust. According to
Pasolong  (2010), "The better the
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government and the quality of services
provided, the higher the public trust (high
trust)”. Public trust will be higher if the
community gets good service and feels
satisfied with the service.

Standard Operating Procedures (SOP)
Services

Conceptually, Standard Operating
Procedures (SOP) is a concrete form of the
application  of quality  management
principles that are applied to an
organization. Laksmi & Budiantoro (2008)
suggest that SOPs are documents related to
procedures carried out chronologically to
complete a job that aims to obtain the most
effective work results from workers at the
lowest possible cost. SOPs usually consist
of the benefits, when it was made or revised,
the method of writing the procedure, and is
accompanied by a flowchart at the end.
Tambunan (2013) argues that SOPs are
"Guidelines that contain standard operating
procedures that exist within an organization
that are used to ensure that every decision,
step or action and use of processing
facilities carried out by people within an
organization has been running effectively,
consistently, standards and Systematically”.

Government policy

Government policy is a government
instrument, not only in the sense of
government which only concerns the state
apparatus, but also governance that touches
on the management of public resources.
According to Bridgman in Suharto (2012),
that public policy generally contains the
notion of "whatever government chooses to
do or not to do". That is, public policy is
'whatever the government chooses to do or
not to do. In other words, government
policy is a set of government actions
designed to achieve certain results. Nugroho
(2010) formulates the definition of public
policy as a decision made by the state,
especially the government, as a strategy to
realize the goals of the country concerned.
Public policy is a strategy to lead society in

the early days, enter society in transition, to
get to the society that they aspire to.

Information technology

Sutabri (2014)  argues  that
information technology is a technology used
to process data, including processing,
obtaining, compiling, storing, manipulating
data in various ways to produce quality
information, namely relevant, accurate and
timely information, which is used for
purposes of personal, business, and
government and is strategic information for
decision making. Rusman (2011) defines
information and communication technology
(ICT) as a medium or tool in obtaining
knowledge from one person to another.
Furthermore, the Ministry of Research and
Technology states that information and
communication technology (ICT) as part of
science and technology (IPTEK) is
generally all technologies related to the

retrieval, collection, processing, storage,
dissemination  and  presentation  of
information.

In accordance  with  research
conducted by (Sirajuddin, 2014) which
analyzes local government policies in basic
public services in the social sector,
(Dharma, 2013) which analyzes the
relationship between price policies, services
and supporting facilities on customer
satisfaction at PT. Semen Tonasa (Ratna,
2018) which links the influence of office
facilities, service quality and standard
operating procedures (SOP) on visitor
satisfaction levels and (Paongganan, 2014)
which analyzes the influence of information
technology on quality and user satisfaction
in library and archive bodies. Supriatna
(2013), the implementation of public
services by government officials to the
community is closely related to efforts to
create community satisfaction as service
recipients. This is actually an implication of
the function of the state apparatus as a
public servant. Therefore, the position of the
government apparatus in public services is
very strategic because it will greatly
determine the extent to which the
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government is able to provide the best
possible service to the community, which in
this way will determine the extent to which

the state has carried out its role properly in
accordance with the objectives of its
establishment.

Standard Operating
Procedures for Services (X1)
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Figure 1. Conceptual Framework

Hypotheses

Hal : There is a positive and significant
influence between the Standard Operating
Procedures (SOP) of Services on Increasing
Community Satisfaction at the Kantor Balai
Karantina Pertanian Kelas 11 Medan

Ha2 : There is a positive and significant
influence between government policies on
increasing community satisfaction at the
Kantor Balai Karantina Pertanian Kelas 1l
Medan

Ha3 There is a positive and
significant influence between Information
and Communication  Technology on
Increasing Community Satisfaction at the
Kantor Balai Karantina Pertanian Kelas |1
Medan

Ha4 Standard Operating Procedures
(SOP) for Services, Government Policies
and Information Communication
Technology together have a positive and
significant impact on increasing community
satisfaction at the Kantor Balai Karantina
Pertanian Kelas I Medan.

RESEARCH METHOD

In this study, the researcher used
associative research. Associative research is
research on the relationship of two or more
variables which can also be called a causal
relationship in which in this study there is

an independent variable (cause) namely the
influencing variable and the dependent
variable (effect) namely the affected
variable (Sinulingga, 2011). These two
things make it easier for the author to obtain
objective data in order to know and
understand the effect of the application of
standard operating procedures (SOPs) for
services, government policies and the use of
information and communication technology
to increase community satisfaction at the
Kantor Balai Karantina Pertanian Kelas Il
Medan. The research was conducted for
three months, namely in November 2020 —
January 2021.

The population used in this study
were service users at the Kantor Balai
Karantina Pertanian Kelas Il Medan with a
total of 80 people. Service User is a term for
an individual or a business entity that
requires quarantine services. In this study,
the authors narrow the population, namely
the number of people who use quarantine
services who have used quarantine services
repeatedly as many as 80 respondents who
are divided into users of animal quarantine
services and users of plant quarantine
services according to the services received.
Researchers used all populations as samples,
as many as 80 respondents.

International Journal of Research and Review (ijrrjournal.com)

464

Vol. 9; Issue: 1; January 2022



Hetty Evarina Situmorang et.al. Implementation of standard operational procedure (SOP) for services,
government policy and information technology of communication on improving public satisfaction of Balai

Karantina Pertanian Kelas Il Medan.

RESULT AND DISCUSSION
R-Square test Results

Table 1: R Suquare

Model Summary®

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 .812° .659 .645 1.43016

a. Predictors: (Constant), Information and Communication Technology, Government Policy, Standard

Operating Procedure
b. Dependent Variable: Community Satisfaction

The adjusted r-square value = 0.645,
this means that the magnitude of the
influence of the independent variable on the
dependent  variable Y  (community
satisfaction) is 0.645 x 100% = 64.5%. In
other words, 64.5% of the variables of
community satisfaction can be explained by
the variables of Standard Operating
Procedures (SOP), Government Policy,
Information and Communication
Technology and Community Satisfaction,
while the rest (35.5%) is explained by other
factors not examined.

Hypothesis Test Results - Simultaneous F
Test Results

The F-test was simultaneously
carried out to determine whether the 3
independent  variables X1  (Standard
Operating Procedures (SOP) Services), X2
(Government Policy) and X3 (Information
and Communication Technology) had a
significant effect on the dependent variable
Y (Community Satisfaction).

Table 2: Simultaneous F Test Results

ANOVA?
Model Sum of Mean Square F Sig.
Squares
Regression 300.352 3 100.117 48.948 .000b
1 Residual 155.448 76 2.045
Total 455.800 79

a. Dependent Variable: Community Satisfaction

b. Predictors: (Constant), Information and Communication Technology, Government Policy, Standard

Operating Procedure

Based on the data presented in table
2, it can be concluded that the 3 variables
X1 (Standard Operating Procedures (SOP)
Services, X2 (Government Policy) and X3

Partial T-Test Results

(Information and Communication
Technology) have a significant influence on
the dependent variable Y (Community
satisfaction).

Tabel 3. Partial T-Test Results

Coefficients®

Unstandarized

Standarized

Model Coefficients Coefficients t Sig.
B Std. Error Beta
(Constant) 1.039 3.917 .265 792
Standard Operating Procedure 495 063 575 7.850 .000
1 Government policy 274 071 .283 3.873 .000
Information and communication 439 100 .295 4.389 .000
technology
a. Dependent Variable: Community satisfaction
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The Effect of Standard Operating
Procedures (SOP) on Community
Satisfaction

Table 3 shows that the t-count value
of X1 (Standard Operating Procedures
(SOP) for Services) = 7,850 with a
significance (p-value) of 0.000. When
compared with the value of t-table = 1.99
(for N = 80 or df = 76) and sig-o = 0.05, it
can be seen that t-count X1 (7.850) > t-table
(1.99) and p-value (0.000) < 0.05,
concluded that the variable X1 (Standard
Operating Procedures (SOP) Services) has a
significant effect on the dependent variable
Y (community satisfaction). This means that
the better the Standard Operating Procedure
(SOP), the higher the community's
satisfaction with the services of the Kantor
Balai Karantina Pertanian Kelas I Medan.

The Effect of Government Policy on
Community Satisfaction

The results of the analysis show that
government policies have a significant
influence on people's satisfaction. This is
indicated by the t-count X2 (3.873) > t-table
(1.99) and p-value (0.002) <0.05. This
means that the better the government's
policies, the higher the community's
satisfaction with the services of the Kantor
Balai Karantina Pertanian Kelas I Medan.

The Effect of Information and
Communication Technology on Public
Satisfaction

The results of the analysis show that
Information and Communication
Technology has a significant influence on
people's satisfaction. This is indicated by the
value of t-count X3 (4.389) > t-table (1.99)
and p-value (0.016) <0.05. This means that
the  higher the information and
communication technology, the higher the
community's satisfaction with the services
of the Kantor Balai Karantina Pertanian
Kelas Il Medan.

CONCLUSION
Partially, Standard Operating
Procedures (SOP) have a positive and

significant effect on the satisfaction of the
community using quarantine services at the
Kantor Balai Karantina Pertanian Kelas 1l
Medan and is the variable that has the
highest influence compared to the variables
of Government Policy and Information and
Communication Technology at the Kantor
Balai Karantina Pertanian Kelas 1l Medan.

Government policies partially have a
positive and significant effect on the
satisfaction of people using quarantine
services at the the Kantor Balai Karantina
Pertanian Kelas I Medan.

Information and Communication
Technology partially has a positive and
significant ~ impact on  community
satisfaction using the Kantor Balai
Karantina Pertanian Kelas 11 Medan

Simultaneously Standard Operating
Procedures (SOP) Services, Government
Policies and Information Communication
Technology have a significant effect on the
Satisfaction of the Quarantine Service User
Community at the the Kantor Balai
Karantina Pertanian Kelas 11 Medan which
is shown in the F test with a significant
figure of 48.95% while the remaining
51.05% is explained by other variables or
factors not examined.

Based on the results of the Partial
test with the T test, it can be seen that the
variable that has the least effect on the
satisfaction of the service user community at
the Kantor Balai Karantina Pertanian Kelas
Il Medan is the Government Policy variable,
therefore the Kantor Balai Karantina
Pertanian Kelas Il Medan needs to further
increase socialization to the public about
every policy issued by the government.
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