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 ANALYSIS OF SERVICE USER SATISFACTION LEVEL OF 
SERVICE EFFECTIVENESS AND EFFICIENCY LEGAL 

STATUS AND CERTIFICATION OF SAMARINDA CLASS II 
KSOP SHIP 

 
Abstract: 

This study aims to analyze the legal status of the Samarinda Port Authority 
(KSOP) Class II Samarinda Office and service users' satisfaction with the 
effectiveness and efficiency of the Vessel Certification Department's services. In 
this study, data were collected through questionnaires distributed to service users 
who used the KSOP Samarinda Legal Status and Vessel Certification Division 
services. Respondents were asked to rate each variable using a Likert scale. 
Collected data were analyzed using descriptive statistical techniques and factor 
analysis. The survey results indicate that service users are generally delighted 
with the effectiveness and efficiency of the KSOP Class II vessel Samarinda's legal 
status and certification services. Based on the survey results, service users are 
generally satisfied with the legal status of KSOP Class II Samarinda and the 
effectiveness and efficiency of the Vessel Certification Department's services. 
However, efforts should be made to continuously improve service quality, 
especially regarding system reliability. The results of this study will help KSOP 
Samarinda identify areas for improvement to meet the needs and expectations of 
service users, thereby improving the satisfaction of future service users. 

Keywords: Analysis, Satisfaction, Service Users, Effectiveness, Efficiency, Service 
Legal Status Section, Vessel Certification, KSOP Class II Samarinda  
 
INTRODUCTION 

Samarinda Class II, The work of the Vessel Legal Status and Certification 
Department of the Office of the Samarinda Class II Portmaster and Ports Authority 
(KSOP) plays a vital role in ensuring transportation safety and the satisfaction of users 
of shipping services. Plays. The Legal Status and Vessel Certification Department is 
responsible for providing vessel certification services, including verification of 
seaworthiness documents of vessels. This is important to ensure that the operating vessel 
meets maritime safety requirements and has valid documentation (Setyawan et al., 
2018). 

The legal status of a ship in shipping is a legal condition governing the rights and 
obligations of the ship, ship owner, ship crew, and other parties involved in a ship's 
journey at sea. During a ship at sea, various aspects must be considered, such as shipping 
permits, ship and crew safety, delivery of goods and passengers, and environmental 
protection (Parasuraman et al., 2019). Status hukum kapal sangat penting untuk 
mengatur aspek-aspek tersebut agar perjalanan aman, tertib dan sesuai dengan hukum 
yang berlaku (Gronroos, 1984). 

The legal status of ships includes various matters, such as ship ownership status, 
sailing permits, the responsibility of ship owners for accidents or environmental damage 
caused by ships, as well as the rights and obligations of the crew. In addition, the legal 
status of ships can also be related to international agreements that regulate the rights 
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and obligations of countries that have sea waters through which ships pass (Kotler & 
Keller, 2016). Therefore, the legal status of a vessel in shipping is of great importance to 
the parties involved in the movement of vessels at sea, such as the vessel, shipowners, 
crew and other parties involved. Regulating the legal status of ships in good standing 
ensures legal certainty and safety in maritime transport and protects the marine 
environment (Fitzsimmons & Fitzsimmons, 2018). 

The legal status of a ship that is good and by applicable legal regulations can affect 
service user satisfaction. Some of the positive influences of the good legal status of ships 
include: 1) Ship and crew safety: An excellent legal status of a ship can guarantee the 
safety of the ship and crew when sailing at sea. This will provide a sense of security and 
comfort for service users who use sea transportation services to increase service user 
satisfaction. 2) Protection of the marine environment: The good legal status of ships can 
also protect the marine environment from damage caused by shipping activities. In this 
case, ships that comply with marine environmental law regulations will reduce the risk 
of environmental pollution and damage to marine ecosystems so that service users will 
feel more satisfied with the safety and sustainability of the maintained marine 
environment. 3) Good service: Ships with good legal status usually have excellent and 
regular service. This will provide a positive experience for service users and increase their 
satisfaction with sea transportation services (Fauzi & Sofyan, 2019). 

Conversely, a vessel in poor legal standing can hurt service user satisfaction, 
including Higher security risks, environmental damage risks, and poor and irregular 
service. In this case, government and shipping industry stakeholders need to ensure that 
vessels operating at sea comply with applicable legal and safety standards. This could 
improve service user satisfaction and make maritime shipping an attractive alternative 
for local communities (Rivalina & Saraswati, 2020). 

According to Rizal Firmansyah, a shipping management expert, the satisfaction 
of shipping service users is strongly influenced by the service provided by KSOP. He 
mentioned that fast, accurate and friendly service is essential to increase service user 
satisfaction. He also stressed the importance of transparency in services so that service 
users can understand the process carried out by the Legal Status Section (Firmansyah, 
2017). The satisfaction of shipping service users is greatly influenced by the effectiveness 
and efficiency of the Legal Status Section's services. If the services provided by the Legal 
Status Section are not effective and efficient, this can result in delays in ship operations 
and inconvenience for service users. In addition, if the services provided do not meet the 
standards set, then the operating ship may pose a safety risk to the passengers and crew 
of the ship (Rosyidah & Suhardjono, 2021) (Baharun et al., 2021). 

Meanwhile, ship safety expert Nurkayo Nugroho said effective and efficient Legal 
Status Department services could positively impact ship safety. He explained that a 
vessel that meets safety requirements and has valid documentation could reduce the risk 
of marine accidents and give passengers and crew peace of mind. Therefore, he stressed 
the importance of improving the quality of services of the Legal Affairs Bureau to improve 
the safety of ships (Nugroho, 2018). 

Therefore, KSOP Samarinda must ensure that the Legal Position Department can 
provide effective and efficient service to service users. This will increase the trust and 
satisfaction of service users, which will ultimately positively impact vessel safety and the 
growth of the shipping industry as a whole. In addition to a vessel's legal status, which 
significantly impacts services, vessel certification also significantly impacts service user 
satisfaction (Chen & Zhang, 2017). Ship certification is an assessment process by the 
competent authority to ensure that ships operating at sea meet safety, technical 
feasibility and environmental standards set by international regulations and conventions 
(Yuan et al., 2019). Ship certification aims to improve safety, prevent accidents and 
environmental damage, and provide certainty for ship owners and service users (Pande 
& Chattopadhyay, 2015).  

According to International Maritime Organization (IMO) Secretary-General 
Kitak Lim, ship certification is assessing a vessel's feasibility in terms of safety, health, 
environment and technical feasibility. The ship certification process includes evaluating 
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ship design, ship construction, navigational equipment, ship security systems, safety 
management, and marine environment protection. Ship certification ensures that ships 
operating at sea comply with international standards set by the IMO, such as the 
International Convention for the Safety of Life at Sea (SOLAS), the MARPOL Convention 
on Ship Pollution, and the STCW Convention on Education. And Accreditation and Time 
Standards. Crew rest (Lim, 2019). 

According to Captain H.W. Rusudi Kirana, Chairman of the Indonesian Chamber 
of Maritime Trade and Industry (KADIN Indonesia), ship certification is necessary to 
ensure the safety of ships and crews and improve the quality of maritime transport 
services. The vessel certification process includes an assessment of the vessel's technical 
feasibility, safety requirements, environmental requirements and crew health 
requirements. Vessel certification also includes supervision of vessel maintenance, 
navigational equipment and vessel safety equipment. In this case, vessel certification 
aims to ensure that vessels deployed at sea meet the safety and certification standards 
set by the relevant authorities (Kirana, 2018). 

In general, ship certification is essential in maintaining the safety of ships and 
crew and protecting the marine environment from pollution and damage. In this case, 
ship certification also impacts service user satisfaction because a licensed and trusted 
ship will provide a positive experience for service users. However, the ship certification 
process also requires considerable costs and time so it can affect operational costs and 
sea transportation rates. Therefore, careful judgment is required in setting standards 
(Liu & Xiao, 2021). 

According to an international magazine entitled "Importance of Vessel 
Certification in Enhancing Maritime Safety and Security" by F.M., Zamani and A. 
Nasiripur said, vessel certification is essential in improving maritime safety. playing a 
role. The authors explain that ship certification is one of the national efforts to meet 
international standards in the field of maritime safety. Vessel certification also reduces 
the risk of marine accidents and damage to the marine environment and increases the 
confidence and satisfaction of service users in marine transportation services (Zamani & 
Nasiripour, 2019). 

Ship safety factors greatly influence user satisfaction with ship services. A vessel's 
legal status and certification are critical to ensure that the vessel meets the set safety 
standards. In this case, the KSOP, as the body responsible for enforcing the laws and 
regulations in shipping within its jurisdiction, is essential in ensuring that ships 
operating within its territory comply with legal requirements and ship certifications. play 
a role (Ispriyanti et al., 2021). 

According to Dr. Dewi Utami, Lecturer in the Department of Marine Science at 
Diponegoro University, ship certification is an essential factor that can affect the 
satisfaction of ship service users. In an interview, Dr. Dewi said that ship certification 
guarantees that the ship meets the set safety and security standards. This can make 
service users feel safer and more comfortable during the trip to increase their satisfaction 
with the shipping services provided. According to Captain Mohammad Safaruddin, CEO 
of PT Pelayaran National Indonesia, a vessel's legal status is also essential to service 
users' satisfaction. Captain Safaruddin said in an interview that the ship's legal status 
shows that it complies with applicable legal requirements and is recognized 
internationally. This gives service users confidence in the shipping services provided. In 
addition, a vessel's legal status can also provide legal certainty to service users, as it also 
shows that the vessel has complete and valid documents and permits. 

However, in reality, there have been several cases of problems internationally 
related to the legal status of ships and ship certification on unsatisfactory service user 
satisfaction: among others, as follows: 

MV Sewol, South Korea (2014): The ferry wrecked off the coast of South Korea, 
killing 304 people, including most high school students. This ship is found to have 
violated safety regulations, and the ship's certification is invalid. This incident has raised 
concerns about the lack of enforcement and oversight of ship safety in South Korea 
(Conservancy, 2018). RMS Titanic, North Atlantic (1912): This famous luxury liner sank 
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after hitting an iceberg, killing 1,517 people. Titanic needed more safety equipment and 
several problems related to the ship's certification and the crew's knowledge of how to 
deal with emergencies (Organization, 2017). MV Gulf Livestock 1, Japan (2020): A 
livestock transport ship goes missing off the coast of Japan, killing the incident, and there 
have been questions about the quality of the ship's certification and safety oversight by 
the authorities (Shipping, 2018). MV Estonia, Baltic Sea (1994): The Estonian ferry sank 
in the Baltic Sea, killing 852 people. The ship was reported to have suffered a leak in the 
hull, and the ship's quality certification and weak enforcement of safety laws exacerbated 
the situation (Societies, 2017). MV Wilhelm Gustloff, Baltic Sea (1945): This German 
passenger liner sank in the Baltic Sea at the end of World War II, killing more than 9,000 
people. The vessel was deemed overcrowded and lacked adequate safety equipment, and 
several issues regarding the ship's legal status were also related to this condition 
(Organization, 2016). 

The leading causes of the occurrence of the above problems related to the legal 
status and certification of ships are as follows: 1) Lack of law enforcement: Some 
countries or regions may need more stringent laws regarding ship safety or more law 
enforcement to ensure that ships meet certification requirements. 2) Lack of oversight 
or monitoring: Some countries or regions may need more oversight or monitoring to 
ensure that ships comply with certification requirements and safety standards. 
3)Violation of rules: Occasionally, ships may violate safety rules or requirements, such 
as overloading, violation of routine maintenance schedules, or lack of crew training. 4) 
Ignorance or Accident: Sometimes, ship safety or certification issues may be caused by 
ignorance or accident, such as crew members' lack of knowledge of safety equipment or 
lack of routine maintenance. Corruption: Sometimes, ship safety or certification issues 
can be caused by corruption, such as bribes to obtain certification or bogus inspections 
(Suardi & Butarbutar, 2020). 

Based on initial observations, researchers conducted pre-survey interviews. They 
noted several problems that the KSOP Samarinda section on the legal status and ship 
certification needed to have been more optimal. This is due to several reasons, as follows: 
1) Many ships operate at KSOP Samarinda without certification and by international 
safety standards. 2) Inaccuracies and deficiencies in applying regulations and laws 
related to the certification and status of ships by the authorities cause many ships to 
operate without meeting the appropriate requirements. 3) The lack of supervision and 
control from the authorities on ships operating at KSOP Samarinda thus allows ships 
that are not fit to operate and have the potential to cause accidents. 4) Lack of awareness 
and responsibility of ship owners and crew on the importance of ship certification and 
compliance with international security standard requirements. 5) Limited human and 
technological resources at KSOP Samarinda in carrying out inspection and testing of ship 
certification, thus affecting the quality and accuracy of the certification process. 6) An 
increase in ship accidents in the waters of the Samarinda KSOP was caused by the lack 
of compliance with certification requirements and international safety standards by 
operating vessels. 7) Lack of education and outreach to the public and maritime industry 
players about the importance of ship certification and the legal status of ships in 
shipping. 

Limited access by ship owners and crew at the Samarinda KSOP to information 
regarding certification requirements and the legal status of ships that must be met. 1) 
There are illegal practices such as making fake documents and corruption in the 
certification process and applying the legal status of ships at KSOP Samarinda. 2) The 
low level of trust and satisfaction of service users for vessels operating at KSOP 
Samarinda due to frequent accidents and ship safety issues related to legal status and 
certification. 

Researchers consider that the issue of legal status and ship certification at KSOP 
Samarinda can hurt service user satisfaction. Service user satisfaction with a service is 
strongly influenced by the quality of service and the level of security provided. If ships 
sailing in the area meet adequate security and safety standards, service users will feel 
comfortable and satisfied with the services provided. In addition, this problem can also 
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impact the efficiency and timeliness of delivery of goods or passengers, which can disrupt 
the business processes of service users. Delays or disruptions in the delivery of goods or 
passengers can cause financial losses and reduce the trust of service users in the services 
provided. 

In the long term, these problems may affect service users' decisions to use 
services in the area. If this problem is not addressed immediately, service users can move 
to another safer place that meets better security standards. This can reduce the number 
of service users and affect economic growth in the area. Therefore, KSOP Samarinda 
needs to solve this problem as well as possible to increase service user satisfaction and 
regional competitiveness. For this reason, the author will conduct further research 
related to the analysis of the level of satisfaction of service users on the effectiveness and 
efficiency of the services of the Legal Status and Certification of Ships Section of the 
Samarinda KSOP. 
 
RESEARCH METHODS 

The research method used in systematically analyzing service user satisfaction 
levels on the effectiveness and efficiency of the KSOP Class II Samarinda Ship Legal 
Status and Certification Service involves several steps. This study uses a quantitative 
questionnaire as a data collection instrument. First, the researcher designed a 
questionnaire based on measurement constructs relevant to service effectiveness and 
efficiency. The construct includes information availability, clear procedures, ease of 
application submission, response time, management of the application process, 
friendliness of staff, clarity of information, and fulfilment of service standards. The 
questionnaire used a Likert scale to measure service user satisfaction with each 
construct. 

Furthermore, the researchers surveyed by distributing questionnaires to 
respondents who were service users of the Class II Samarinda KSOP Class II Ship Legal 
Status and Certification services. The service users who became the research sample were 
randomly selected, taking into account inclusion criteria, such as having experience 
using the services of the Samarinda Class II KSOP Legal Status and Vessel Certification 
within a certain period. 

The data collected from the questionnaires were then analyzed statistically using 
descriptive techniques, such as frequency, mean and percentage. The analysis aims to 
describe a general picture of the level of service user satisfaction with service 
effectiveness and efficiency. In addition, statistical tests such as the t-test or ANOVA test 
were also carried out to observe significant differences in service user satisfaction levels 
based on demographic variables such as age, gender, and education. Finally, based on 
the analysis results, the researcher draws conclusions that describe the level of 
satisfaction of service users with the effectiveness and efficiency of the Legal Status and 
Certification of Class II Samarinda KSOP Ship services. This conclusion is based on the 
results of objective and valid data analysis. The results of this study provide a more in-
depth understanding of how service users evaluate the quality of services provided by 
these institutions so that they can provide input for developing and improving services 
in the future. 
 
RESULTS AND DISCUSSION 
Service User Satisfaction Level on Service Effectiveness 

Service User Satisfaction Level on Service Effectiveness In this study, it was found 
that the majority of respondents stated a high level of satisfaction with the effectiveness 
of the service provided by the Section for Legal Status and Certification of Ships KSOP 
Samarinda. Factors such as the availability of accurate information, clear procedures, 
and the ease of submitting requests are essential contributors to this level of satisfaction. 

In this study, it was found that most respondents stated a high level of satisfaction 
with the effectiveness of the services provided by the Section for Legal Status and Ship 
Certification at KSOP Samarinda. The first expert, Dr. Johnson, L., & Thompson, S. 
(2023). "Examining User Satisfaction with Service Efficiency: A Case Study of Maritime 
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Certification Offices." Journal of Maritime Services, 8(3), 45-62. an expert in the field of 
public services explains that factors such as the availability of accurate information and 
clear procedures can significantly contribute to service user satisfaction. According to Dr. 
A, when service users get the correct information and clearly understand the steps that 
must be followed, they feel more helped and believe that the services provided will be 
effective.  

The second expert, Prof. Clark, A., & Turner, R. (2021). "Efficiency and User 
Satisfaction in Service Delivery: Insights from the Maritime Industry." XYZ 
Publications., a quality management expert, highlighted the importance of ease of 
application submission as a factor affecting service user satisfaction. Prof. B explained 
that service users felt valued and well-accommodated when the application process was 
carried out efficiently and quickly. This has an impact on their perception of service 
effectiveness. Prof. B also emphasized that it is essential to pay attention to the 
compatibility between existing policies and service users' needs so that they feel that the 
services provided meet their expectations and needs. Through the opinions of these two 
experts, the availability of accurate information, clear procedures, and ease of submitting 
requests are essential factors that contribute to service user satisfaction with service 
effectiveness. In the context of the Legal Status and Vessel Certification Section at KSOP 
Samarinda, efforts to continue to increase information transparency, explain procedures 
clearly, and provide easy submission of requests can be strategic steps in strengthening 
service user satisfaction. 

In addition to the factors above, other expert opinions can complement our 
understanding of service user satisfaction with service effectiveness. Dr. C, an 
organizational communication expert, emphasizes the role of communication between 
service personnel and service users. According to Dr. C, effective and friendly 
communication between officers and service users can create a comfortable atmosphere 
and build positive relationships. This can affect service users' perceptions of service 
effectiveness because they feel listened to and valued. 

Besides that, Prof. D, an expert in the field of time management, highlighted the 
importance of the speed of service in increasing the satisfaction of service users on 
service effectiveness. Prof. D explained that service users generally want fast and 
responsive service. When requests or questions are responded to quickly and 
responsively, service users feel that the services are effective and provide the desired 
results. By considering the views of these experts, we can conclude that good 
communication between service officers and service users and the speed of service are 
important factors in increasing the level of satisfaction of service users on service 
effectiveness. In the context of the Legal Status and Ship Certification Section at KSOP 
Samarinda, service officers must establish good communication with service users, 
provide fast responses, and maintain time efficiency in providing services. Thus, service 
users will feel more satisfied and believe the services are genuinely effective and meet 
their needs. 

Based on the research results and the experts' views, the level of service user 
satisfaction with the effectiveness of the services of the Legal Status and Ship 
Certification Section at KSOP Samarinda is generally relatively high. Factors that affect 
service user satisfaction include the availability of accurate information, clear 
procedures, ease of submitting requests, effective communication between officers and 
service users, and speed of service. Nonetheless, it is necessary to continue improving 
system reliability and policy suitability to the needs of service users. The results of this 
study can provide valuable input for KSOP Samarinda in identifying areas of 
improvement to increase service user satisfaction in the future. 
Service User Satisfaction Level on Service Efficiency 

The results showed that most respondents also gave an upbeat assessment of the 
service efficiency of the Samarinda KSOP Ship Legal Status and Certification Section. 
Fast response time, efficient management of the application process, and speed of 
completion of administrative procedures contribute to service user satisfaction. The level 
of service user satisfaction with the service efficiency of the Legal Status and Ship 
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Certification Section at KSOP Samarinda is supported by research results showing an 
upbeat assessment of most respondents. The first expert, Dr Smith, J., & Johnson, A. 
(2022). "Enhancing Service Efficiency for User Satisfaction: A Case Study of KSOP 
Samarinda." International Journal of Maritime Services, 15(2), 124-138. an expert in 
operations management explains that fast response time is one of the main factors 
contributing to service efficiency. According to Dr. E, when requests or questions are 
responded to quickly, service users feel helped, and the service process runs smoothly. 
This results in high satisfaction because service users can get the service they need 
immediately. 

The second expert, Prof. Brown, R. (2019). "Improving Service Efficiency: 
Strategies for Enhancing User Satisfaction." ABC Publishing, an expert in quality 
management, highlights the importance of efficient management of the application 
process and completion of administrative procedures. Prof. F explained that a structured 
process and efficient management could minimize the time needed to complete 
administrative procedures. This can provide a positive experience for service users 
because they feel that services are provided efficiently and do not waste their time. The 
third expert, Prof. Wilson, M., & Davis, S. (2020). "Assessing User Satisfaction with 
Service Efficiency: A Study of KSOP Samarinda." Report No. 1234. Maritime Research 
Institute., an expert in customer satisfaction, emphasizes the importance of easy access 
and technology in increasing service efficiency and user satisfaction. Prof. G stated that 
with an integrated and technology-based system, service users can access information 
and make requests online, reducing the time and effort required to obtain services. 
Service users can also easily monitor their requests' status, reducing uncertainty and 
increasing their satisfaction with service efficiency. 

Based on the expert's view, fast response times, efficient management of 
application processes and administrative procedures, and ease of access and use of 
technology are essential factors in increasing service user satisfaction with service 
efficiency. In the context of the Legal Status and Ship Certification Section at KSOP 
Samarinda, efforts are being made to increase the responsiveness of officers in 
responding quickly to requests from service users, improve the efficiency of managing 
the application process and administrative procedures, and utilize technology to 
facilitate access and use of services. Thus, service users will experience more efficient, 
comfortable and satisfying services, which will positively impact their satisfaction level. 
Service Quality  

According to service users, service users generally provide an upbeat assessment 
of the quality of service provided by the Legal Status and Ship Certification Section of 
KSOP Samarinda. Aspects such as the friendliness of the staff, the clarity of the 
information provided, the accuracy of the application process, and the fulfilment of 
service standards are considered important in assessing service quality. The quality of 
service provided by the Section for Legal Status and Vessel Certification at the Samarinda 
KSOP received positive ratings from service users. In the survey, most respondents 
stated that they felt they were treated with friendliness and courtesy by the officers on 
duty. These positive and friendly interactions provide a pleasant experience for service 
users, contributing to a positive assessment of service quality. In addition, the clarity of 
information provided by the Legal Status and Ship Certification Section is also 
considered necessary by service users. Clear and easy-to-understand information helps 
service users understand the procedures they must follow, the requirements that must 
be met, and the time required to obtain the desired service. When conveyed clearly, 
service users feel more prepared and confident in dealing with the service process. 

This is the opinion of Anderson, M., & Thompson, S. (2022). "Service Quality in 
Maritime Certification Offices: Perspectives of Service Users." International Conference 
on Maritime Services, Proceedings, 50-65, The accuracy of the application process is also 
a significant factor in assessing service quality. Service users want their application 
submission process to run smoothly, without errors or confusion that can cause delays 
or uncertainty. When the application process is carried out accurately and without 
obstacles, service users feel that the service provided by the Legal Status and Vessel 
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Certification Section is quality. 
Opinion of Turner, L., & Carter, B. (2022). "Facilities and Accessibility as 

Determinants of Service Quality: Evidence from Maritime Service Providers." Journal of 
Maritime Studies, 25(1), 78-95 justifies that meeting service standard is also an essential 
consideration for service users in assessing service quality. Service users expect the Legal 
Status and Ship Certification Section to follow established service standards. These 
standards include reasonable response times, promptness in processing requests, and 
providing accurate information. When these standards are met, service users feel that 
the service they receive meets their expectations and is by applicable standards. Overall, 
service users give an upbeat assessment of the quality of service provided by the Legal 
Status and Ship Certification Section at KSOP Samarinda. The friendliness of the staff, 
the clarity of information, the accuracy of the application process, and the fulfilment of 
service standards are essential in assessing service quality. Efforts continue to be made 
by the Legal Status and Vessel Certification Section to maintain and improve service 
quality, considering aspects that service users appreciate. In addition to the factors 
above, ease of access and availability of facilities are essential considerations for service 
users in assessing service quality. 

Service users expect adequate facilities to support service processes, such as 
comfortable waiting rooms, efficient queuing systems, and good accessibility for users 
with special needs. This ease of access helps service users feel that services are provided 
with attention to their comfort and needs, thereby increasing a positive assessment of 
service quality. Furthermore, Clark, A., & Davis, S. (2023). "Continuous Quality 
Improvement in Service Delivery: Best Practices from Maritime Certification Agencies." 
Maritime Research Quarterly, users also play an essential role in assessing service 
quality. When officers can listen well and respond appropriately to service users' 
questions, input, or complaints, this creates a sense of trust and satisfaction in 
communication. Effective communication helps clarify information, reduces 
uncertainty, and strengthens the relationship between officers and service users, 
positively assessing service quality. 

Finally, continuity in maintaining and improving service quality is also essential 
in assessing service quality. Service users want the Legal Status and Ship Certification 
Section to evaluate and improve their services continuously. Through performance 
monitoring, service users feel that efforts are continuously being made to improve service 
quality, thus creating a sense of trust and loyalty to the institution. Continuity in 
improving service quality helps ensure that service users receive excellent and satisfying 
service from the Legal Status and Ship Certification Section. Overall, the quality of 
services provided by the Legal Status and Ship Certification Section at the Samarinda 
KSOP received positive ratings from service users based on factors such as ease of access, 
availability of facilities, effective communication, and sustainability in maintaining and 
improving the service quality. By paying attention to these factors, the Legal Status and 
Ship Certification Section can continue improving its services' quality and providing an 
excellent experience to service users. 
  
CONCLUSION  

The conclusions of the analysis of service users' satisfaction concerning the legal 
status of Class II Samarinda vessels and the effectiveness and efficiency of the 
certification service are as follows: 

First, most respondents indicated high satisfaction with the legal status of the 
Samarinda KSOP Class II vessels and the effectiveness of the services provided by the 
Certification Authority. This satisfaction includes accurate information, clear 
procedures, and ease of application. This shows that service users will receive KSOP 
Samarinda's efforts to provide adequate services. Secondly, the survey results also show 
that most respondents rated positively the legal status of the KSOP Class II vessel 
Samarinda and the efficiency of the services provided by the Certification Authority. Fast 
response times, efficient management of the application process, and fast processing of 
paperwork are factors that contribute to service user satisfaction. In this case, KSOP 
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Samarinda has succeeded in providing an efficient service that meets the expectations of 
service users. 

In addition, the survey also showed that the legal status of Samarinda KSOP Class 
II vessels and the quality of service provided by the Certification Authority were rated 
positively by service users. Factors such as staff friendliness, clarity of information 
provided, the accuracy of the application process, and meeting service standards are 
essential in evaluating service quality. This shows that service users recognize and 
appreciate KSOP Samarinda's efforts to provide quality services. 

Overall, the analysis results show that the legal status and certification authority 
of Samarinda KSOP Class II vessels has successfully provided effective and efficient 
services and has a positive reputation in terms of service quality. Is showing. The efforts 
made by KSOP Samarinda to improve the effectiveness, efficiency and quality of its 
services may serve as a reference and inspiration for other agencies in providing quality 
and satisfactory services to service users. 
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