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Abstract The Livestock and Ammal Health Service Ofhice of South Sulawcest Provinee stated
that in 2017 beet cattle n Gowa Regency regastered in insurance reached | 367 while m 2018
decreased sigmficantly to 1 140 The decrease in number of insured cattle indicates a decrease
in the number of farmers participating in the insurance program This study aims to determine
the Satistaction Index of cattle farmers on the services quahty of Cattle Insurance Program in
Manuju District. Gowa Regency This study was conducted from May to July 2019 with a type
of descriptive quantitative rescarch. The sample used was 50 participants who arc/werc insurance
participants The data collected through htcrature study interviews and questionnaires. The data
analysed with two methods of Customer Satisfaction Index (CSI) and Importance Performance
Analysis (IPA) The results indicate that the Customer Satisfaction Index (CS1) of tarmers 1s
68 49" which included in the category of Good. The top priority attnbutes i service quahty of
Cattle  Insurance  Program, namely Punctuality of clums  payment  Management of
wdmimstration and Clanty of CIP information

1 Introduction
Cattle are one of the largest meat-producing hivestock commodities ggom the rummant group that
significant to national meat production [1] National meat production 1s expected to be able to meet the

ds ot the people of Indonesia so that the country can be selt sufficient in beet considering the
emand for beef in Indonesia continues to increase as a result of economic growth [2 3| The nisk faced
by tarmers 1n conducting their business 1s considered as a complexity that impacts on the drastically
decrcasing income of farmers These risks could be in the form of chimate change hivestock accidents
nd lethal disease outbreaks  If the risks that arise can not be handled and occur continuously then animal
husbandry business will be led to signiticant losses This phenomenon threatens the sustainability of
livestock business i Indonesia

Considering the magnitude@¥ the risks faced by farmers/ranchers in managing their busimesses  the
government finally 1ssued The Law of the Republic of Indonesia Number 19 of 2013 concerning Farmer
Protection and powerment Broadly speaking this law aims to realize the sovereignty and
independency of farmers n order to improve the level of prosperity and quality of life In addition. Law
number 19 of 2013 also contans onc of the eftorts ini providing protection to farmers business namely
igricultural insurance [4]

The Mumnistry of Agriculture in 2016 through the Directorate General for Agnculture Infrastructure
issued  the  Policy Mimister ot Agriculture  of the Republic ot Indonesia  Number
56/Kpts/SR 230/B/06/2016 contains guidelines for the allocation ot activities in the form of insurance
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namely insurance model tacihities of Cattle Insurance Program (CIP)  CIP 1s a form of protection against
the possibility of risk 1n a livestock business as well as to protect creditors for the commodity that being
funded The goal 1s to transfer the nisk of losing cattle to third partics through the msurance guarantee
channel and the target 1s to protect cattle farmers from business losses The msurance policy i1ssued by
the Mimstry ot Agriculture 1s required the payment of premiums from the breeding farmers and
government

Gowa 1s onc of regencies tn South Sulawesi which actively follow Cattle Insurance Program (CIP)
However the enthusiasm of farmers 1s known to decrease Based on data obtamed from the Department
of Ammal Husbandry ot South Sulawesi Province 1 2017 beef cattle in Gowa regency registered with
mnsurance reached 1 367 heads while in 2018 1t experienced a significant decrease to 1 140 head of
cattle The decrease in the number of insured animals in Gowa regency indicated a decrease n the
number of tarmers participating i the insurance program

Musification in the Cattle Insurance Program (CIP) socialization 1s needed from officers to tarmers
[5] So that more and more of them will be interested i joining the program In addition training and
increasing the number of tields workers are also nced an extra attention Theretore researchers are
interested 1n analysing the level of satisfaction of beef cattle breeders regarding the quality of service of
the Cattle Insurance Program (CIP) in Gowa regency especially Manuju district as an area with the
highest number of CIP participating farmer groups according to the data

2 Method

The research was conducted at Manuju district. Gowa regency 1in May to July 2019 This study 1s a
quantitative descriptive type Data collection techniques used are document studies interviews  and
questionnaires Respondents numbcered S0 farmers who were obtained by the Slovin Formula The
fkhnique of determining respondents 1s by ncidental techmique Analysing data used the methods of
the Importance Performance Analysis (IPA) method and the Cusf¥ner Satisfaction Index (CSI)
Vanables Sub Vanables [6]and measurement indicators in this study can be seen in Table 1

Table 1 Varmbles Sub Varables and Indicators for Measuring Farmer Satistaction
Levels related to CIP Service Quality in Gowa Regency

Variable Sub Vanablc Mcasurement Indicator
Service Qualty  The Service 1 Availabihty of CIP guidelines
for CIP Characteristic 2 Clanty of CIP information
Participants 3 Punctuality of Claims payment
(Fasmes) The Personal Relanonship 4 Hospitality of the ofhcer (in
sociahzation registration and submission of
claims)
5 Responsiveness of the officer (i registration

filing claims. and inspection)
6 Comprchension of the officer
7 Commumecation skill of the officer (in
sociahization)
The Service Setting 8  Completeness of facilities (in
registration. exammation of hvestock  and the
filmg of the claim )
9 Management of administration (in
registration and subnussion of claims)
The Customer Power 10 Conformity of the insurance coverage recerved
by farmers
11 Farmers' access to hivestock service and
INSUrANCe Companics
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F The results of data collection are then analysed using Importance Performance Analvsis (IPA) The
irst stage 1n this method 1s to determine the level of appropriateness between the level of importance
and the level of quality performance of the attributes by making a comparison between performance
scores and importance scores The conformuty level using this formula below [ 7]

Xt
Tki = — x 100%
Yi

Which

Tki = consumer conformuty level

X1 = score of consumer satistaction assessment
Y1 = score of indicator s importance assessment

21 Class Intervals
To find out the categories ot indicator s mmportance and customer satistaction the following

classification 1s usg
Highest Rate = Highest score x Number of respondents
5x 50

=0
E)west score x Number of respondents
=1x50
=50
To tind out the class mtervals the following tormula s used

Lowest Rate

it

Highest Rate — Lowest Rate

Sc ]1 =
cale Range Class Amount

_ 250 - 50
S
=40
Based on the above calculations a scale range obtained 1s 40 Thus the scale range and categorisation

[8] tor cach class can be seen in Table 2 as follows

I'able 2 Range of quality attnibutes for the CIP Service Scale

Scale range Satisfaction The Importance
5090 Very dissatisfied Very ummmportant
91-131 Not satisficd Not important
132-172 Quutc satistied Quite important
173-213 Satishicd Important
214250 Very satisfied Very important

In the course of research methods of Importance Performance Analvsis (IPA) will be used to
wmalyse the descrniptive quality of services provided seen by a score of Performance and Importance
Level of each service indicators The following formula determines these scores [9]
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X=E% Y,=XY,
n n

In which 2
X1t = The average viluce of the 1-th performance attribute

Y1 = The averag@galuc of th e 1 th importance attnibute

X1 = Total score of the i-th performance attnibute
Y1 = Total score of the 1 th importance attnbute
n =

Amount of xnsumu" data
Furthcrmore  the average of all attributes of importance (Y) and performance (X) 1s calculated as the
values will shape the borders then in Cartesian diagram  using the formula

i = The average score of percerved service assessment

Y =Thc awerage s@e of expected service awsessment

Y = Avcragze score g@m the average level of all performance attributes
T = Average score from the average level of 1l importance ittributcs
K = Numbcr of attributes

i

22 Importanc nuul Performance Analyvsis (1PA)
The next stage s the elaboration of each attribute 1n the Cantesian diagram [10] as shown in Figure |

Y (Importance

Quadrant | { Quadrant It
{lmprove (Mamntam
Pertormance) Petformance)

Quadrant I\
(tends to be
excessive)

Quadrant 111

(Low Priority

S - i e X (Performance}

X

Figure 1 Cartestan Diagram

2 3 Customer Satisfaction Analyvsies (CSI)

Customer Satisfaction is then caleulated using the CSE (Customer Sansfaction Index) method with the

tollowng steps [11]

I Calculawe Wearghted Facror 1c change the average value of importance to a percent. so we get 1
total Weighting Factor of 100%

2 Calculating Weighting Score w huh? the multiplication result between the average value of
pertormance level and the Weirghung Factor

Calculate Toral Werghted 1c sums the Weaghted Scores of all attributes

4 Calculate the Satisfaction Index  which s Weighted Total divided by the maximum scale (in this
study the maximum scale used 1s 5) then multiply it by 100%  Here below the satistaction level
cniteria Error! Reference source not found presented in a table

(=]
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1 able 3 Satistaction Level Criteria

No CSI Value (%) D%anlmn (CSD)
1 81-100 ery satisfied
2 66-80 99 Satisfied
3 51-65 99 Quute satisfied
4 35-50 99 Less sausfied
5 0-34 99 Not satisfied

The maximum value of the Customer Satistaction Index (CSI) 1s 100% A CSI value of 50% or lower
mndicated poor service performance A CSI value of 80% or higher reflected that the user 1s satisfied
with the service performance

3 Results and discussion

31 Analysis of conforrgew level

The contormuty level is the result of a comparison between performance scores and importance
scores  The results of the comparison are used as a basis to determune the prionty of scrvice attributes
that nced to be improved To measure the users satisfaction 1s to compare the pereentage level of
conformity between percetved service and expected service The higher the conformity percentage
of percaved service 1o expected service the higher the uscr satistaction level tmhc service
quality[12] The level of conformuty between the performance and the importance score can be seen in
Table 4

Table 4 Performance and Importance Confornuty Levels of CPI Scrvice Quality
Attributes in Manuju District Gowa Regency

The Performance The Importance Conformity
Measurement Indicator i
(X1) Category (Yn Category Level (%)
The Senvice Characteristic
1 126 Not sausficd 184 Important 68
2 156 Quite satisfred 213 Imiportant 3
3 128 Not satistied 229 \ery important 55
Average 136 67 Quite sansficd 20867 Important 6533
The Personal Relationshup
4 213 Saushied 197 Importnt 108
) 211 Sanstied 225 Very important 93
6 214 Vary satisfied 218 Very important 98
7 217 Very satistied 215 Very important 100
Average 213,75 Saushied 213.75 Very important 99 75
The Senvice Setting
8 150 Quute satistied 209 Important 71
9 143 Quite satisfied 212 Important 67
Average 146 50 Quite satisfred 21050 Important 69
The Customer Power
10 182 Sausficd 233 Very important 78
11 133 Quite satistied 182 Important 7
Average 157.50 Quute satisfied 207.50 Important 75 50
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Totl 1873 2317 884
Average 170 27 Quute satsfied 21063 Important 80 36

Based on Table 4 an average value obtained of conformity of ¢ach Cattle Insurance Program (CIP)
service attribute 1s 80 36 % so that it can be concluded as a whole that these attributes are included in
the "appropriate" category It the percentage of the conformuty level is close to 100% and 1s above the
werage 1t can be concluded that the conformuty level is good [13]

3.2 Importance and Performance Analvsis (IPA)

The average pcrtormance of each attribute 15 the basis to determine whether each attribute of CIP service
Manuju District 1s good or not by comparing to the average of all the attributes averages (X) and the
score result 1s 34 The average expectation of cach attribute 1s the basis to determine whether the
attribute 1s important or not important namely by comparing the average of all attnibutes (Y) and the
result obtained 1s4 21 The average value of pertormance and expectations 1s used to analyse the data
in Cartestan diagram n the following figure

49
47 f
¢ 364 466(10)
® 256 458(3)
:45 ©422.45¢5)
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243 286 4249 : & 43443(7
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Figure 2 Cartesian Diagram of Cattle Insurance Program (CIP) Service Attributes

Quadrant 1 15 occupied by attributes with a very low level of satisfaction so that it becomes a top
priority for improvement The three attributes included in quadrant I 1n the order of their priority level
are as follows Punctuality of Clams payment Management of admimistration and Clarity of Cattle
Insggance Program (CIP) information

Emdmnl ?xs a quadrant where attnibutes that according to customers perform according to their
expectations Attributes in quadrant II can also be sorted according to the priority level to be maintained
are as follows Communication skill of the otficer Comprehension of the officer Responsiveness of the
officer and Conformity of the insurance coverage recetved by tarmers
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Quadrant III 1s the location of attributes with gw priority because 1t contains attributes that are
considered less important by the customer and in fact the performance 1s not too special The order of
attributes according to the prionity level to be improved 1s as follows the attributes of the Availability
ot CIP guidelines Completeness of the tacilities and the Farmers access to the livestock service and
msgince companies

ttributes 1n quadrant IV have a low level of importance but have a high level of performance
implementation In this quadrant there 1s only one attribute namely the Hospritality of the officers

13 Customer Satisfuction Index (CSI)
Company managers cannot determine goals i increasmng customer satisfactton without using the
method of Customer Satffaction Index (CSI) Error! Reference source not found The Customer
Satisfaction Index (CSI) calculation uses the average score of the expectation level and the perception
level of each attribute Based on the results of calculations the CSI value 1s of 68 49% This value 18
obtained trom the division between the total Weight Score (WS) value and the maximum scale used in
thlgxudy which 1s 5 and then multiphies them by 100%

ased on the results of the study the satisfactuon index value was obtamed m the range of 66-
80 99 % which means that overall breeders of CIP participants in Manuju District were satisfied with
the quahity of CIP services The value of Customer Satisfaction Index ( CS1) can be improved by making
improvements to the performance attributes from the results of the Importance Performance Analysis
(IPA) [14] The improvement of attributes obtained through IPA 1s expected to increase the value of CSI
up to 100%

4. Conclusion

Cattle farmers satistaction rate on the services quality of Cattle Insurance Program in Manuju District
Gowa Regency 1s 1n the Satisfaction category with a value of 68 49% Attributes that become the main
prionty m mcreasing the satisfaction of cattle tarmers with quality services related to the Cattle
Insurance Program (CIP) in sequences namely Punctuality of clums payment Management of
administration and Clanty of CIP information
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