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Strategi Peningkatan Layanan Program Peremajaan Sawit
Rakyat dengan Pendekatan Design Thinking (Studi Kasus Pada
Badan Pengelola Dana Perkebunan)

Gulfi Oktariani

ABSTRAK

Program Peremajaan Sawit Rakyat (PSR) merupakan salah satu upaya strategis
pemerintah dalam meningkatkan produktivitas perkebunan kelapa sawit nasional
dan kesejahteraan petani melalui dukungan pembiayaan yang dikelola oleh Badan
Pengelola Dana Perkebunan (BPDP). Meskipun telah didukung oleh regulasi dan
sistem digital, pelaksanaan program PSR di lapangan masih menghadapi berbagai
kendala, terutama kompleksitas dan fragmentasi proses administrasi, verifikasi
berlapis, serta keterbatasan koordinasi lintas lembaga. Kondisi tersebut berdampak
pada rendahnya partisipasi petani dan keterlambatan realisasi program di berbagai
daerah.

Penelitian ini bertujuan untuk merumuskan strategi peningkatan layanan Program
Peremajaan Sawit Rakyat melalui pendekatan design thinking yang berorientasi
pada pengalaman dan kebutuhan petani sebagai pengguna layanan. Metode
penelitian yang digunakan adalah kualitatif dengan pendekatan studi kasus pada
Badan Pengelola Dana Perkebunan. Data dikumpulkan melalui wawancara
mendalam, observasi, dan studi dokumentasi. Analisis data dilakukan
menggunakan aplikasi NVivo melalui tahapan pengkodean tematik, yang
selanjutnya disintesis berdasarkan tahapan design thinking yaitu empathize, define,
ideate, prototype, dan test.

Hasil penelitian menunjukkan bahwa permasalahan utama layanan PSR tidak
terletak pada ketiadaan regulasi atau sistem digital, melainkan pada desain proses
bisnis layanan yang masih bersifat berlapis dan sequential. Strategi peningkatan
layanan PSR dirumuskan melalui penyederhanaan dan integrasi proses bisnis,
penerapan one gate verification, serta transformasi alur layanan menjadi proses
paralel dengan dukungan sistem digital sebagai enabler transparansi dan

pengendalian waktu layanan. Strategi tersebut berpotensi meningkatkan efisiensi,
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kepastian layanan, dan pengalaman petani, serta mendorong peningkatan partisipasi

petani dalam Program PSR.

Kata Kkunci: Design Thinking, Kualitas Layanan, Proses Bisnis Layanan,

Peremajaan Sawit Rakyat, BPDP
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Strategy for Improving the Service Quality of the Smallholders’
Palm Oil Replanting Program Using a Design Thinking Approach
(A Case Study at the Palm Oil Plantation Fund Management

Agency)
Gulfi Oktariani

ABSTRACT

Smallholder Oil Palm Replanting Program (Peremajaan Sawit Rakyat / PSR) is a
Strategic government initiative aimed at improving productivity of oil palm
plantations and enhancing welfare of smallholders through financial support
managed by Oil Palm Plantation Fund Management Agency (BPDP). Despite
regulatory support and introduction of digital systems, implementation of PSR
continues to face significant challenges, particularly complexity and fragmentation
of administrative processes, multi-layered verification, and limited inter-agency
coordination. These conditions have contributed to low farmer participation and
delays in program realization across various regions.

This study aims to formulate strategies for improving PSR service delivery using
a design thinking approach oriented toward farmers’ experiences and needs as
service users. Research adopts a qualitative case study approach conducted at
BPDP. Data were collected through in-depth interviews, observations, and
document analysis. Data analysis was carried out using NVivo through thematic
coding and subsequently synthesized according to design
thinking stages: empathize, define, ideate, prototype, and test.

Findings indicate that primary service delivery issues in PSR are not caused by
absence of regulations or digital applications, but by design of service business
processes that remain multi-layered and sequential. Strategies for improving PSR
services are formulated through simplification and integration of business
processes, implementation of one-gate verification, and transformation of service
workflows into parallel processes, supported by digital systems as enablers of
transparency and service time control. These strategies have potential to enhance
efficiency, service certainty, and farmers’ experiences, thereby encouraging

greater participation in PSR.
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