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1. INTRODUCTION
Housing as a collection of houses/dwellings provided for the community and is a basic need for the
community (Cahyana & Fadlilah, 2021; Putriyanti, 2020; Razuli et al., 2020). Whereas settlements,
have the definition of environmental unity between housing complete with all facilities, infrastructure
and facilities supported by other activity centers in urban and rural areas (Farizki & Anurogo, 2017,
Rachmah et al., 2018)

Housing development and settlements is the responsibility of the government and local
government in creating facilities aaccess to the community for adequate housing(Isnaini & Adnan,
2018; Sulaiman, 2017, 2021). Access to proper housing and settlements is very important because
it can determine the quality of life of the people living in it (Febrion et al., 2020; Pratama & Niswah,
2021).

Batanghari Regency is an area with low population density in Jambi Province (Darma &
Wulansari, 2021). However, with its location adjacent to Jambi City which has a high population
growth and with the current level of development which shows development in a more advanced
direction, it will lead to progress and an increase in the need for housing and settlements, especially
for urban areas such as Muara Bulian City and its surroundings in Batanghari Regency. As a result,
there is an increase in the number of houses and settlements. If spatial management is not carried
out, it will result in irregular housing and settlements, which will result in the emergence of slum
settlements (Prasetya & Handoko, 2015).

Law No. 1 of 2011 concerning Housing and Settlement Areas and Decree of the Minister of
Public Housing of the Republic of Indonesia Number 12 of 2014 concerning "Guidelines for the
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Development and Development of Housing and Settlements in Provinces and Regents / Urban
Areas" (RP3KP), explains: Regional Government, as the organizer of activities
development housing and settlements in the area, can organize and carry out housing
affairs and settlements in the area (Emmi Rahmawita Nasutionl), 2022; Pujiwati & Rubiati, 2017;
Suwarja, 2019).

Based on this, it is necessary to conduct research on "Analysis of Housing Occupants
Satisfaction with Developer Products”. It is hoped that this research will become an assessment of
current housing conditions based on consumer feelings and provide input for the government and
developers in preparing housing development plans.

2. RESEARCH METHOD
This research is categorized as a descriptive study, so the analysis of the information uses
descriptive frequency analysis to obtain information about the availability of infrastructure, facilities,
utilities, services, and locations.
This research was conducted at the Bulian Baru Regency Housing Complex and Pondok
Berlian Indah Muara Bulian District, Batang Hari Regency The data collection techniques use the
following techniques
1. Interview
This technique is used to obtain data directly on housing residents who are the object of the
research location. Data obtained directly from respondents in the form of answers to questions
in the questionnaire.
2. Documentation
Documentation is something written, printed or recorded that can be used as evidence or
information.

Some of these studies show that there are several factors that influence occupant
satisfaction. As shown in the following table, the measurement of occupant satisfaction in this study
was based on four factors, including 20 evaluation attributes.. Building design factors 4 attributes (no
1 — 4), building quality factors 4 attributes (no 5 — 8), infrastructure factors 6 attributes (no 9 — 14),
and location factors 6 attributes (no 15 — 20).

3. RESULTS AND DISCUSSIONS

Bulian Baru Regency housing complex

Characteristics of Respondents in Bulian Baru Regency Housing
The number of respondents in this housing as many as 33 people.

18

17

16

) s |
Male Female

Figure Characteristics of Respondents Based on Gender Housing in Bulian Baru Regency
Perceptions of Housing OccupantsBulian Baru Regency

Based on the results of the tabulation of data on the level of satisfaction of housing
residents, the data obtained from the results of calculating the average value of satisfaction and the
average value of the importance of each attribute are as follows
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Table 1. Average Level of Satisfaction and InterestBulian Baru Regency housing complex

No attributes Average value

Satisfaction Level Interest Level

BuildDesign
1 House building models 3.73 4.09
2 Indoor lighting 3.79 4,18
3 High ceilings of the house 3.88 4.09
4 Number and size of rooms 3.71 4.09

Build Quality
5 Top quality, home ceiling 3.59 453
6 Wall quality 3.64 4.47
7 Floor quality 3.70 4,42
8 The quality of the frames, doors, windows of 3.84 4.47

the house

Infrastructure
9 Road conditions (road width and surface) 4.61 4.67
10 Drainage system 2.94 3.88
11 Residential security services 4.06 3.77
12 Provision of clean water networks 4.30 4.58
13 Provision of green open spaces 3.72 3.63
14 Provision of electricity network 4.61 4.53

Location

15 Public transportation in residential areas 3.00 2.92
16 Home to school distance 4,22 4.67
17 Distance from house to city center 4,21 4.64
18 Distance from home to work 4,19 4.48
19 Distance from home to hospital 4,24 4.58
20 Distance from house to supermarket 4,22 4,42

Analysis of Residents' Satisfaction in Bulian Baru Regency Housing

Importance Satisfaction Analysis (ISA) method
Quadrant Method

KUADRAN s s

v

KUADRAN |

=

KUADHAN 1| KUADRAN Il

Figure 1. Cartesian Diagram Quadrant Method for Housing in Bulian Baru Regency

IJOBSOR, Vol.10, No. 3, December 2022: pp 136-144



In. J. of Politics and Sociology Research  ISSN 2338-3879 (Prnt), 2828-6014 (online) a 139

Gap Method
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Figure 2. GAP Analysis of Bulian Baru Regency Housing Complex

The two methods have very basic differences, including the quadrant method which
considers the position of the attributes in the quadrant, while the gap method prioritizes attributes
with a gap between the value of importance and customer satisfaction. In the case if the attribute is
in quadrant I, and the items in this quadrant indicate factors or attributes that are considered
important and meet occupant expectations, but can appear as high priority items in the gap method.
For example attribute itemsthe quality of the roof, the ceiling of the houseworth satisfaction 3.59 and
interest 4.53. In the quadrant method it will be in quadrant | (maintain achievement) and in the gap
method, the gap item value is positive 0.94

Customer Satisfaction Index (CSI)
The calculation of the CSI value can be seen in the table below:

Table 2. CSI Calculation Results for Bulian Baru Regency Housing

Mean . .

Mean Weight Weight

No Attribute Performance Im%ocr(t)?gce Factor Score
Score (MPS) (MIS) (WF) (WS)

Building Design
1  House building models 3.73 4.09 4.81% 0.18
2 Indoor lighting 3.79 4,18 4.91% 0.19
3 House ceiling height 3.88 4.09 4.81% 0.19
4 Number and size of rooms 3.71 4.09 4.81% 0.18
Build Quality
5  The quality of the roof, the ceiling of the house 3.59 453 5.32% 0.19
6  Wall quality 3.64 4.47 5.25% 0.19
7 Floor quality 3.70 4,42 5.20% 0.19
The quality of the frames, doors, windows of the
8  house 3.84 4.47 5.25% 0.20
Infrastructure

9  Road conditions (road width and surface) 4.61 4.67 5.48% 0.25
10 Drainage system 2.94 3.88 4.55% 0.13
11 Residential security services 4.06 3.77 4.43% 0.18
12 Provision of clean water network 4.30 4.58 5.38% 0.23
13  Provision of green open space 3.72 3.63 4.27% 0.16
14  Provision of electricity network 4.61 4.53 5.32% 0.25
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Mean Ims/cl)?g;me Weight Weight

No Attribute Performance Score Factor Score
Score (MPS) (MIS) (WF) (WS)

Location
15 Public transport in residential locations 3.00 2.92 3.43% 0.10
16 Home to school distance 4,22 4.67 5.48% 0.23
17 Distance from house to city center 4,21 4.64 5.45% 0.23
18 Distance from home to work 4,19 4.48 5.27% 0.22
19 Distance from home to hospital 4,24 4.58 5.38% 0.23
20 Distance from house to supermarket 4,22 4,42 5.20% 0.22
Total 85,12 100.00%

Weighted Total 3.94

CsSl 78.80%

After conducting research and calculating the CSI, the CSI value for the quality of Bulian
Baru Regency housing was 78.80%. In accordance with the table, the CSI value ranges from 0.66-
0.80, which means that residents are satisfied with the quality of housing in Bulian Baru Regency
Housing.

Pondok Berlian Indah Housing Complex

Characteristics of Pondok Berlian Indah Housing Respondents
The number of respondents in this housing as many as 45 people.

40

20

Male Female

Figure 3. Characteristics of Respondents by GenderPondok Berlian Indah Housing Complex

Resident PerceptionPondok Berlian Indah Housing Complex

Based on the results of the tabulation of data on the level of satisfaction of housing
residents, the data obtained from the results of calculating the average value of satisfaction and the
average value of the importance of each attribute are as follows

Table 3. Average Level of Satisfaction and InterestPondok Berlian Indah Housing Complex

No attributes Average value

Satisfaction Level Interest Level
BuildDesign
1 House building models 3,47 4,44
2 Indoor lighting 3,47 4.58
3 High ceilings of the house 3.76 4.58
4 Number and size of rooms 3,27 4,41
Build Quality
5 Top quality, home ceiling 2.58 4.53
6 Wall quality 2,18 4.53
7 Floor quality 2.36 4.56
The quality of the frames, doors, windows of
8 the house 2.02 4.60
Infrastructure
9 Road conditions (road width and surface) 3,20 4.80
10 Drainage system 2.47 4.67
11 Residential security services 2.66 4.73
12 Provision of clean water networks 4.04 4.73
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Average value

No attributes Satisfaction Level Interest Level
13 Provision of green open spaces 2.07 4.58
14 Provision of electricity network 4.09 4.76
Location
15 Public transportation in residential areas 2.61 4,13
16 Home to school distance 3.93 4.62
17 Distance from house to city center 4.04 4.64
18 Distance from home to work 4.02 4.64
19 Distance from home to hospital 4.00 4.58
20 Distance from house to supermarket 4.91 451

Analysis of Occupant Satisfaction of Pondok Berlian Indah Housing

Importance Satisfaction Analysis (ISA) method
Quadrant Method
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Figure 4. Cartesian Diagram of the Quadrant MethodPondok Berlian Indah Housing Complex

Gap Method
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Figure 2. GAP Analysis ImagePondok Berlian Indah Housing Complex
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In both methods we can see the similarity of the results, where the frame of the house, the
quality of doors and windows are the focus of improvement. However, even though in this analysis,
almost all attribute values are in the same quadrant, the two methods have very fundamental
differences, including the quadrant method which considers the position of the attribute in the
guadrant, while the gap method prioritizes attributes with a gap between the value of importance and
customer satisfaction. . In the case if the attribute is in quadrant I, and the items in this quadrant
indicate factors or attributes that are considered important and meet occupant expectations, but can
appear as high priority items in the gap method. For example attribute itemsroad conditions (road
width and surface)worth satisfaction 3.20 and interest 4.80. In the quadrant method it will be in
guadrant | (maintain achievement) and in the gap method, the value of the gap item is quite large
positive, namely 2.07.

Customer Satisfaction Index(CSlI)
The calculation of the CSI value can be seen in the table below:

Table 4. CSI Calculation Results for Pondok Berlian Indah Housing

Mean Imp'\g??;nce Weight Weight

No Attribute Performance Score Factor Score
Score (MPS) (MIS) (WF) (WS)

Building Design
1 House building models 3,47 4,44 4.85% 0.17
2 Indoor lighting 3,47 4.58 5.00% 0.17
3 House ceiling height 3.76 4.58 5.00% 0.19
4 Number and size of rooms 3,27 4,41 4.81% 0.16
Build Quality
5 The quality of the roof, the ceiling of the house 2.58 453 4.95% 0.13
6  Wall quality 2,18 4.53 4.95% 0.11
7 Floor quality 2.36 4.56 4.97% 0.12
The quality of the frames, doors, windows of the
8  house 2.02 4.60 5.02% 0.10
Infrastructure
9 Road conditions (road width and surface) 3,20 4.80 5.24% 0.17
10 Drainage system 2.47 4.67 5.09% 0.13
11 Residential security services 2.66 4.73 5.17% 0.14
12 Provision of clean water network 4.04 4.73 5.17% 0.21
13  Provision of green open space 2.07 4.58 5.00% 0.10
14  Provision of electricity network 4.09 4.76 5.19% 0.21
Location
15 Public transport in residential locations 2.61 4,13 4.51% 0.12
16 Home to school distance 3.93 4.62 5.04% 0.20
17 Distance from house to city center 4.04 4.64 5.07% 0.20
18 Distance from home to work 4.02 4.64 5.07% 0.20
19 Distance from home to hospital 4.00 4.58 5.00% 0.20
20 Distance from house to supermarket 3.91 451 4.92% 0.19
Total 91.63 100.00%

Weighted Total 3,21

Csl 64.25%

After conducting research and calculating the CSlI, the CSI value for Pondok Berlian Indah
housing quality was 64.25%. The calculation results can be seen in table 16. In accordance with
table 15, the CSlI value ranges from CSI between 0.51 — 0.65, which means that residents are quite
satisfied with the quality of Pondok Berlian Indah residential housing.

4. CONCLUSION

Provision of adequate housing for residents is one of the main problems experienced by cities in
Indonesia, especially cities in the world that are experiencing population growth. Providing
satisfactory housing for residents is an important task that must be achieved by all relevant
stakeholders. This study seeks to identify occupant satisfaction. This research seeks to determine
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the satisfaction of residents, so that in the future stakeholders can be provided with information and
input to design better housing provision policies that match the needs of the population.

The Customer Satisfaction Index (CSI) method and the Importance Satisfaction Analysis
(ISA) method used have been able to measure the level of satisfaction of housing residents with
product developers.Research on two (2) types of housing classificationsbased on the type of
constituent houses, namely Public Houses and Commercial Houses.Bulian Baru Regency Housing
is classified as a commercial housing type and Pondok Berlian Indah Housing is classified as a
public/subsidized housing type.

Residents of the Bulian Baru Regency housing complex are satisfied with the developer's
product, with a satisfaction index / CSI (Customer Satisfaction Index) value of 78.80% and Residents
of the Pondok Berlian Indah housing complex are quite satisfied with the developer's product with a
satisfaction index / CSI (Customer Satisfaction Index) value of 64.25%.

Out of a total of 20 attributes used in this research, for Bulian Baru Regency Housing there
are five attributes that have the opportunity to increase occupant satisfaction if quality
improvements/improvements are prioritized by the Bulian Baru Regency housing developer, namely
(1) drainage system ; (2) The quality of the roof, the ceiling of the house; (3) Quality of house walls;
(4) The quality of the floor of the house; (5) The quality of the sills, doors, windows of the house and
for Pondok Berlian Indah Housing there are eight important attributes, but residents consider that it
has not met expectations and housing developers can prioritize improving/improving the quality of
these attributes, namely (1) Quality of sills, doors, windows House; (2) Provision of green open
space; (3) Quality of house walls; (4) drainage systems; (5) The quality of the floor of the house;
(6)Public transportation at residential locations; (7) Residential environment security services; (8)
The quality of the roof, the ceiling of the house.

In these two housing classifications, there is no difference in the attribute that gets the
highest level of importance. The attribute that has the highest level of importance by the two residents
of the housing is the road condition (road width and surface).

Based on 4 aspects, nhamely building design, building quality, facilities, infrastructure and
location which are the basis for determining research attributes. Aspects that greatly affect the level
of satisfaction of the two housing occupants are aspects of building quality and aspects of facilities
and infrastructure.
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