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ABSTRAK 

Penelitian ini bertujuan untuk mengevaluasi tingkat komitmen Dinas Penanaman Modal 

dan Pelayanan Terpadu Satu Pintu (DPMPTSP) Provinsi DKI Jakarta terhadap persyaratan 

standar Sistem Manajemen Mutu (SMM) ISO 9001:2015 serta mengidentifikasi faktor-

faktor yang mempengaruhi implementasinya. Metode penelitian yang digunakan adalah 

deskriptif kualitatif dengan pendekatan Gap Analysis untuk mengukur kesenjangan antara 

kondisi aktual dan standar, serta 5 WHY untuk menganalisis akar penyebab masalah. Data 

penelitian bersumber dari data primer melalui observasi dan wawancara serta persepsi 

pegawai DPMPTSP, serta data sekunder berupa dokumen internal organisasi. 

Hasil penelitian menunjukkan adanya beberapa celah (gap) dalam pemenuhan klausul ISO 

9001:2015, terutama pada aspek pengendalian risiko dan evaluasi kinerja yang dipengaruhi 

oleh faktor internal seperti keterbatasan SDM serta faktor eksternal berupa perubahan 

regulasi yang dinamis. Berdasarkan temuan tersebut, direkomendasikan agar DPMPTSP 

melakukan penguatan kompetensi personel secara berkelanjutan, digitalisasi sistem 

dokumentasi mutu, serta peningkatan intensitas audit internal guna memastikan efektivitas 

dan keberlanjutan penerapan SMM di masa mendatang. 

Kata Kunci: Sistem Manajemen Mutu, ISO 9001:2015, Gap Analysis, 5 Why, DPMPTSP. 
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Evaluation Of Gap In The Implementation Of The Iso 9001:2015 Quality 

Management System At The Department Of Investment And One-Door Integrated 

Services Of Dki Jakarta Province 

 

Abdul Hilmi Munandar 

 

ABSTRACT 

 

This study aims to evaluate the level of commitment of the Jakarta Capital Investment 

and One-Stop Integrated Services Agency (DPMPTSP) to the requirements of the ISO 

9001:2015 Quality Management System (QMS) standard and identify factors 

influencing its implementation. The research method used was descriptive qualitative, 

using a gap analysis approach to measure the gap between actual conditions and 

standards, and a 5 Why to analyze the root causes of problems. The research data 

were sourced from primary data through observations and interviews, as well as 

perceptions of DPMPTSP employees, and secondary data from internal 

organizational documents. 

The results indicate several gaps in compliance with ISO 9001:2015 clauses, 

particularly in the risk control and performance evaluation aspects, which are 

influenced by internal factors such as limited human resources and external factors 

such as dynamic regulatory changes. Based on these findings, it is recommended that 

DPMPTSP continuously strengthen personnel competencies, digitize its quality 

documentation system, and increase the intensity of internal audits to ensure the 

effectiveness and sustainability of QMS implementation in the future. 

 

Keywords: Quality Management System, ISO 9001:2015, Gap Analysis, 5 Why, 

DPMPTSP. 
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