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ABSTRACT

This study evaluates the efficiency of the Police Headquarters Traffic Unit in managing driving permits. The assessment
focuses on key performance indicators such as processing time, error rates, customer satisfaction, and compliance
with regulatory standards. Data were collected through a combination of surveys, interviews, and administrative
records. The findings indicate that while the Traffic Unit demonstrates proficiency in certain areas, there are significant
opportunities for improvement in reducing processing times and enhancing customer service. Recommendations for
optimizing workflows, implementing advanced technologies, and improving staff training are provided to enhance
the overall efficiency of driving permit management.
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INTRODUCTION

Efficient management of driving permits is crucial for regulation of driving permits. This unit's effectiveness
maintaining road Safety’ ensuring reguiatory directly impacts the overall functioning of the traffic
compliance, and providing satisfactory public service. system and the satisfaction of the driving public.

The Police Headquarters Traffic Unit plays a pivotal role
in this process, handling the issuance, renewal, and
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Despite the importance of this role, there is limited
research focused on evaluating the operational
efficiency of the Traffic Unit. Efficient permit
management involves minimizing processing times,
reducing error rates, ensuring compliance with legal
standards, and maintaining high levels of customer
satisfaction. As such, assessing these parameters can
provide valuable insights into current performance
levels and highlight areas for potential improvement.

This study aims to fill this gap by conducting a
comprehensive evaluation of the Police Headquarters
Traffic Unit’s effectiveness in managing driving
permits. By analyzing data collected through surveys,
interviews, and administrative records, we seek to
identify strengths and weaknesses in the current
system. The study will also explore the impact of
various factors such as technological integration, staff
training, and workflow optimization on the unit's
efficiency.

Ultimately, this research will  offer actionable
recommendations to enhance the Traffic Unit's
operations, ensuring more efficient service delivery
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and higher satisfaction among permit applicants. By
doing so, it aims to contribute to the broader goal of
improving public service efficiency and road safety.

METHOD

This study employed a mixed-methods approach to
evaluate the efficiency of the Police Headquarters
Traffic Unit in managing driving permits. The research
design incorporated both quantitative and qualitative
data collection methods to provide a comprehensive
analysis of the unit's performance.

Quantitative data were primarily gathered from
administrative records maintained by the Traffic Unit.
These records included data on processing times for
permit applications, renewal rates, error rates in
documentation, and the volume of permits issued over
a specified period. Additionally, customer satisfaction
surveys were distributed to individuals who had
recently interacted with the Traffic Unit. These surveys
utilized a Likert scale to measure satisfaction across
various dimensions, such as the clarity of instructions,
ease of application, and overall service experience.
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To complement the quantitative data, qualitative data
were collected through semi-structured interviews
with key stakeholders, including Traffic Unit officers,
administrative staff, and a sample of permit applicants.
These interviews aimed to uncover insights into the
operational challenges faced by the unit, the
effectiveness of existing workflows, and suggestions
for improvement. Focus group discussions were also
conducted with staff members to gain a deeper
understanding of internal processes and the impact of
any recent changes or technological implementations.
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Quantitative data were analyzed using statistical
methods to
significant
Descriptive
processing times, error rates, and satisfaction levels,

identify trends, correlations, and

differences in performance metrics.
statistics provided an overview of
while inferential statistics were used to assess the
impact of specific variables on overall efficiency.
Qualitative data from interviews and focus groups
were analyzed thematically, identifying recurring
themes and patterns that highlighted areas of strength
and potential improvement within the Traffic Unit's

operations.
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The findings from both quantitative and qualitative
analyses were integrated to provide a holistic view of
the Traffic Unit’s efficiency. This triangulation of data
sources allowed for amore robust evaluation, ensuring
that the recommendations for improvement were
well-grounded in both empirical evidence and
stakeholder perspectives.

Overall, this methodological approach enabled a
thorough assessment of the Police Headquarters
Traffic Unit's effectiveness in managing driving
permits, paving the way for targeted interventions to
enhance operational efficiency and customer
satisfaction.

RESULTS

The results of the study reveal a nuanced picture of the
Police Headquarters Traffic Unit's efficiency in
managing driving permits.

Quantitative Findings

The analysis of administrative records indicated that
the average processing time for driving permits was 10
business days, with a standard deviation of 3 days.
Error rates in documentation were relatively low, at
2.5%, suggesting a high level of accuracy in processing
applications. The customer satisfaction surveys
showed a mean satisfaction score of 4.2 out of 5,
indicating generally positive experiences, though some
areas for improvement were noted, particularly in
communication and clarity of instructions.

Qualitative Findings

Interviews with Traffic Unit officers and administrative
staff revealed several operational challenges, including
outdated technology systems, insufficient staff
training, and high workloads during peak periods.

Permit applicants highlighted issues such as unclear
application requirements and long waiting times for in-
person services. Focus group discussions with staff
underscored the need for better workflow
management and more frequent training sessions to
keep up with procedural changes and technological
updates.

DISCUSSION

The results highlight both strengths and areas for
improvement within the Traffic Unit's management of
driving permits. The low error rates and generally high
customer satisfaction scores are positive indicators of
the unit’s effectiveness in handling permit applications
accurately and providing satisfactory service.
However, the relatively long processing times and
qualitative feedback point to significant opportunities
for enhancement.

One of the key issues identified is the reliance on
outdated technology, which contributes to
inefficiencies and delays. Upgrading the technology
infrastructure could streamline processing workflows,
reduce waiting times, and improve overall efficiency.
Additionally, targeted staff training programs are
essential to ensure that personnel are well-equipped to
handle applications swiftly and accurately, especially
during high-demand periods.

The qualitative data also suggest that improving
communication with applicants could enhance
customer satisfaction. Clearer instructions and more
accessible information about the application process
would help reduce confusion and errors, leading to a
smoother experience for applicants.

CONCLUSION

This study provides a comprehensive evaluation of the
Police Headquarters Traffic Unit's efficiency in
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managing driving permits, combining quantitative data
analysis with qualitative insights. The findings
demonstrate that while the unit performs well in terms
of accuracy and overall customer satisfaction, there
are significant opportunities for improvement in
processing times and operational efficiency.

To address these issues, it is recommended that the
Traffic Unit invests in modernizing its technology
systems, implements regular and comprehensive
training programs for staff, and enhances
communication with applicants. By taking these steps,
the Traffic Unit can improve its efficiency, leading to
faster processing times, higher customer satisfaction,
and better overall service delivery. These
improvements will not only benefit the Traffic Unit but
also contribute to the broader goals of enhancing
public service efficiency and road safety.

REFERENCES

1. Alwi Hasan, et al. (2005). Kamus Besar Bahasa
Indonesia. Departemen Pendidikan Nasional Balai
Pustaka. Battmann, W., & Klumb, P. (1993).
Behavioural economics and compliance with safety
regulations. Safety Science, 16(1), 35-46.

2. Benoit, D., Esa, L., & Ralph, G. (2001). The driving
license examination as a stress model: effects on
blood picture, serum cortisol and the production of
interleukins in man. Life Sciences, 68(14), 1641-
1647.

3. Boediono, B. (2003). Pelayanan prima perpajakan.
Rineke Cipta.

4. Dananjaya, I. B. G., & Sedana, I. B. P. (2020). Market
reaction before and after stipulation of
presidential regulation point 55 in 2019.
International research journal of management, IT
and social sciences, 7(1), 235- 241.

5. De Jong, A. M., & Niemantsverdriet, J. W. (1990).
Thermal desorption analysis: Comparative test of

10.

1.

12.

13.

ten commonly applied procedures. Surface
Science, 233(3), 355-365.

6. Diaz, E. M. (2002). Theory of planned behavior
and pedestrians' intentions to violate traffic
regulations. Transportation Research Part F: Traffic
Psychology and Behaviour, 5(3), 169-175.

Hasyim, M. (2017). Penerapan Pelayanan Prima
pada Pengurusan Surat Izin Mengemudi (SIM) di
Kantor Polrestabes Makassar.

Herizal, H., Mukhrijal, M., & Wance, M. (2020).
Pendekatan Akuntabilitas Pelayanan Publik Dalam
Mengikuti Perubahan Paradigma Baru Administrasi
Publik. Journal of Governance and Social Policy,
1(1).

Hidayati, N. M. (2014). Efektivitas Pelayanan
Pembuatan Surat Izin Mengemudi (Sim) Dalam
Perspektif Pengguna Pelayanan Di Kepolisian
Resort Mojokerto [Skripsi di Publikasikan,
Pembangunan Nasional Veteran Jawa Timur].
Janse, T. A. H. M., Van der Wiel, P. F. A., & Kateman,
G. (1983). Experimental optimization procedures in
the determination of phosphate by flow-injection
analysis. Analytica Chimica Acta, 155, 89-102.
Kotler, P. (2001). Manajemen Pemasaran di
Indonesia: Analisis. Perencanaan, Implementasi
dan Pengendalian, Edisi Il, Jakarta: Salemba Empat.
Kurniawan, A. (2005). Transformasi pelayanan
publik. Pembaruan.

Mahmudi, M. (2005). Manajemen Kinerja Sektor
Publik. Akademi Manajemen Perusahaan YKPN,
Yogyakarta. Meleong, L. J. (2008). Metode
Penelitian Kualitatif. Remaja Rosdakarya.

Volume 04 Issue 06-2024



