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Abstract 15 

This study evaluates the quality of public service provided by the Directorate of General Criminal 
Investigation (Ditreskrimum) at the Lampung Regional Police (Polda Lampung). Utilizing a 
descriptive qualitative approach, data were collected through observations, interviews, and 
documentation review. The analysis focuses on five key dimensions of service quality: reliability, 
responsiveness, assurance, tangible evidence, and empathy. Findings indicate that 
Ditreskrimum officers are committed to delivering reliable services, adhering to standards, and 
maintaining professionalism, although delays in investigations due to a shortage of investigators 
present a challenge. Responsiveness is generally effective, with prompt handling of reports and 
clear communication, though occasional issues arise from reporters' lack of understanding of 
procedures. The assurance dimension reveals strong public trust fostered by officers' credibility 
and commitment, despite challenges such as incomplete documentation and remote incident 
locations. Tangible evidence shows that while facilities and resources are adequate, further 
improvements, such as additional technological innovations, are needed. Empathy is notably 
demonstrated through confidentiality and support provided to victims, though increasing 
investigator numbers could enhance personalized attention. Overall, the study highlights both 
strengths and areas for improvement in service quality, offering insights for enhancing the 
effectiveness of Ditreskrimum’s service delivery. 
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1. Introduction 

 39 

The assessment of governmental institutions, especially those involved in law 
enforcement, relies heavily on the core criterion of public service quality to 
determine their efficacy and efficiency (Chen et al., 2014; Kadir et al., 2000; Rhee 
& Rha, 2009). The Lampung Regional Police's Directorate of General illegal 
Investigation (Ditreskrimum) plays a vital role in upholding public safety and 
keeping order by investigating illegal activity(Barusman, 2018). The performance 
of Ditreskrimum, as a crucial element of regional law enforcement, is essential for 
both upholding justice and cultivating public trust and confidence in the police 
force (Aristovnik et al., 2014; Barros, 2007; Gitlow et al., 1998; Gyamfi, 2022). 
The assessment of the quality of public service in law enforcement can be 
conducted using multiple characteristics, such as reliability, responsiveness, 
assurance, concrete proof, and empathy. Reliability refers to the consistent and 
dependable delivery of services. Responsiveness refers to the speed and 
willingness of the police to help and attend to the demands of the people 
(Johnston, 1995; Karami & Elahinia, 2019; Ryan & Ollis, 2023). Assurance 
pertains to the level of confidence and trust that the general public possesses in 
the proficiency and professionalism of law enforcement officials. Tangible 
evidence refers to the concrete elements and resources that facilitate the 
provision of services, whereas empathy denotes the comprehension and regard 
that the police have for the community's worries and experiences (Bayerl et al., 
2014; Chackerian & Barrett, 1973; Chen et al., 2014; Ramshaw, 2012). 
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The current body of literature on public service quality in law enforcement 
frequently offers a comprehensive examination of fundamental ideas and 
techniques (Barusman & Habiburrahman, 2022). Nevertheless, there is a 
conspicuous deficiency of research that specifically examines the obstacles and 
advantages encountered by provincial police agencies in Indonesia. Gaining a 
comprehensive understanding of these specific difficulties in each location is 
crucial for enhancing the quality of service and effectively meeting the distinct 
requirements of the communities they cater to (Hartanto, 2023; Putra et al., 2021). 

This study seeks to close this disparity by assessing the calibre of public 
service rendered by Ditreskrimum in Polda Lampung. This research aims to 
uncover the strengths and opportunities for improvement within the Directorate by 
conducting a thorough examination of the listed dimensions of service quality. 
This study aims to analyse the various elements that impact service quality at 
Polda Lampung. By doing so, it will provide useful insights into the efficiency of 
regional police departments in Indonesia and suggest ways to improve  
         

2. Research Method 6 

This study utilises a descriptive qualitative methodology to assess the calibre of 
public service at the Directorate of General Criminal Investigation (Ditreskrimum) 
of the Lampung Regional Police (Polda Lampung). A multi-method data gathering 
strategy, which included observations, interviews, and document reviews, was 
employed to ensure a thorough comprehension of service quality. 
A series of methodical observations were carried out to evaluate the day-to-day 
activities and engagements between law enforcement agents and the general 
population. The observations centred on different facets of service delivery, 
encompassing the efficacy of protocols, the professional conduct of officers, and 
the promptness in addressing public enquiries. To maintain uniformity and 
comprehensiveness in recording essential aspects of service quality, a systematic 
observation checklist was employed (Berry et al., 1999; Kadir et al., 2000; Waters, 
1999). 
A comprehensive set of semi-structured interviews were conducted with a varied 
group of stakeholders in order to obtain a wide range of viewpoints. Police officers 
and investigators were questioned to investigate their perspectives on operational 
difficulties, service benchmarks, and their engagements with the public. In 
addition, interviews conducted with residents who had availed themselves of 
Ditreskrimum's services yielded useful insights into their experiences, levels of 
satisfaction, and any worries they may have had (Akinboade et al., 2012; Khale 
& Worku, 2013; Pepper & Ray, 1998; Potluri & Hawariat, 2010). Interview guides 
were created to address essential topics including reliability, responsiveness, 
assurance, tangible evidence, and empathy. The interviews were recorded, 
transcribed, and analysed thematically in order to discover significant patterns 
and insights (Fisher & Geiselman, 2017; McGrath et al., 2019; Rowley, 2012; Terry, 
2003). 
The investigation additionally encompassed a thorough examination of pertinent 
documents, such as internal reports, service records, and feedback 
questionnaires. The internal reports contained data on performance assessments 
and incident handling, while the service records were examined to identify 
patterns in service delivery, such as response times and case management. 
Analysed feedback forms submitted by citizens to assess satisfaction levels and 
find recurring themes and areas that require enhancement (Akinboade et al., 2012; 
Rhee & Rha, 2009). 
Data from various sources were consolidated and examined to ensure a 
comprehensive comprehension of service quality. The researchers utilised 
thematic analysis to identify reoccurring themes and gain insights from 
observations, interviews, and documents. This technique enabled a 
comprehensive assessment of both the positive aspects and shortcomings in the 
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provision of services at Ditreskrimum. 
In order to improve the accuracy and consistency of the research, the utilisation 
of several data collection techniques facilitated the verification of findings through 
cross-validation. Frequent contacts with specialists and peer reviewers were 
crucial in ensuring the precision and reliability of the data analysis. Through the 
utilisation of this comprehensive technique, the study seeks to present intricate 
observations regarding the quality of service at Ditreskrimum and propose 
suggestions for enhancement.  

        

3. Result and Discussion 

 Validity and Reliability 

The The assessment of service reliability at Ditreskrimum Polda Lampung 
indicates a strong commitment to providing consistent and dependable services, 
which aligns with established standards of law enforcement reliability as 
emphasized by Johnston (1995), Karami & Elahinia (2019), and Ryan & Ollis 
(2023). Officers are diligent in ensuring that all reports are treated with fairness 
and impartiality, reflecting the core principle of reliability. The absence of fees for 
filing reports underscores the Directorate's dedication to equitable and accessible 
service provision, a key aspect of public service quality (Chen et al., 2014). 
However, the observation that officers do not always wear uniforms may affect 
public perceptions of professionalism and, by extension, the reliability of the 
service provided. A critical challenge in maintaining reliability is the insufficient 
number of investigators, which leads to delays in the investigation process. This 
shortage impedes the timely resolution of cases, diminishing the overall reliability 
and potentially eroding public trust in the service, as suggested by Bayerl et al. 
(2014) and Ramshaw (2012). 
 
Responsiveness  
The responsiveness of Ditreskrimum’s service is largely commendable, aligning 
with the attributes of responsiveness discussed by Rhee & Rha (2009) and Gitlow 
et al. (1998). Officers promptly direct reporters to the appropriate investigators 
and maintain effective communication channels, including online complaint 
services, which ensure that the public is kept informed and issues are addressed 
swiftly. This proactive approach in addressing reported issues reflects the 
Directorate's commitment to responsive service delivery. However, occasional 
lapses in responsiveness are noted, particularly due to reporters' lack of 
understanding regarding necessary documentation and procedures. These 
procedural misunderstandings, as noted by Putra et al. (2021), can delay the 
process and create frustration for those seeking assistance. Enhanced 
educational efforts to inform reporters about procedural requirements could 
mitigate these issues, thereby improving overall responsiveness. 
 
Assurance 
The assurance dimension of service quality at Ditreskrimum highlights the 
Directorate's strong commitment to building public trust, which is crucial for law 
enforcement agencies as discussed by Gyamfi (2022) and Hartanto (2023). 
Officers demonstrate credibility and a sincere dedication to security, fostering 
public confidence in the police force. The services provided with sincerity and 
genuine commitment to safety contribute positively to the public's perception of 
the Directorate. Nevertheless, challenges to assurance include external factors 
such as incomplete documentation from reporters and the remote locations of 
some incidents. These factors can hinder the investigation process and 
complicate the logistics of case handling and response, as noted in the literature 
on public service assurance (Chackerian & Barrett, 1973; Chen et al., 2014). 
Addressing these external challenges is vital for maintaining and enhancing public 
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trust in the Directorate’s services. 
 
Tangible Evidence 
The assessment of tangible evidence at Ditreskrimum underscores the 
importance of concrete resources in facilitating effective service delivery, as 
emphasized by Aristovnik et al. (2014) and Barros (2007). While the physical 
facilities and resources at Ditreskrimum are generally adequate, the introduction 
of mobile witness service units represents a significant improvement. These units 
enhance service flexibility and accessibility for witnesses and victims, contributing 
to a more efficient service environment. However, there remains a need for further 
innovations and investments in upgrading facilities and expanding technological 
resources to enhance the robustness and efficiency of service delivery. Such 
improvements would align with the broader goal of enhancing public service 
quality in law enforcement agencies, as discussed by Gitlow et al. (1998) and 
Gyamfi (2022). 
 
Empathy  
Empathy is a critical dimension of public service quality, particularly in law 
enforcement, where the understanding and regard for the community's concerns 
are paramount (Bayerl et al., 2014; Ramshaw, 2012). The officers at Ditreskrimum 
exhibit a commendable level of empathy, prioritizing the confidentiality of victims' 
identities and providing support throughout the investigation process. This reflects 
a strong commitment to understanding and addressing the needs of those 
affected by crime. However, there is room for improvement in the level of empathy 
shown by officers. The current shortage of investigators limits the ability to provide 
personalized attention to each case, which is crucial for a truly empathetic 
response. Increasing the number of investigators would alleviate this workload 
and allow for more individualized attention, thereby enhancing the overall 
empathetic response provided to victims and their families, as suggested by Rhee 
& Rha (2009) and Hartanto (2023). 
Overall, the evaluation of service quality at Ditreskrimum Polda Lampung reveals 
both strengths and areas for improvement across the dimensions of reliability, 
responsiveness, assurance, tangible evidence, and empathy. Addressing 
identified challenges such as investigator shortages and procedural 
misunderstandings, while continuing to build on existing strengths, will contribute 
to an enhanced service experience for the public. These findings offer valuable 
insights into the effectiveness of regional police departments in Indonesia and 
suggest ways to improve their service delivery, in line with the goals of enhancing 
public service quality as outlined in the existing literature. 
 

4. Conclusion 
The study concludes that the quality of public service at Ditreskrimum Polda 
Lampung is generally good, particularly in terms of reliability, responsiveness, and 
assurance. However, there are significant challenges that need to be addressed, 
such as the shortage of investigators, the lack of understanding among reporters 
about documentation requirements, and the logistical difficulties posed by remote 
incident locations. Enhancing the quality of service in these areas is crucial for 
meeting public expectations and fostering trust in the police. Future research 
should explore innovative solutions to these challenges and evaluate their 
effectiveness in improving service quality. 
By addressing these issues, Polda Lampung can further enhance its commitment 
to providing excellent and responsive public service, thereby strengthening the 
relationship between the police and the community they serve. 35 
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