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“When the world pushes you to your knees, you’re in the perfect position to pray”.
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ABSTRAK

Penelitian ini bertujuan untuk mendeskripsikan penanganan kondisi darurat
masyarakat kota Surabaya melalui Command Center 112 Kota Surabaya dilihat
dari perspektif kualitas pelayanan publik yang berfokus pada aspek responsivitas.
Penelitian ini dianggap penting karena terdapat banyak pengaduan yang
disampaikan masyarakat mengenai belum maksimalnya penanganan kondisi
darurat masyarakat oleh Command Center 112 Kota Surabaya.

Penelitian ini menggunakan teori responsivitas menurut Zeithaml dkk. Metode
penelitian ini menggunakan metode kualitatif tipe deskriptif. Lokasi penelitian ini
dilakukan di Badan Penanggulangan Bencana Daerah atau BPBD Kota Surabaya
bidang Kedaruratan dan Logistik dengan melibatkan masyarakat yang pernah
melapor kejadian darurat mereka kepada Command Center 112 Kota Surabaya.
Teknik pengumpulan data dilakukan dengan observasi, face fo face interview, dan
wawancara dengan menggunakan sosial media, serta studi dokumen. Adapun
teknik analisis data dilakukan dengan kondensasi data, data display, dan
penarikan kesimpulan. Adapun teknik keabsahan data dalam penelitian ini dengan
menggunakan strategi triangulasi.

Hasil yang diperoleh dalam penelitian ini menunjukkan bahwa responsivitas
layanan pengaduan kedaruratan melalui Command Center 112 sudah baik atau
sangat responsif dikarenakan banyak dari masyarakat menyampaikan kepuasan
dan merasa terbantu dengan hadirnya Command Center 112 untuk menyelesaikan
permasalahan-permasalahan mereka.

Kata Kunci: Layanan Kedaruratan, Command Center 112, Responsivitas
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ABSTRACT

This study aims to describe the handling of emergency conditions for the people
of Surabaya through Command Center 112 Surabaya City from the perspective of
the quality of public services that focuses on the aspect of responsiveness. This
research is considered important because there are many complaints submitted by
the public regarding the not yet optimal handling of public emergency conditions
by the Command Center 112 Surabaya City.

This research uses the theory of responsiveness according to Zeithaml. This
research method uses descriptive type qualitative method. The location of this
research was carried out at the Regional Disaster Management Agency or BPBD
Surabaya City in the field of Emergency and Logistics by involving people who
had reported their emergency incidents to the Surabaya City 112 Command
Center. Data collection techniques were carried out by observation, face to face
interviews, and interviews using social media, as well as document studies. The
data analysis technique is done by condensing data, displaying data, and drawing
conclusions. The data validity technique in this study was using a triangulation
strategy.

The results obtained in this study indicate that the responsiveness of emergency
complaint services through Command Center 112 is good, or very responsive
because many of the community expressed satisfaction and felt helped by the
presence of the Command Center 112 to solve their problems.

Key words: Emergency Services, Command Center 112, Responsiveness
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