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ABSTRAK

Program Kerukunan Umat Beragama merupakan salah satu program yang diselenggarakan oleh Kementerian
Agama untuk memperkuat toleransi, keharmonisan, dan kehidupan masyarakat yang rukun dalam keberagaman.
Penelitian ini bertujuan menganalisis tingkat kepuasan masyarakat terhadap penyelenggaraan Program
Kerukunan Umat Beragama di Kementerian Agama Kota Bandung, mengidentifikasi kesenjangan kualitas
pelayanan, serta menyusun usulan perbaikan berdasarkan hasil analisis. Penelitian menggunakan metode
kuantitatif deskriptif dengan 104 responden yang pernah mengikuti program. Instrumen terdiri atas 20 indikator
kualitas pelayanan berdasarkan lima dimensi SERVQUAL, yaitu Tangibles, Reliability, Responsiveness,
Assurance, dan Empathy, serta 5 indikator kepuasan masyarakat. Data diolah menggunakan Microsoft Excel
dan Jamovi melalui uji validitas, uji reliabilitas, statistik deskriptif, dan analisis gap SERVQUAL. Rata-rata
tingkat kepuasan masyarakat berdasarkan lima indikator KM1–KM5 sebesar 3,14 pada skala 1–5 dan berada
pada kategori sedang/cukup. Pada analisis SERVQUAL, seluruh dimensi memiliki gap negatif, yaitu Tangibles
sebesar -1,33, Responsiveness -1,32, Reliability -1,28, Empathy -1,28, dan Assurance -1,22. Berdasarkan
kriteria penelitian, prioritas perbaikan ditentukan dari nilai gap yang paling negatif, sehingga Tangibles menjadi
prioritas pertama dan Responsiveness menjadi prioritas kedua. Usulan perbaikan difokuskan pada peningkatan
fasilitas dan media informasi, kecepatan respons petugas, konsistensi SOP, komunikasi interpersonal, serta
kompetensi petugas. Usulan tersebut merupakan rekomendasi yang diproyeksikan berdasarkan temuan
penelitian dan belum diuji melalui implementasi langsung di lapangan.

Kata Kunci: Jamovi, Kepuasan Masyarakat, Kualitas Pelayanan, Program Kerukunan Umat Beragama,
SERVQUAL.
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ABSTRACT

The Religious Harmony Program is an initiative organized by the Ministry of Religious Affairs to strengthen
tolerance, harmony, and peaceful coexistence amidst diversity. This study aims to analyze public satisfaction
with the implementation of the Religious Harmony Program at the Bandung City Ministry of Religious Affairs,
identify service-quality gaps, and formulate improvement proposals based on the findings. A descriptive
quantitative approach was applied to 104 respondents who had participated in the program. The instrument
consisted of 20 service-quality indicators based on the five SERVQUAL dimensions—Tangibles, Reliability,
Responsiveness, Assurance, and Empathy—and five public-satisfaction indicators. Data were processed using
Microsoft Excel and Jamovi through validity testing, reliability testing, descriptive statistics, and SERVQUAL
gap analysis. The average public satisfaction score based on the five satisfaction indicators (KM1–KM5) was
3.14 on a 1–5 scale and was categorized as moderate/sufficient. In the SERVQUAL analysis, all dimensions
produced negative gaps: Tangibles -1.33, Responsiveness -1.32, Reliability -1.28, Empathy -1.28, and
Assurance -1.22. Based on the study criterion, improvement priorities were determined by the most negative
gap value, making Tangibles the first priority and Responsiveness the second. The proposed improvements
focus on facilities and information media, staff responsiveness, SOP consistency, interpersonal communication,
and staff competence. These proposals are recommendations projected from the research findings and have not
been tested through direct implementation in the field.

Keywords: Jamovi, Public Satisfaction, Service Quality, Religious Harmony Program, SERVQUAL.
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