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ABSTRACT  

Child-friendly integrated public space (RPTRA) in Jakarta is a concept created in the form of a green open space equipped with various 

infrastructure for children's play, adult social activities and other activities in accordance with the purpose of the RPTRA. Public satisfaction 

with the RPTRA program is one measure of the success or failure of the DKI Provincial Government in providing services through RPTRA. One 

city with a large number of RPTRAs is North Jakarta, where from the many RPTRAs there are several different characteristics in each RPTRA. 

Each RPTRA has a different land area, infrastructure and program of activities in providing services to the community. Physical and non-

physical deficiencies that exist in each RPTRA cause low community satisfaction, therefore there is a need for a strategy to keep the community 

satisfied even though there are shortcomings in the RPTRA. This study aims to analyze strategies to increase community satisfaction through 

excellent service in North Jakarta Regional RPTRA. The method used in this research is descriptive qualitative with spiral model data analysis 

method. Based on the results of this study, it shows that through prime service strategies in the form of (1) speed, (2) accuracy, (3) friendliness 

and (4) comfort can increase community satisfaction which includes satisfaction with direct services and indirect services. The strategy of speed, 

accuracy, friendliness and comfort which is implemented in the form of direct and indirect services can increase the satisfaction of the people 

who visit RPTRA in the North Jakarta Region 
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Introduction 
 

Community satisfaction is the goal of providing services by 

the government, so that excellent service must be applied. 

Community satisfaction is closely related to whether or not 

the services provided by the government are good. The 

community has the right to services that must be provided 

by the government. There are many forms of services that 

are the government's obligation to run. Public services are 

not only in the form of government services, utility services, 

clothing, food, shelter services, but the provision of public 

space is also a form of service for the community, as 

mandated in Law Number 24 of 1992 concerning spatial 

planning. One form of open space built in DKI Jakarta is the 

Child Friendly Integrated Public Space (RPTRA). In 2015, 

the DKI Jakarta Provincial Government implemented a 

Child Friendly Integrated Public Space (RPTRA) 

development program to be a solution to these problems (B. 

Bestari, 2018). 

Public services run in RPTRA are a form of public service 

in accordance with the Decree of the Minister for 

Administrative Reform (Kepmenpan) Number 63 of 2003. 

In Kepmenpan Number 63 of 2003 it clearly states that 

public services are activities carried out by public service 

providers including the Government. DKI Jakarta Province 

(Pemprov) to meet the needs of service recipients including 

the general public. Public service is a basic right given to the 

community, so that if the service has been provided 

accordingly, it means that their needs and satisfaction have 

been met (Hayat, 2017). Public service is the fulfillment of 

people's wants and needs by state administrators. The state 

is founded by the public (society) of course with the aim of 

improving the welfare of the community (Sinambela, 2015). 

Public services will be successful in providing satisfaction 

to the community by implementing excellent service. 

Excellent service can be interpreted as the best service, so 

providing excellent service means that public services have 

been carried out as well as possible (Zaenal and Laksana, 

2018). Excellent service is a service capable of creating the 

following conditions: (1) making the people served feel 

important; (2) friendly and fast service; (3) the person 

served is satisfied; (4) placing customers as partners; (5) 

services provided optimally; (6) concern for customers; (7) 

services provided in an integrated manner (Barata, 2014). 

Excellent service has an absolute goal, namely satisfaction 

for the people served. On the other hand, excellent service 

has the objective of fulfilling the wants and needs of the 

community by state administrators. The state was founded 

by the public (society), of course, with the aim of improving 

the welfare of the community (Daryanto and Setyabudi, 

2014). 

The benefits of excellent service are clearly described by 

Firmansyah (2016), namely providing trust and satisfaction, 

serving wholeheartedly so as not to disappoint, creating 

people's welfare so that cooperation and participation of all 

components of the nation are guaranteed to realize the 

development of the nation and state, adding to the trust and 

value of existing individual credibility. in the organization 

and become everyone's hope. It is also clearly conveyed that 

excellent service has benefits, namely improving the quality 

of government services to the community, as a reference for 

developing service standards, and as a reference for 

customer and stakeholder service in service activities 

regarding why, when, whom, where, and how services 

should be performed (Freddy, 2017). 
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Excellent service has a basic concept, namely creativity 

(Deby, 2015). In more detail, the concept of excellent 

service is (1) Ability; This means that knowledge and skills 

are absolutely necessary to support excellent service 

programs including the ability to work in the area of work 

involved, carry out effective communication, develop 

motivation, and use public relations as an instrument in 

fostering relationships within and outside the organization; 

(2) Attitude: means the behavior or temper that must be 

highlighted when dealing with customers. Attitudes as a 

collection of feelings, beliefs and behavioral tendencies 

shown to others; (3) Appearance: means the appearance of a 

person, both physical and non-physical which is able to 

reflect the confidence and credibility of other parties; (4) 

Attention: means full concern for the customer / user, both 

relating to attention to the needs and desires of the user as 

well as understanding his suggestions and criticisms; (5) 

Action: means the actual activities that must be carried out 

in providing services to customers; and (6) Responsibility: 

means an attitude of kindness to customers as a form of 

concern to avoid or minimize customer loss or 

dissatisfaction (Laurena, 2015). 

Excellent service is a service that must be implemented in 

RPTRA to create satisfaction for the visiting community. 

RPTRA is a public space that has various functions, mainly 

for children's education by trying to present different 

concepts in park development. A child-friendly integrated 

public space is a public space that has the characteristics of a 

public open park, a vehicle for children's games and 

development, part of child-friendly city infrastructure and 

facilities, green open space, and facilities for social activities 

(Navastara & Maulidy, 2017). The DKI Jakarta Provincial 

Government is building green open spaces in each urban 

village. In general, RPTRA consists of a management 

building, a garden and a children's play area. Basically, 

some countries have open spaces as community centers such 

as RPTRA, including America (community center), Sweden 

(Centrum), and Finland (Keskus), community centers are 

located in almost every district with one of the functional 

benefits of overcoming social problems (Surayuda, 2016).  

The purpose of establishing the RPTRA is for the Jakarta 

provincial government to provide services to the 

community. Public service is an obligation that must be 

carried out by the provincial government (Spicker, 2009). 

Based on the research results, it is known that 95% of 

children give a positive assessment of RPTRA as their 

favorite place. This conclusion indicates that the existence 

of RPTRA is a valuable asset in the daily lives of children, 

especially those who live in crowded environments. 

Therefore, the RPTRA development initiative needs to be 

consistently carried out (Prakoso & Dewi, 2017). The 

construction of the RPTRA in the Jakarta area is an effort 

that aims to make the city of Jakarta a suitable city for 

children. To realize a child-friendly city, of course, it also 

requires commitment and the role of the stakeholders 

involved in this, namely the local government and the 

surrounding community who synergize and coordinate as a 

whole (Hidayat & Utari, 2018) 

Based on some of these descriptions, this study aims to 

analyze strategies to increase community satisfaction 

through excellent service at RPTRA. The prime service 

forms studied were (1) speed, (2) accuracy, (3) friendliness 

and (4) comfort (Tjiptono, 2002). In this study, data were 

collected in two stages, namely (1) conducting a survey of 

the level of community satisfaction with the facilities and 

services available in RPTRA. From the results of this 

survey, detailed information on community satisfaction will 

be known. (2) conducting interviews with informants, 

observation and FGD regarding aspects of excellent service 

which are a strategy in increasing community satisfaction. 

Aspects of satisfaction consist of two, namely facilities as a 

form of satisfaction with indirect services and service 

quality of RPTRA managers as a form of satisfaction with 

direct services (Husain Umar, 2005).  

 

Method 
 

The approach used is a qualitative approach, namely 

research conducted to produce descriptive data in the form 

of both written and oral forms as well as the behavior of the 

observed subjects. Qualitative research is a particular 

tradition in social science that fundamentally relies on 

human observation in its own area and relating to these 

people in their discussion and terminology (Moleong, 2011). 

This qualitative research has several special characteristics 

that distinguish it from other research. The characteristics of 

qualitative research in this study are: (a) Using a natural 

setting, (2) The key instrument is human, (3) Prioritizing 

direct data, (4) Using the triangulation method (Arifin, 

2012). 

In accordance with the type of research above is qualitative, 

the way data collection is done by four techniques, namely: 

interviews, observation. An interview is a conversation with 

a specific purpose carried out by two parties, namely the 

interviewer who asks the question and the interviewee who 

provides the answer to the question. In the interview, the 

types of questions can relate to experiences and behaviors as 

well as feelings, namely questions related to what someone 

has done and done, as well as questions aimed at 

understanding a person's emotional respondents. 

Observation is an effort to record all events and activities 

that occur during the corrective action with or without 

assistance. As a data collection tool, direct observation will 

make a very important contribution to descriptive research. 

Certain types of information can be obtained best through 

direct observation by researchers. The informants in this 

study were RPTRA officers and RPTRA visitors. RPTRA 

officers who serve as informants are the head of the 

coordinator and 2 members because they have more in-

depth information about the RPTRA. Informants from 

visitors were randomly assigned to visitors who had visited 

RPTRA (Moleong, 2011). 

The location of this research is RPTRA in North Jakarta, 

namely RPTRA RASELA, RPTRA Radar Pembangunan, 

RPTRA Sindang Raya, RPTRA Tugu Permai and RPTRA 

Permata. The RPTRA was chosen because it represents the 

entire RPTRA both in terms of land area and facilities 

owned. The RPTRA sampled in this study also has a unique 

facility, which is the initiative and creativity of the manager 

which can be used as a reference for other RPTRAs. 

The research method used in this research is descriptive 

qualitative with data analysis using a spiral model (Creswell, 

2016) which is in more detail as follows: 
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1. Data Collection, which collects data from 

interviews in the form of text, participant observation, and 

other data in the form of pictures, documents, etc. related to 

planning, implementing and evaluating RPTRA services in 

increasing visitor satisfaction. 

2. Data Managing, namely processing the data that 

has been obtained from the RPTRA in the form of 

participant observation, in-depth interviews and 

documentation and converting the data into a text unit 

suitable for analysis. 

3. Reading, Memoring, namely understanding and 

remembering as a reflection of a number of answers to 

research questions which include planning, implementing, 

and evaluating RPTRA services in increasing visitor 

satisfaction. 

4. Describing, Classifying, and Interpreting, namely 

describing, aligning according to the context of the category, 

namely planning the implementation and evaluation of 

RPTRA services in increasing visitor satisfaction. 

5. Representing, Visualizing, namely presenting and 

making conclusions that can be made in the form of a chart, 

then compiling propositions from the research results. 

 

Research Results and Discussion 
 

RPTRA development in the Jakarta 

 

Public spaces in the form of green open spaces equipped 

with play facilities and other social activities are the right 

solution to the problem of the lack of green open spaces in 

Jakarta. In creating public spaces it is necessary to pay 

attention to the value of public space and the importance of 

design and planning in creating it, it is important to 

remember that the design approach to creating these spaces 

must be very specific (Rupa, 2015). The safety and security 

of visitors are the main things that need to be considered in 

RPTRA. The public sphere needs to pay attention to the 

sense of security so it is important to have rules related to 

increasing a sense of security (Francis et al., 2012). The 

diversity of visitors from the perspective of age, cultural 

background, economic background, and individual 

characteristics is a big challenge in providing services for 

RPTRA managers. RPTRA services are not only direct 

services, but indirect services are also very important, 

namely by maintaining the safety and security of visitors.  

In general, the form of service to visitors is divided into two 

categories, namely direct services and indirect services. 

Direct service means that in the service there is direct 

interaction between officers and visitors at RPTRA. Indirect 

services, meaning that services are provided through the 

facilities and infrastructure in the RPTRA. Direct and 

indirect services performed as well as possible are called 

excellent service. (Rustanto, 2019). Referring to previous 

research on service analysis in increasing satisfaction. 

RPTRA which is managed properly in accordance with the 

policies of the manager can make the community feel 

satisfied. This happens, because through the RPTRA, the 

community can easily access the facilities needed (Netti, 

2018). The implementation of the RPTRA program which is 

in accordance with the service activity standards by officers 

will make the RPTRA feasible to become a friendly public 

space. Thus the community will feel more satisfied (Rully 

Bestari, 2018). Services through the facilities provided that 

are aimed at achieving community satisfaction are supported 

by safety, comfort, affordability, and means of playing. 

Thus, indirect services are very important. In this study, it 

has not explicitly explained the services provided directly to 

get community satisfaction (Nafil, 2017). Utami et.al 

(2016), revealed that RPTRA provides recreational and 

restorative benefits, this is shown from the results of 

research on parents and children who visit RPTRA. Through 

this research, clear information was obtained that the 

friendliness of the officers and the quality of the facilities at 

RPTRA were important in providing excellent service and 

were able to become a measure of the benefits obtained by 

visitors. In line with that, Samsudin and Primi (2018), 

explain that services at RPTRA are able to create 

satisfaction through the strategies implemented. 

 

Service Excellent Strategy in increasing RPTRA Visitor 

Satisfaction 

 

Based on the results of interviews and observations, it was 

found that the community was satisfied with the services 

provided by officers at RPTRA. Excellent service that can 

make people feel satisfied, namely fulfilling the elements (1) 

speed, (2) accuracy, (3) friendliness, and (4) comfort 

(Tjiptono, 2002). From each element of excellent service, in 

more detail, the following is the excellent service strategy 

that is implemented by the RPTRA in the North Jakarta area 

in creating community satisfaction who visit the RPTRA. 

First, regarding the speed of service at RPTRA. Service 

speed is divided into two categories, namely speed in direct 

service and indirect service. Direct service is provided by 

interacting directly between RPTRA managers and visitors. 

Indirect service is a form of service by providing good 

facilities according to the needs of visitors and by quickly 

repairing damaged facilities so that they always make 

visitors feel comfortable. In direct service, the RPTRA 

manager is always quick to greet visitors who enter the 

RPTRA and is quick to help visitors who need assistance 

from the RPTRA manager. In indirect services, the RPTRA 

manager always maintains cleanliness and every facility in 

the RPTRA so that visitors can always enjoy services 

through various facilities that are in good condition in the 

RPTRA.  

In providing excellent service, officers are required to have 

professional competence to be able to provide satisfaction. 

Officers must be able to provide fast and professional 

service to make visitors satisfied. Excellent service as the 

demand for service that satisfies the community requires a 

requirement that every service provider has professional 

quality competence, thus the quality of professional 

competence is an important and reasonable aspect in every 

transaction (Nurlina, 2018). Speed of service is part of the 

obligations of service officers when providing excellent 

service. RPTRA officers are part of the government 

apparatus who are obliged to provide excellent service to the 

community. Service speed is included in the quality of 

service. Meanwhile, service quality can be interpreted as an 

effort to fulfill the needs and desires of consumers as well as 

the accuracy of their delivery in balancing consumer 

expectations (Tjiptono, 2011). 
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Second, regarding the accuracy of services at RPTRA. 

RPTRA officers always analyze the needs of visitors so that 

they always understand what needs to be done in providing 

services to visitors. RPTRA officers know that what is 

expected in RPTRA is cleanliness, complete facilities, 

friendly staff, and security. RPTRA officers always care for 

and clean the environment in the RPTRA every day so that 

visitors feel satisfied with the cleanliness of the RPTRA 

environment. RPTRA officers clean the park, play area, and 

all rooms in RPTRA every morning and evening. RPTRA 

officers always try to complete the facilities at RPTRA to 

make visitors feel satisfied with the complete facilities they 

have. The complete RPTRA facilities include the main 

building, library, lactation room, garden and playground for 

children. RPTRA officers also always interact with visitors 

in a friendly manner as a form of providing excellent service 

so that visitors are satisfied with the direct service provided 

by RPTRA officers. In providing facilities, RPTRA officers 

always pay attention to the security aspect in order to 

minimize accidents for visitors to the RPTRA. Of all the 

forms of accuracy of services provided by the RPTRA, 

visitors have high satisfaction with the services provided by 

RPTRA. 

In providing services, accuracy is important because the 

services provided must be in accordance with the services 

needed by the community. Service quality is able to have a 

determinant effect on the condition that it is able to provide 

appropriate services (Kotler, 2003). Accuracy in service 

must be carried out to get community satisfaction. Accuracy 

of method, accuracy of content and timeliness are very 

important in service. One aspect of service really needs 

accuracy because with accuracy, the services provided can 

be accurate and get the trust of the community. The right 

service will reduce the risk of errors in providing services 

(Lopiyoadi, 2001). 

Third, regarding friendliness in service at RPTRA. RPTRA 

officers make hospitality a priority in interacting with 

visitors even though RPTRA officers need to be strict with 

visitors who do not comply with regulations. Every problem 

that occurs has always been resolved with a persuasive 

approach. RPTRA officers can memorize visitors who come 

to RPTRA because of the form of closeness between 

officers and RPTRA visitors. RPTRA officers consider 

children who play as their own in looking after them in the 

RPTRA environment. Child visitors also often ask for 

assistance from RPTRA officers to carry out assignments 

from school. The relationship between RPTRA officers and 

parents of children who visit RPTRA is also very good. The 

key to success in providing friendly service is with a sincere 

heart in providing services. Hospitality in excellent service 

is a very important part. Quality of service will not be 

realized without hospitality in providing services. Service 

quality is closely related to politeness and friendliness 

(Gespersz, 2003). Excellent service has many elements, one 

of which is hospitality. Hospitality will make the people 

served feel happy and satisfied (Barata, 2014) 

Fourth, regarding comfort in services at RPTRA. A sense of 

comfort is closely related to satisfaction, meaning that 

visitors who feel comfortable in RPTRA are satisfied with 

being in RPTRA. RPTRA officers maintain the comfort of 

visitors in two ways, namely maintaining the comfort of 

visitors to the attitude of the RPTRA officers and 

maintaining the comfort of visitors to the cleanliness and 

safety of RPTRA facilities. RPTRA officers make visitors 

feel comfortable when interacting with all officers. Every 

officer always makes good relations with visitors so that 

visitors can convey all their opinions to make RPTRA even 

better. RPTRA officers also always keep the RPTRA 

facilities clean so that visitors feel at home and want to 

always return to visit the RPTRA. RPTRA officers also 

always maintain the safety of all visitors, especially children 

who play in the RPTRA environment so that all visitors feel 

safe when carrying out various activities at RPTRA. Apart 

from speed, accuracy and friendliness, the most important 

element in excellent service is comfort. The factor that can 

make the people served become satisfied is comfort. 

Kolcaba (2003) explains that reality as a condition has 

fulfilled the basic human needs that are individual and 

holistic. In the research results it can be explained that the 

convenience in service can affect satisfaction so that it 

means that comfort in service is very important. 

 

Conclusion 
 

Excellent service strategy is able to increase community 

satisfaction or visitors who visit RPTRA. Elements of prime 

service strategy that can increase satisfaction are (1) speed, 

(2) accuracy, (3) friendliness and (4) comfort which can 

increase community satisfaction which includes satisfaction 

with direct and indirect services. The strategy of speed, 

accuracy, friendliness and comfort which is implemented in 

the form of direct and indirect services can increase the 

satisfaction of the people who visit RPTRA in the North 

Jakarta Region. Direct service is provided by interacting 

directly between RPTRA officers and visitors. Indirect 

service is a form of service by providing good facilities 

according to the needs of visitors and also quickly repairing 

damaged facilities so that visitors always feel comfortable.  
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