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This study aims to evaluate the effectiveness of various trauma healing methods
implemented in the Pronojiwo District of Lumajang Regency, East Java Province,
Indonesia. This region has been selected due to the recurring eruptions of Mount Semeru
over the past three years, starting in 2020. While the government has focused on

evacuation strategies, shelter location, and infrastructure-related activities, this study
concentrates on initiatives aimed at enhancing the mental health of evacuees housed in
temporary shelters. Various trauma-healing techniques were employed, including
motivational talks, games, educational activities, and singing. The research involved 2,489
refugees displaced by the Semeru eruption in December 2022, and a quantitative method
was adopted with a sample of 215 respondents, comprising 105 children and 110 adults.
The findings indicated that the respondents held diverse perspectives on the trauma-
healing methods provided. The specific adversities each respondent faced following the
disaster significantly influenced their perceptions. Among children up to adolescence,
activities such as games, singing, and cooperative learning were generally well-received.
However, methods involving talks, storytelling, motivation, and profound communication
were found to potentially exert a positive impact on adult to elderly respondents.
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children and 110 adults.
Children who are victims of natural disasters are susceptible

1. INTRODUCTION

Indonesia is an archipelago with a mountain range that
stretches from the islands of Sumatra, Java, and East Nusa
Tenggara to the mountains beneath the sea in Ambon,
Halmahera, and North Sulawesi (see Figure 1). This impacts
the magnitude and frequency of volcanic eruptions and
volcanically-induced earthquakes. In addition to volcanic
earthquakes, disasters caused by volcanic activity include cold
lava, falling volcanic ash, hot weather accompanied by clouds,
and of course, hot lava in the form of lava.

Mount Semeru has erupted with considerable regularity and
severity during the past three years. During the crisis in
December 2022, as many as 2,489 persons escaped to a secure
location under local government directives [1]. The needs of
evacuees include not just suitable housing and basic logistical
necessities such as food, drink, sanitation, clean water, enough
lighting, and ventilation but also the psychological condition
of evacuees, which will vary significantly from person to
person. In light of the fact that Indonesia is a highly disaster-
prone country, competent parties must focus on disaster
management, not only in terms of structural and construction
management but also by increasing community awareness of
the fact that we live alongside disasters and must be able to act
appropriately in disasters. This research was carried out with a
quantitative method on 215 respondents, including 105
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to experiencing anxiety and fear of their peers and surrounding.
The initial trauma healing method for children of disaster
victims is comfort to counteract their uneasiness with the post-
disaster conditions. Children who were victims of the disaster
reported frequent sleep disturbances and were persistently
haunted by the aftershocks.

Figure 1. Active volcanoes in Indonesia [2]

The next stage is to engage them in enjoyable activities,
such as playing and singing, to help minimize the trauma of
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the experience. In addition, children who are victims of
disasters must be provided with information and knowledge in
a language that is easy to understand. Natural disaster victims
are assisted with trauma healing programs, so they do not
endure extended trauma. It is intended that after participating
in trauma-healing activities, disaster victims will not only be
entertained but will also be able to regain their self-confidence
and experience a sense of safety [3]. In this study, several
stages of analysis were carried out; (1) analyzing the state of
temporary shelter for disaster victims using 4D IPA analysis,
and (2) measuring the types of trauma healing activities for
disaster victims using a Linkert scale questionnaire. Thus, this
study aims to assess the quality of temporary shelter for
displaced disaster victims and the effectiveness of trauma-
healing interventions for disaster victims. This study utilized
mixed methods approach, applying IPA and 4D IPA based on
evacuee perception in the temporal shelter and measuring the
effectiveness of trauma healing activity in the shelter across
several age groups.

2. LITERATURE REVIEW

Everyone must have attempted to repair a significant wound
at some point, many would give up on facing the day after
being shaken by difficulties. Do not be disheartened, however,
for a dirty heart cannot perceive things as they truly are. For
those of us who do not know the ultimate destination of certain
matters, this should not make us reckless and thoughtless, or
quick to criticize circumstances [4].

Communicating with children, particularly those who have
experienced loss, involves preparedness and comprehension,
as it is normal for psychological conditions and personal
feelings to interfere with our ability to communicate with
children. Before communicating, we must ascertain what
people feel or desire. They typically experience profound
sadness when their loved pass. It must be realized that if one
can understand another person’s mind, one’s understanding of
them will be enhanced, allowing one to completely appreciate
the significance of each face-to-face interaction with them [5].
We may not be special enough for children. We cannot satisfy
our children. Nevertheless, we have many things that we can
give to our children [6].

Herbert Read argued in his 1931 article titled “The Meaning
of Art” that art is merely an endeavor to create pleasing shapes.
Such a pleasing form satisfies the human consciousness of
beauty. Children are intimately connected to the world of play
and all things that are fun. Parents may select the most suitable
option in line with the child’s personality. This is a crucial
aspect of understanding the child. While talking with others,
more than fifty percent of the messages captured by the other
person result from our body language and not our verbal skills
[5]. Art and craft can support children’s growth and
development. Art can be made into anything we need with the
right skills. If we believe that we have provided children with
adequate care in their vulnerability in these evacuation shelters,
we should pay them additional attention. Participate in
mentoring and enliven the environment; do not just expect the
children to do it. Ask questions they will be happy to answer.
Encourage them to discuss themselves, their accomplishments,
and their interests [7]. Using pretend play and acting is a
different kind of assistance. Via the performing arts, it will be
possible, among other things, to assist individuals in
comprehending their reality and seeking the meaning or
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purpose of life. Theatrical productions arising from human
passion, creativity, and intellect can aid in forming perception
[8, 9].

High preparedness has direct relationship with evacuee
experiences, as they were directly affected by a natural disaster
[10]. The level of youth participation is deemed necessary to
be increased to develop a more comprehensive disaster
management program according to regional needs. Far disaster
management should be transformed into disaster awareness
which is delivered through education, socialization, training,
and disaster response simulations [11]. The participation of the
private sector or hospitality industry and the government is
needed to build a good synergy in disaster risk reduction
programs both locally and nationally [12]. Through
participatory analysis and research, the study of a rural village
in Shaanxi Province shows that bottom-up initiatives can
complement the existing system. Its current progress
demonstrates the potential for using a transdisciplinary
perspective to initiate Community-Based Disaster Risk
Reduction (CBDR) in China, where both top-down and
bottom-up approaches, come together alongside different
disciplines to increase a rural community’s disaster resilience
[13]. Creativity is associated with outputs that can be used as
objects of study that can be enjoyed. Creativity can result in
works of art, music, scientific breakthroughs, and so forth [14].
In creative thinking, acting, and playing, there is a synergy
between parents and children. An honest person can share true
ideas and emotions. Without being covered up, without
making things up for their interests or the interests of other
parties. Because being honest is done for honesty and the sake
of goodness [6].

Martilla and James established the Importance Performance
Analysis (IPA) method to determine the relationship between
consumer perceptions and product or service quality
improvement priorities [15]. IPA analysis is also referred to as
quadrant analysis because one of the findings of the analysis
reveals the placement of each attribute on the predefined
Cartesian axis [16-18]. IPA analysis is used to map the
relationship between the importance and performance of each
provided attribute and to assess the disparity between the
performance and importance of each [19, 20]. The primary
goal of IPA is to present information regarding service aspects
that customers perceive significantly impact customer or user
happiness and loyalty. IPA can also identify service attributes
that, according to consumers, need to be addressed since they
are unsatisfactory [21, 22]. Gap Analysis is a measurement
technique used to determine the gap between consumer
performance and expectations and is part of IPA [23, 24].

If the performance value is larger than the importance level
value, the Gap analysis will yield a positive (+) result.
Conversely, if the importance score exceeds the performance
score, a negative value (-) will be calculated. If the overall gap
is positive, customer satisfaction with the company’s services
is very high. In contrast, if the gap is negative, the consumer
is unhappy with the service [25, 26]. The closer the distance,
the better. Typically, a company with a good service level will
have a smaller gap, as the service level matches the needs of
service users [27].

Conventional importance and service level analysis (IPA)
focuses solely on respondents’ opinions on the importance and
service levels [15]. It excludes expert advice and service
standards, such as government standards or expert advice in
their respective fields, as well as other considerations. This
makes the outcomes of scientific analysis dependent on the



respondent’s perspective [28-30]. Every service review should
include the expert opinions of authorities in their respective
disciplines [31]. In addition, a Gap analysis was conducted to
assess the disparity between each variable and each research
attribute. Because each variable has varied strengths based on
the opinions of respondents from different groups and social
backgrounds, a noticeable disparity can arise.

In the meantime, researchers employed a 5-point Likert
scale questionnaire to evaluate the efficacy of each trauma
healing method in shelters: (1) strongly disagree, (2) disagree,
(3) neutral, (4) agree, and (5) strongly agree [32].

The literature review above has a variety of approaches and
logic of thought, especially in studying the perceptions of
someone who is in an unusual condition, such as being
affected by a natural disaster, eruption, flood or other stressful
conditions. Creating levels for social conditions is not a
common thing, even in create a mathematical research model.
But in this research, the physical parameters used still possible
be measured and understood logically.

3. RESEARCH METHOD

The research diagram in Figure 2 depicts the stages of the
research to determine the needs of displaced victims of natural
disasters in shelters and to assess the effectiveness of trauma-
healing methods offered in shelters. Many shelter respondents
were given a questionnaire containing a series of questions
during the first phase of the research. Concerns were made
about the comfort of temporary shelters, including the quality
of tents, shelter bed mattresses, bathrooms, food supply, clean
water, electricity, ventilation or air circulation, and evacuation
shelter activities.

Importance and performance parameters were measured
using the 4D IPA instrument developed with input from
respondents for importance and performance level, standard
from government support, dan advisory from the experts. This
study still used standard IPA, which generates a Cartesian
diagram to arrange each attribute in a particular quadrant based
on the derived x-axis (importance) and y-axis (performance)
values. Quadrants Q1 (keep up the good job), Q2 (focus here),
Q3 (low priority), and Q4 (possible overkill) are mentioned

[15]. Regarding government support parameters, the
researchers did an independent assessment by examining the
conditions in the evacuation shelters while obtaining expert
advice from several experts selected for this study. The list of
experts includes the head of the Regional Disaster
Management Agency, the head of the District Social Service,
the head of the District Health Service, and experts in the field
of disaster management, including several lecturers of
Brawijaya University who are members of the Indonesian
Association of Disaster Experts. The second step is to evaluate
the trauma-healing methods employed in refugee camps
(shelter). There are eight approaches and seven age categories.
The total number of respondents is around 10% of the total
number of refugees. Using quantitative approaches, the
research was done with 215 respondents, including 105
children and 110 adults. Four extreme loss conditions are
found in the field: family members, property, dwelling, and
employment. The age groups in questionnaire are as follows;
toddlers (0-5 years), children (6-12 years), adolescents (13-16
years), productive age (17-25 years), working and family ages
(26-55 years), retirement age (56-70 years), and old age were
also categorized (70-90 years).

As depicted in Figure 2 regarding the research flowchart,
the respondents chose (1) motivational and (2) religious
lectures, games, learning, and singing as a trauma-healing
methods for children such as (3) story and fairy tales with dolls,
(4) story telling in group, (5) story with properties [33].
Educational activities for mental health recovery such as (6)
singing, (7) drawing, and (8) coloring. After the first two
phases were completed, research was conducted regarding the
basic needs of evacuees, taking into account their safety,
comfort, and ability to alleviate their psychological trauma
from the disaster.

In this research, all data was analyzed using Microsoft Excel,
without using statistical software such as SPSS, E-view and
the others. Because all the data collected is only calculated
simply to determine the quadrant in the importance-
performance analysis (IPA), producing values and colors in
the 4D IPA. Likewise, in assessing the results of the recap of
the refugees' opinions regarding trauma healing activities in
refugee tents, all data was summarized and calculated using
Microsoft Excel.

Shelter Measurements
Tents R
Toilet 4D IPA & GAP Analysis
Food suppl
Clean WZFE\: Government support (S)
Electricity —> Importance (1)
Air flow / ventilation Expert advisory (A)
Activity Performance (P)
Recommendation
L5 | Comfortable shelter
with best practice of
Trauma healing method - trauma healing
method
Motivational talks i -
Religious talks Questionnaires
Story telling with dolls —
Y . & —> 7 categories of ages
Story telling in groups .
. . 8 methods of trauma healing
Story with properties
Singing and dancing
Drawing
Colouring

Figure 2. Research flow diagram



4. RESULTS AND DISCUSSION
4.1 Importance Performance Analysis

In contrast to conventional of Importance Performance
Analysis (IPA), four parameters were evaluated in the 4D
Importance Performance Analysis, including the level of
importance, performance, government support, and expert
advisory. As with conventional IPA analysis, the respondents’
opinions determine the importance and performance metrics.
In the 4D IPA analysis, government support refers to official
actions in evacuation shelters, such as supplying tents,
mattresses, restrooms, electricity, logistics, etc. The expert
advisory is utilized to determine its comparability with the
government’s actions and services and the level of importance
communicated by evacuees as respondents. As stated in the
table below, each attribute has four values, such as the value
for attribute C. (toilet). Experts placed a high value of 4.25 on

proper toilets in evacuation shelters. Respondents rated the
importance of toilets in evacuation shelters as 3.86. However,
support from the government is only 1.85; this score is equal
to the opinion of respondents, who gave a value of only 1.55
for toilet performance.

The Table 1 is the result of data collection from respondents
for the importance and performance level variables, the value
of government support for each attribute, and expert advisory.
Certain attributes reflect a poor value in yellow and red, while
others demonstrate that the service is good or excellent. Toilets,
clean water, and electricity are a few of the services provided
to evacuees with poor service. Services deemed average
include tents and air circulation or ventilation in tents and
evacuation camps. The provision of food for the evacuees was
deemed good, while the activities at the evacuation locations
were so diversified that they received excellent grades from
responders; this was consistent with the level of importance
and direction from disaster specialists.

Table 1. Analysis of 4D IPA

. Values Excellent

Code  Attributes S 0 A P Good

A Tent 2.73 | 3.86 425N 2.53 Average

B Mattress 2.88 355 3.87 353 Poor

o Toilet

D Food supply 2.89 Information

E Clean water S Support

F Electricity I Importance

G Ventilation 2.73  3.37 3.59 2.53 A Advisory

H Activity P Performance

The results of the conventional Importance Performance
Analysis (IPA) and the quadrant location for each attribute are
displayed in Table 2. Based on evacuees’ comments, two
attributes are included in quadrant 1, including the provision
of food supply, and activities in shelters. Tents, toilets, clean,
and water, are the attribute values that require improvement.
Compared to the gap analysis, Table 2’s results resemble
Figure 3, particularly for government support factors and
expert opinion (advisory).

The image in Figure 4 is the outcome of the Gap analysis.
In evacuation shelters, the most significant gap is in providing
essentials such as potable water, toilets, and power. This may
be closely related to the widespread use of smartphones as a
means of communication with close family, whether to ask for
help, give news, or communicate intensively with the closest
and most trusted people, in addition to other activities that can
only be performed on a smartphone device, such as accessing
social media, watching YouTube videos, and more. Electricity
is not available in all refugee tents, so the value given by
respondents is quite low for the service of providing electricity
to refugees.

Regarding the value of government support for each
attribute, it is challenging to increase it. For instance, the
BNPB standard for evacuation shelters has very large
dimensions but does not meet some basic needs for evacuees,
such as the need for lighting, sufficient ventilation, and
maximum user capacity, which directly impacts the evacuees’
comfort. A BNPB tent and other available emergency tents are
depicted in Figure 5.

Some parts of comfort are undoubtedly difficult to achieve,
particularly those relating to the privacy of evacuee groups
with distinct categories requiring unique management, such as

breastfeeding moms, the elderly, evacuees with restricted
access to clean water, etc. This discomfort can be alleviated if
each individual realizes that the situation is an emergency and
calls for the cooperation of fellow evacuees.

Table 2. IPA and quadrant result

Code Attributes X Y
A Tent 2.53 3.86
B Mattress / Bed 3.53 3.55
C Toilet 1.55 3.86
D Food supply 3.58 4.56
E Clean water 1.63 4.23
F Electricity 1.77 2.79
G Ventilation 2.53 3.37
H Activity 4.35 4.20

5.00
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= 425 ® ®
§ 4.00 C. .A
] 3.75
6 350 °
‘_3 3.25 N d 5
ars || eF
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2.50
1.00 1.50 2.00 2.50 3.00 3.50 4.00 4.50 5.00

Performance (X)

Figure 3. Result of IPA quadrant. Q1: Keep up the good
work. Q2: Concentrate here. Q3: Low priority. Q4: Possible
overkill
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Figure 4. Result of GAP analysis

Figure 5. Several sizes of refugee tents

Figure 6. Public kitchen for refugees (A) and personal
kitchen hy refugees (B)

Based on the 4D IPA analysis results presented in Table 1
and Figure 4, the evacuees’ food needs may be adequately met.
Nevertheless, some evacuees constructed private kitchens, as
depicted in figure 6B. Figure 6A is a photograph of the public
kitchen for refugees in the evacuation shelter [34]. There must
be a persuasive communication strategy for the government
further to improve services in refugee camps following
evacuees’ needs.

4.2 Trauma healing methods

The opinions of evacuees regarding the trauma-healing
method are outlined in Table 3. According to the red, yellow,
and green hues in the table, some procedures are appropriate
for particular age groups but not others. Similar to the
motivational or religious talks approach, this method is less
appealing to toddlers and children up to productive age, but it
is favoured by the working age group, as well as the retirement
and old age groups. Still referring to the opinions of evacuees’
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regarding the trauma-healing method at the shelter, learning
through singing was liked by all age groups, while learning
through arts and crafts, such as drawing and colouring, was
only accepted and liked by children up to the age of
adolescence.

Table 3. Trauma healing methods and respondent class ages

Trauma Healing Age Classes
Methods & 1 2 3 4 5 6 7
Activities

Talks

Motivational 450 @ 60.2
Religious

40.0 55.3
Story and fairy tales

78.5
72.6

With dolls
In group

With properties
Education

Singing 75.3
Drawing
Colouring

67.3
70.4

78.2

Toddlers

Children
Adolescents
Productive age
Worker with family
Retirement age

Old age

- Strongly disagree
[ ] Disagree
|:| Agree

- Strongly agree

~NOo o wWwN -

Based on the data in Table 3, the researchers determined that
evacuees of working age, unproductive age, and old age
required assistance, even motivational and religious talks.
Evacuees of working and productive age who could not access
jobs in an evacuation shelter, such as farming, animal
husbandry, and others, felt a crushing blow. Several of them
lost agricultural products owing to heated clouds and volcanic
ash, as well as livestock that perished from exposure to
volcanic materials. Moreover, evacuation shelters are not
conducive to activity, particularly for those of student age,
productive age, working age, and even retirement age and old
age. Diverse activities can give a fresh, pleasant environment
so that evacuees can continue to live and minimize their
feelings of grief caused by natural disasters.



In real life, families will gather in the same tent and they
will behave as if refugee tent is their temporary home.
Meanwhile, if we refer to Table 3 above, mental trauma
recovery activities are very ineffective. This is due to the
different ages of refugees need require different psychiatric
treatment. In this study, no correlation analysis was carried out
which should have revealed a close relationship between
shelter facilities and the mental health conditions of the
refugees. In future research, it would be more interesting if the
variables in the Importance Performance Analysis could be
used as parameters to measure the mental health of refugees
and not only measuring the comfort level of refugees in
shelters.

5. CONCLUSIONS

The disastrous Mount Semeru eruption has caused local
inhabitants to seek refuge in evacuation shelters. Even in an
emergency, several findings related to services provided in
refugee camps need to be improved. This study indicated that
the conditions of the tents, as well as the lack of toilets and
clean water, were deemed unsatisfactory by the evacuees. The
results of the Importance Performance Analysis identified
three service-improving features for Quadrant 2. This is
comparable to the findings of the 4D IPA study, which include
government support variables and the advisory of natural
disaster experts. Based on the results of the 4D IPA analysis,
it shows that some of the services provided are in accordance
with the standards provided by the government and in
accordance with the expectations of experts. So, it can be
concluded that refugees sometimes want better services,
unlike during emergencies.

Depending on the age category of each evacuee, various
trauma-healing methods have varying effects. In the
evacuation shelters, educational activities in the form of
singing activities were enjoyed by all age groups. At the same
time, the method using arts and crafts such as sketching,
drawing and coloring activities were enjoyed by toddlers and
children. Likewise, stories and fairy tales using dolls and other
props, such as books and visual media, were preferred by
adolescents, with scores above 90%. Whereas for retirement
age and old age, motivational talks and religious lectures are
quite popular and can minimize feelings of despair due to the
impact of natural disasters.

A comfortable environment and enjoyable activities are
crucial for allowing evacuees to minimize the sadness induced
by natural disasters. For evacuees of unproductive age,
working age, and old age, unexpected kinds of loss resulting
from volcanic eruptions, such as property, employment, and
the destruction of rice fields, fields, and cattle, are common
sources of sadness. Other scientific studies must be conducted
so that appropriate methods can be discovered to minimize
losses due to exposure to disasters, such as insurance for
livestock and paddy fields, insurance for workers in the
agricultural sector, and other activities that can increase
community capacity so that they are better able to survive
future disasters. Based on this research, it is known that the
level of effectiveness of trauma healing methods depends on
the different types of refugee groups. The government has
tried to provide the best support for refugee, but it is not good
enough to satisfy the very diverse desires of refugees. The
limitation of this research is that the number of respondents is
not diverse enough, with conditions in shelters that are not the
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same, which has the potential to produce different assessments
between one refugee camp and another shelters.

REFERENCES
[1] KABAR24. Jumlah Pengungsi Erupsi Semeru
Bertambah Jadi 2.489 Jiwa.

https://kabar24.bisnis.com/read/20221205/15/1605461/j
umlah-pengungsi-erupsi-semeru-bertambah-jadi-2489-
jiwa, accessed on Jan. 25, 2023.
https://magma.esdm.go.id/v1/edukasi/tipe-gunung-api-
di-indonesia-a-b-dan-c, accessed on Jan. 20, 2023.
https://www.goodtherapy.org/blog/common-therapy-
approaches-to-help-you-heal-from-trauma, accessed on
Feb. 18, 2023.

Qaraati, M. (2006). You Ask, You Answer. Jakarta:
Penerbit Al Huda (In Indonesia).

James, J. (2008). The Body Language. Jakarta Selatan:
PT Ufuk Publishing House.

Fahmi, A.B. (2010). Minutes For My Chiild, A Parent’s
Diary. Jakarta: PT Elex Media Komputindo. (In
Indonesia).

Talapessy, E.Y., Susanto, T., Susumaningrum, L.A.,
Septiyono, E.A. (2023). Family mobilization with
stunting case toward children under five years old in
Indonesia:  Literature review. Journal of Rural
Community ~ Nursing  Practice,  1(1):  68-78.
https://doi.org/10.58545/jrcnp.v1il.98

Riantiarno, N (2011). The Book of Theater — Questions
and Answers About Performing Arts. Jakarta: Gramedia
Widiasarana. (In Indonesia)

Hofmann, S.G., Asnaani, A., Vonk, 1.J., Sawyer, A.T.,
Fang, A. (2012). The efficacy of cognitive behavioral
therapy: A review of meta-analyses. Cognitive Therapy
and Research, 36: 427-440.
https://doi.org/10.1007/s10608-012-9476-1

Benardi, A.I., Sumarmi, Budijanto, Bachri, S., Rahman,
A.U., Wulandari, F. (2023). Disaster preparedness in
proximity of Merapi Volcano, Indonesia: Is there any
relationship in knowledge and attitude of senior high
school students? International Journal of Safety and
Security Engineering, 13(2): 245-254.
https://doi.org/10.18280/ijsse.130207

Kurniawan, E., Suharini, E., Dafip, M. (2021). How far
disaster management implemented toward flood
preparedness: A lesson learn from youth participation
assessment in Indonesia. International Journal of Safety
and  Security = Engineering, 11(2): 175-183.
https://doi.org/10.18280/ijsse.110206

Ismiyati, A., Lestari, F. (2020). Analysis on emergency
and disaster preparedness level of hospitality industry in
Palu and Gorontalo cities. International Journal of Safety
and  Security  Engineering, 10(5):  671-677.
https://doi.org/10.18280/ijsse.100512

Sim, T., Dominelli, L., Lau, J. (2017). A pathway to
initiate  bottom-up community-based disaster risk
reduction within a top-down system: The case of China.
International Journal of Safety and Security Engineering,
7(3): 283-293. https://doi.org/10.2495/SAFE-V7-N3-
283-293

Al Khalili, A.A. (2005). Developing Children's
Creativity. Jakarta Timur: Pustaka Al Kautsar. (In
Indonesia).

(2]
(3]

[4]
(5]
[6]

[7]

(8]

[l

[10]

[11]

[12]

[13]

[14]



[15]

[16]

[17]

[18]

[19]

[20]

[21]

[22]

[23]

[24]

Martilla, J.A., James, J.C. (1977). Importance-
performance analysis. Journal of Marketing, 41: 77-78.
http://doi.org/10.2307/1250495

Ennew, C.T., Reed, G.V., Binks, M.R. (1993),
Importance-performance analysis and the measurement
of service quality. European Journal of Marketing, 27(2):
59-70. https://doi.org/10.1108/03090569310026402
Lubis, S.N., Fauzia, L., Utami, D. (2020). CSI (Customer
Satisfaction Index) and IPA (Importance Performance
Analysis) of Mandheling Coffee in Medan. 0P
Conference Series: Earth and Environmental Science,

454(1): 012007. https://doi.org/10.1088/1755-
1315/454/1/012007
Silva, F.H., Fernandes, P.O. (2011). Importance-

performance analysis as a tool in evaluating higher
education service quality: The empirical results of
ESTiG (IPB). In the 17th International Business
Information Management Association Conference, pp.
306-315.

Abalo, J., Varela, J., Manzano, V. (2007). Importance
values for importance—Performance analysis: A formula
for spreading out values derived from preference
rankings. Journal of Business Research, 60(2): 115-121.
https://doi.org/10.1016/j.jbusres.2006.10.009

Cronin Jr, J.J., Taylor, S.A. (1992). Measuring service
quality: A reexamination and extension. Journal of
Marketing, 56(3): 55-68.
https://doi.org/10.1177/002224299205600304
Kitcharoen, K. (2004). The importance-performance
analysis of service quality in administrative departments
of private universities in Thailand. ABAC Journal, 24(3):
20-46.

Lin, S.P.,, Chan, Y.H., Tsai, M.C. (2009). A
transformation function corresponding to IPA and gap
analysis. Total Quality Management, 20(8): 829-846.
https://doi.org/10.1080/14783360903128272

Cilliers, E.J., Timmermans, W. (2014). The importance
of creative participatory planning in the public place-
making process. Environment and Planning B: Planning
and Design, 41(3): 413-429.
https://doi.org/10.1068/b39098

Matzler, K., Sauerwein, E., Heischmidt, K. (2003).
Importance-performance analysis revisited: The role of
the factor structure of customer satisfaction. The Service
Industries Journal, 23(2): 112-129.

1025

[25]

[26]

[27]

[28]

[29]

[30]

[31]

[32]

[33]

[34]

https://doi.org/10.1080/02642060412331300912

Wong, M.S., Hideki, N., George, P. (2011). The use of
importance-performance analysis (IPA) in evaluating
Japan's e-government services. Journal of Theoretical
and Applied Electronic Commerce Research, 6(2): 17-30.
https://doi.org/10.4067/S0718-18762011000200003
Wu, H.H., Shieh, J.I. (2010). Quantifying uncertainty in
applying importance-performance analysis. Quality &
Quantity, 44: 997-1003. http://doi.org/10.1007/s11135-
009-9245-8

Linda, S.L., To, W.M. (2010). Importance-performance
analysis for public management decision making: An
empirical study of China’s special administrative region.
Management Decision, 48(2): 277-295.
https://doi.org/10.1108/00251741011022626

Chalim, A.S. (2016). 3D IPEA model to improving the
service quality of boarding school. Asian Social Science,
12(7): 119-128. http://doi.org/10.5539/ass.v12n7p119
Chalim, A.S., Usman, F., Mulianah, B. (2022).
Effectiveness of learning activities in the pandemic and
post pandemic era. European Journal of Humanities and
Social Sciences, 2(2): 40-47.
https://doi.org/10.24018/ejsocial.2022.2.2.218

Usman, F., Murakami, K., Deguchi, C., Sari, I.C. (2019).
Information and communication technology in tsunami
disaster mitigation related to evacuation. Disaster
Advances, 12(3): 1-5.

Tai, C.A,, Lee, Y.L, Yau, J.T. (2014). A study of
evacuation behavior during earthquakes. International
Journal of Sustainable Development and Planning, 9(6):
874-884. https://doi.org/10.2495/SDP-V9-N6-874-884
Jebb, A.T., Ng, V., Tay, L. (2021). A review of key
Likert scale development advances: 1995-2019.
Frontiers in Psychology, 12: 637547.
https://doi.org/10.3389/fpsyq.2021.637547

Metrotv. (2023). Simak! Ini 3 Cara Trauma Healing Bagi
Anak Korban Bencana.
https://www.metrotvnews.com/play/KvJCBB60-simak-
ini-3-cara-trauma-healing-bagi-anak-korban-bencana,
accessed on Feb. 12, 2023.

Republika. Dapur Umum bagi Pengungusi Erupsi
Gunung Semeru
https://visual.republika.co.id/berita/r3nj7t314/dapur-
umum-bagi-pengungusi-erupsi-gunung-semeru,
accessed on Jan. 15, 2023.





