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Abstract – Government properties, such as immigration offices, are critical 

public-facing institutions that shape citizens’ and non-citizens’ perceptions 

of state efficiency, accessibility, and legitimacy. Unlike other public 

facilities, immigration offices serve as key gateways for mobility, legal 

identity, and inclusion, making their quality, functionality, and accessibility 

particularly urgent in the context of increasing global migration and 

administrative demand. This study aims to evaluate the quality of public 

services at the Class I Immigration Office in Bandung City by focusing on 

user perceptions and experiences. Previous assessments have primarily 

focused on physical and administrative aspects, often overlooking the user 

experience, which is crucial for evaluating service quality holistically. This 

research adopts a qualitative method using a grounded theory approach and 

content analysis of 122 Google Review entries. Data analysis is conducted in 

four stages: decontextualization, recontextualization, categorization, and 

compilation, applying open coding techniques. The findings reveal patterns 

in user perceptions regarding comfort, accessibility, service efficiency, and 

the quality of human resources. This study contributes to the development of 

public properties that are more participatory, inclusive, and user-oriented. 

Moreover, it demonstrates the potential of utilizing user-generated content 

(UGC) as a digital data source to support adaptive and sustainable public 

facility management policies. The results underline the importance of 

incorporating digital feedback mechanisms in public service evaluations to 

better align with citizen expectations in the digital era. 

Keywords: content analysis, government property, user experience, user-

generated content. 

I. INTRODUCTION  

Public property is an integral part of the state’s service infrastructure, representing the state’s 

presence in ’people’s daily lives (Dorfman, 2024; Viljoen, 2024). One form of public property is the 

immigration office, which is owned by the government. It functions not only as an administrative unit 

but also as the institutional face that facilitates direct interactions between citizens and the government. 

In this context, the quality of government property is not only determined by the completeness of 

facilities or technical compliance with development standards, but also by how users experience the 

space and services provided (Cohen et al., 2023; A. Li, 2021). Therefore, the development and 

management of government properties cannot be separated from an approach that considers user 

perceptions and needs as part of sustainable public service quality (Manganelli et al., 2022; van Dyk & 

Kip, 2024). 

mailto:24023305@mahasiswa.itb.ac.id


User Experience Analysis of Government Property  

 - 94 - 

In Indonesia, evaluations of public properties such as government-owned buildings and facilities 

have traditionally emphasized administrative, procedural, and physical dimensions, including spatial 

efficiency, compliance with construction standards, service capacity, and adherence to service 

procedures. This administrative and physical orientation is evident in studies on regional asset 

management, for example, in Tangerang, where land value assessments consider factors such as area, 

road width, and proximity to the central business district, but overlook qualitative aspects of public 

service (Puspitarini & Devianto, 2021). Field-based evaluations also reveal recurring issues with service 

quality. Wou and Rumbiak (2021) documented problems at the Kelurahan Saramom Office in Biak 

Numfor, including a lack of transparency, delayed processing times, and inadequate informational 

signage. Gamal (2018) identified shortcomings in timeliness, accuracy, supporting facilities, comfort, 

and waiting amenities at the Pasangkayu Subdistrict Office, while Yani and Syahyuri (2024) found 

deficiencies in tangibles, responsiveness, and empathy at the Sukatani Subdistrict Office. 

In the context of immigration offices, which represent one form of public property that functions 

not only as an administrative unit but also as an institutional face facilitating direct interactions between 

citizens and the state, service quality studies in Denpasar and Bandar Lampung highlight challenges 

related to responsiveness, communication, reliability, and empathy (Saraswati & Dwiwismayanti, 2024; 

Tawai et al., 2024). These findings suggest that existing property evaluations rarely incorporate user 

perspectives as a central data source and often overlook the user experience dimension, which is a crucial 

indicator for holistically assessing the success of public service facilities (Zhang et al., 2023). When 

users’ perceptions and needs are excluded from evaluation and development processes, the risk of a 

mismatch between spatial design and public expectations increases (Huang et al., 2022; S. Li et al., 

2024), potentially undermining the social function of government offices as spaces that are welcoming, 

responsive, and accountable to citizens (von Terzi et al., 2021). Despite the breadth of prior studies, 

none have combined user-generated content data with user-centered design approaches in evaluating 

public service properties, revealing a significant research gap in the development of participatory and 

data-driven models for improving government facility management (Nasrabadi et al., 2024). 

Building on this gap, the increasing digital participation of the public offers a promising 

opportunity to incorporate user-generated content (UGC) as an alternative and complementary data 

source for evaluating public facilities (S. Li et al., 2024). Online published user reviews, such as 

comments or ratings of service experiences, can capture authentic, spontaneous, and diverse perceptions 

of the public as direct users (Ghalejough et al., 2024). Unlike structured surveys, which are limited by 

instrument design and time frame, UGC evolves organically and in real-time, reflecting the dynamics 

of user experience in a particular time and space (Wu & Li, 2025). In the field of property development, 

UGC-based approaches open up opportunities to understand user needs in a more inclusive and 

participatory manner, making them relevant for assessing service-oriented government-owned 

properties (Shan et al., 2023). 

The UCG method, which includes online reviews, social media posts, and location-tagged photos, 

has emerged as a promising data source for evaluating public services and facilities. Studies across 

various sectors, including healthcare, education, and urban services, have demonstrated that UGC 

provides real-time, user-centered insights that surpass traditional administrative or survey data. Its 

strengths lie in its spontaneity, broad reach, and ability to reflect nuanced public sentiments in natural 

language (Ruelens, 2022). For example, sentiment analysis of UGC has been effectively used to measure 

satisfaction with national healthcare systems and identify service gaps not captured in formal evaluations 

(Ruelens, 2022).  

While these strengths highlight the potential of UGC, researchers have also identified several 

limitations that need to be addressed before it can be widely adopted in public service evaluation. UGC 

can suffer from representation bias because contributors are often self-selected and may not represent 

the broader population. Issues of data quality, misinformation, and ethical considerations, particularly 

concerning unsolicited opinions, pose further challenges to integrating UGC into policy and decision-

making (Wąsowicz-Zaborek, 2023; Drakopoulou, 2011). Moreover, the effectiveness of UGC is highly 

context-dependent, requiring strong digital literacy and equitable access to online platforms, which can 

vary significantly across different regions. Although international literature highlights both the promise 

and the pitfalls of UGC, its application in evaluating government-owned public service facilities, such 

as immigration offices, civil registry buildings, and licensing centers in Indonesia, remains limited. Most 

local research and government evaluations still rely on conventional metrics, often overlooking the lived 
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experiences and perspectives shared through digital platforms. Addressing this gap requires innovative 

approaches that can capture and integrate user perspectives into public property management. 

In response to this need, the present research proposes a user-perception-based public property 

evaluation approach through the UGC-driven User-Centered Design for Public Property Services model. 

The model is designed to integrate public review data, thereby enhancing the assessment and 

development process of government service facilities. In addition to serving as an evaluation tool, it 

provides a reflective framework that can be used to redesign facilities to make them more responsive to 

community needs. This approach expands the scope of user-centered design practices from the private 

sector to the public property domain. It encourages the transformation of government property 

management towards a more participatory and evidence-based approach. This research aims to explore 

public perceptions of the Bandung City Class 1 Immigration Officean analysis of user-generated content. 

This research aims to explore public perceptions of the Bandung City Class 1 Immigration Office by 

analyzing user-generated content (UGC) sourced from online platforms. By doing so, it seeks to 

understand how users experience, critique, and emotionally respond to public service delivery in one of 

’ ’Indonesia’s key government facilities. 

To guide this investigation, the study is structured around the following research questions: 

1. RQ1: What are the dominant themes and sentiments expressed in user-generated content 

related to the Bandung City Class 1 Immigration Office? 

2. RQ2: How do users evaluate their service experiences in terms of accessibility, 

responsiveness, comfort, and efficiency? 

3. RQ3: In what ways can insights from UGC complement or challenge traditional evaluation 

methods for government properties in Indonesia? 

The main focuses are: (1) identifying dominant themes in user reviews related to facilities and 

services, (2) developing a topic structure that represents the overall user experience, and (3) mapping 

the relationship between topics through conceptual visualization as the basis for a perception-based 

evaluation model. 

II. METHODOLOGY  

This research employs a qualitative approach, focusing onience and satisfaction with public 

property at the Bandung City Class 1 Immigration Office. It is located at Jalan Surapati No. 82, a central 

area of Bandung City that serves as a hub for mixed administrative, educational, and residential 

functions. The office serves 200 to 400 users daily and holds a significant regional administrative role. 

However, the high foot traffic puts pressure on the surrounding infrastructure, including limited parking 

(less than 15 cars), inadequate sidewalks, and a lack of outdoor waiting areas, which affects the comfort 

of users and local residents. 

This study utilized user reviews sourced from Google Maps, focusing on the Bandung City 

Class 1 Immigration Office. To ensure the data reflected recent user experiences, we activated Google 

Maps’ “newest” sorting feature to collect reviews posted between 2022 and 2025. The initial dataset 

was further filtered using keyword-based selection to extract only those reviews directly relevant to the 

research topic. Keywords included terms such as balita (toddlers), lansia (elderly), service, and alur 

(process flow), chosen to target user perspectives on accessibility, service delivery, and procedural 

clarity. Reviews containing substantive written content in Indonesia or a foreign language were 

included, while purely star-based reviews, off-topic comments, and duplicates were excluded. This 

process yielded a focused dataset of user-generated content, suitable for qualitative analysis. 

The final dataset consisted of 122 user reviews selected from Google Maps entries about the 

Bandung City Class 1 Immigration Office. This number was determined based on a practical balance 

between data manageability and thematic saturation, where no significantly new insights were emerging 

from additional reviews. The reviews were selected through a purposive random sampling approach: 

while Google’s filtering tool surfaced relevant reviews using keywords such as balita, lansia, service, 

and alur, a random selection process was applied to avoid bias toward overly positive or negative entries. 

Only reviews with substantive written content in Bahasa Indonesia were included. 
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The evaluation was conducted inductively through field data collection and analysis of user 

reviews on Google Review, totaling 3,487 entries. These reviews reflect ”users’ digital participation in 

assessing public services, in line with the concept of ecologies of participation (Dourish & Bell, 2011). 

The analysis method used is grounded theory with content analysis techniques, which includes the 

process of decontextualization to compilation (Bengtsson, 2016). The analysis was conducted through 

open coding to organize and classify data into meaningful categories and themes (Rossman & Rallis, 

1998; Reger & Kincaid, 2021). 

A. Open Coding in Content Analysis 

The collected reviews were analyzed using thematic analysis, following the six-phase method proposed 

by Braun and Clarke (2006). The data were read and re-read to ensure familiarity, after which initial 

codes were manually generated by identifying recurring ideas, concerns, or emotional tones. These 

initial codes were then grouped into broader themes related to user experience dimensions, such as 

accessibility, clarity of procedures, waiting time, and staff responsiveness. Themes were iteratively 

refined and cross-checked to ensure they accurately reflected the content and intent of the user reviews. 

The analysis employed an open coding approach, a qualitative method in which categories emerge 

directly from the data without relying on a predetermined code list (Glaser, 1992).  

In this study, open coding was applied to identify issues in users’ experiences with the Bandung City 

Class I Immigration Office. Previous This method ensures that the coding process remains grounded in 

the actual data, enabling the findings to reflect participants’ real experiences rather than researchers’ 

assumptions. Previous studies (Osman et al., 2018; Marhefka et al., 2018; Alonso-Dos-Santos et al., 

2020; Lin et al., 2007) support the view that user satisfaction is shaped by individual experiences and 

psychological responses toward a service, which can influence continued use. Therefore, by adopting 

open coding, this study sought to capture the nuances of user feedback in a way that authentically 

represents their perspectives and identifies areas for service improvement. In practice, the open coding 

approach in this study was conducted in three stages: 

1. Meaning Segment: This stage involves dissecting qualitative data, such as field observations, 

spatial documentation, and digital user reviews (e.g., from Google Maps), into smaller units of 

meaning. The coding process in this research was conducted manually, using a line-by-line 

approach and narrative fragments. For example, the statement ““it is difficult to find a parking 

space, especially during break times”” was coded as parking difficulty, peak times, and visitor 

density. Emerging codes, such as disabled-friendly access, confusing service flow, and a lack of 

a comfortable waiting area, were identified based on actions and perceptions to capture deeper 

meaning. 

2. Code’: Each unit of meaning segment was analyzed inductively and coded to represent 

users’ perceptions, complaints, or direct experiences with public facilities. The codes were 

then grouped based on semantic or functional similarities, serving as an initial basis for 

establishing relationships between issues at this stage. Thus, open coding is the first step in 

systematically unraveling the complexity of user experience, with a human-centered design 

approach in mind. 

3. Categorization: The categorization stage involves analyzing the identified codes to identify 

similarities and group them into categories based on shared characteristics (Corbin & Strauss, 

2007; Strauss & Corbin, 1990, 1998). In this analysis, the dimensions of each code can be 

considered, especially those that represent the position of a characteristic on a continuum or 

range. Category names may differ from the original codes to reflect a more comprehensive range 

of meanings. If necessary, subcategories can also be developed from a particular set of codes 

and linked conceptually to the parent category. 

B. Visualization of data frequency 

The categorization results from the open coding process were further analyzed for frequency and 

visualized using a word cloud in this study. Word clouds are visual representations of the frequency of 

occurrence of keywords, where the prominence of each word is emphasized through variations in font 

size, color, and thickness based on its frequency and relevance (Feinberg, 2010; Kuo et al., 2007; Burch 
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et al., 2013). This technique facilitates a quick and intuitive identification of dominant themes and 

patterns within the textual data. As demonstrated by Heimerl et al. (2014), word clouds can serve as an 

effective tool for text analysis when supported by additional contextual information and interactive 

features. 

In this research, word clouds were generated through the Topic Analysis feature in the JMP 

application as a complementary visual analysis to content analysis and open coding. This visualization 

technique was particularly useful for identifying central themes, dominant perceptions, and key issues 

voiced by users in the reviews of the Bandung City Class I Immigration Office. Three distinct word 

clouds were produced, each representing a different dimension of user experience, ranging from 

infrastructure issues to service quality and inclusiveness. By distinguishing the most frequently 

occurring words and observing their interrelationships, the visualization confirmed and enriched the 

findings from the prior coding process, while also allowing the identification of shifts in user focus. 

C. Topic Analysis 

Topic analysis can be understood as a form of compilation in context analysis (Fig. 1). It begins 

by selecting a concept to study and focuses on examining the relationships between concepts. In this 

approach, each concept is not seen as inherently meaningful; rather, its meaning is formed through 

relationships with other concepts (Bengtsson, 2016). Other concepts were discovered during the process 

of open coding and visualizing the data frequency.  

Content analysis, open coding, data visualization, and topic analysis methods are widely used in 

property research, particularly to measure user satisfaction and environmental impact. In this study, 

these methods were combined to form a comprehensive approach for analyzing user experiences of 

government-owned facilities. The integration of these methods enabled the systematic identification of 

service quality themes, infrastructure conditions, and user satisfaction levels, which were then 

synthesized into a proposed model for the development of space and service programs. Fig. 1 illustrates 

the research framework applied in the case study of the Bandung City Class 1 Immigration Office. 

 

 

Fig. 1. Research Framework 
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III. RESULTS AND DISCUSSION 

A. Open Coding in Content Analysis 

The coding process creates an inventory of data to gain deep and comprehensive insights into the 

data (Miles et al., 2019). In the user experience analysis of the Bandung City Class 1 Immigration Office, 

coding was carried out on 122 reviews found on Google. Reviews are taken randomly, but still pay 

attention to the vulnerable time, namely, 2022-2025. Furthermore, open coding is used to identify the 

categories of perceptions visitors have about the immigration office’s facilities and services. An example 

of open coding done on Google reviews is as follows: 

““The office is on the edge of the highway, the parking lot is not too large... maybe it is better 

to use public transportation or park outside the office. For the officers here are very friendly and 

informative so as to facilitate service. The service is also fast and does not take long.. hopefully 

services like this can be maintained”” 

The quote above illustrates the user perceptions of facilities and services at the Immigration Office 

Class I in Bandung City. The meaning segments contained in the quote are ““parking is not wide””, 

“roadside location”, "friendly and informative officers", "fast and efficient service", and "hope that 

quality is maintained". Findings of meaning or key phrases from the review are analyzed in more depth 

through coding. Each coded segment reflects users’ perceptions, complaints, or experiences of public 

facilities. The codes were then grouped into categories to identify similarities in meaning or function as 

a basis for establishing relationships between issues. Table 1 presents the results of the content analysis, 

conducted through open coding. 

Table 1. Results of Content Analysis through Open Coding 

Code Frequency Category Frequency 

Disabled parking facilities available 1 Special facilities for persons with disabilities 1 

Cafeteria facilities available 8 Food facilities 8 

Administrative support facilities available 5 

Supporting facilities 7 Availability of smoking area 1 

ATM facilities 1 

Well-maintained toilet facilities 3 Sanitation facilities 3 

Adequate facilities 15 Facility quality 15 

Fast service 31 

Service quality 45 Excellent service 11 

Service convenience 3 

Staff competence 7 
Human resource quality 23 

Staff friendliness 16 

Strategic location on the main road 4 Public service office location 4 

Inadequate children's play area 1 Issues with children's play facilities 1 

Poorly maintained cafeteria facilities 1 Issues with food facilities 1 

Poor cleanliness in the waiting area 2 Issues with waiting room facilities 2 

Limited parking space 40 Issues with parking facilities 40 

Poor service quality 4 
Issues with service quality 7 

Unclear administrative instructions 3 

Incompetent staff 1 
Issues with human resource quality 5 

Unfriendly staff 4 

Vehicle congestion around the location 7 Issues with public service office location 7 

Priority service 44 Service priority 44 

Availability of mother and child room 5 
Mother- and child-friendly 28 

Children's play facilities 23 

Priority for public transportation use 4 Public transportation facilities 4 

Inadequate toilet facilities 12 Issues with sanitation facilities 12 

Total  257 Total   257 

 

1) Most Frequent Review Categories 

The open coding process applied to 122 Google Review entries generated a total of 257 codes, 

which were subsequently classified into 27 distinct code types and grouped into 19 categories. Among 

the identified codes, the most dominant were “priority service” (n = 44) and “limited parking space” (n 

= 40). The prominence of the “priority service” code indicates the presence of expedited access for 
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vulnerable groups, particularly children. However, the issue of limited parking facilities reflects 

discomfort associated with the spatial infrastructure of the Immigration Office in Bandung City. This 

illustrates a mismatch between available parking capacity and the volume of visitors, resulting in 

inconvenience and making it a common point of complaint. A user review that illustrates both codes 

reads: 

“Queueing is relatively fast, and there is a special line for toddlers which is very helpful for 

parents. Staff are friendly and responsive throughout the process. Service is only available via the M-

Paspor app, so please come prepared with the required documents. The only drawback is the limited 

parking area, so we had to park along the roadside.” 

However, the most frequent codes do not always correspond to the most dominant category 

overall. In this analysis, the leading category was “service quality,” comprising three key codes: “service 

speed,” “excellent service,” and “service convenience.” These findings indicate that services at the Class 

I Immigration Office in Bandung City are generally perceived as satisfactory by users. This reflects the 

office’s efforts to meet or exceed public expectations by providing efficient and customer-oriented 

services. 

2) Least Frequent Review Categories 

The analysis of the Google Review dataset through open coding also revealed several codes with 

the lowest frequencies: “accessible parking for persons with disabilities,” “inadequate children’s play 

area,” and “poorly maintained cafeteria facilities,” each appearing only once. These findings suggest 

that such issues were not perceived as significant concerns by most users. The low frequency may also 

indicate that the majority of visitors did not encounter direct barriers related to these aspects during their 

visit. The following are review excerpts that exemplify each respective code: 

“I truly appreciate the fast and friendly service, even though the space is limited. They even 

provide special parking for vehicles of persons with disabilities.” 

“The service is now excellent, with friendly and agile staff at the entrance. Everything was done 

in one visit. Please consider improving the cafeteria, especially the seating.” 

“The service at the Bandung Immigration Office (Suci PHH Mustofa) is very satisfying! The 

process is fast and orderly. I brought a toddler and was given priority. PS: perhaps the playground 

could be slightly enlarged. Thank you for the friendly and efficient service!” 

 

These low-frequency codes were categorized into: “children’s play facility issues,” “food service 

facility issues,” and “facilities for persons with disabilities.” Although these categories were not 

dominant, they highlight specific needs that remain partially unmet, especially for subgroups such as 

children, individuals with disabilities, and visitors requiring food and resting spaces. Therefore, despite 

their limited occurrence, these findings remain relevant for service managers, as they highlight the 

importance of developing more inclusive and user-friendly public facilities. 

B. Data frequency visualization  

To provide a comprehensive understanding of user feedback, three distinct word clouds were 

generated using the JMP Text Explorer feature as a form of data frequency visualization (see Figure 2). 

Word clouds visually represent the frequency of terms in the dataset, where the size and prominence of 

each word indicate its relative frequency of occurrence. Each word cloud was produced based on a 

different analytical focus. The first word cloud, derived from the Meaning Segment, emphasizes 

frequently used terms that capture the underlying sentiment and thematic meaning of user reviews. The 

second word cloud, generated through Code, highlights terms that correspond to manually assigned 

coding categories, enabling the identification of key issues and recurring topics. The third word cloud, 

based on Category, clusters terms to reveal broader patterns related to service quality, infrastructure, 

and user experience. This multi-layered approach enables clearer differentiation of dominant themes 

across meaning segments, coding structures, and categorical groupings, thereby enriching the 

interpretation of user perceptions. 
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Fig. 2. JMPWord Cloud Analysis Results Using the JMP Application 

 

1) Word Cloud 1: General Perception of Facilities and Environment 

The word cloud visualization highlights dominant terms such as "parking", "service", "area", 

"friendly", "toddlers", "staff", "fast", and "priority", reflecting key aspects of user concerns and 

experiences. The prominence of the word "parking" suggests that parking availability is a major topic 

among users, often linked to space limitations. Words such as "friendly", "good", and "fast" indicate 

positive evaluations of service quality and staff performance, while "priority", "elderly", and "children's 

playground" point to the importance of facilities and services for vulnerable groups. Terms like "toilet", 

"facilities", "spacious", and "canteen" show attention to physical amenities that support comfort during 

visits. 

Negative impressions are reflected through words such as "difficult", "queue", "dirty", and 

"traffic", which highlight challenges in accessibility, cleanliness, and convenience. On the other hand, 

positive terms such as "clean", "comfortable", and "good" illustrate user satisfaction in certain service 

or facility aspects. Overall, the word cloud presents a mixed narrative of appreciation for staff 

friendliness and service speed, alongside constructive criticism of infrastructure capacity and supporting 

amenities. 

2) Word Cloud 2: Focus on Service and Officer Responsiveness 

The second word cloud highlights the terms "service", "facilities", "priority", "parking", 

"insufficient", and "staff" as dominant, reflecting both positive recognition and critical feedback from 

users. The prominence of "service" and "staff" underscores that direct interaction between users and 

officers is a key determinant of perceived service quality. Positive elements such as "priority" and 

"children's play" indicate appreciation for facilities and services dedicated to specific user groups, while 

"speed" reflects satisfaction with service efficiency.  

On the other hand, terms like "insufficient" and "inadequate" point to user concerns about the 

adequacy of facilities, particularly parking, which remains a recurring issue. Supporting terms such as 

"adequate", "available", and "cafeteria" suggest that users also evaluate the completeness of 

supplementary amenities. Overall, this word cloud reinforces the notion that an ideal public service 

environment integrates professional and responsive service delivery with sufficient and well-maintained 

supporting facilities. 
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3) Word Cloud 3: Themes Critical to Quality and Problems 

The third word cloud highlights dominant terms such as "service", "quality", "facility", "issues", 

and "priority", reflecting the dual nature of user feedback that includes both appreciation and criticism. 

The co-occurrence of "quality" and "issues" suggests that reviews are evaluative, with users 

acknowledging strengths while also pointing out areas for improvement. The presence of terms like 

"friendly" and "human resources" suggests the perceived importance of courteous interactions and the 

staff's competence in delivering effective services.  

Additionally, words such as "mother", "child", and "public" emphasize the need for inclusive 

facilities that cater to diverse user groups, including families and the general public. The recurring 

mention of "parking" reinforces infrastructure as a recurring point of concern. Overall, this word cloud 

portrays user perspectives that go beyond surface-level satisfaction, encompassing institutional 

effectiveness, staff performance, and the adequacy of public facilities. 

The three-word cloud visualizations show consistency in themes among users' perceptions of 

services. The word "service" emerges as the most dominant and generally has a positive connotation. 

However, issues related to parking and the condition of physical facilities reflect recurring infrastructure 

problems. On the other hand, appreciation of priority lanes, friendliness of officers, and speed of service 

are major strengths in public service delivery. Some minor issues, such as the availability of 

breastfeeding facilities, children's rooms, and cleanliness, still require attention to create more inclusive 

services. Overall, this word cloud supports the findings of the previous open coding analysis and 

reinforces the importance of policy formulation that is responsive to service user perceptions. 

C. Topic Analysis 

Data frequency visualization was the tool used in the topic analysis. Topic analysis was 

determined through the JMP application. This analysis is used to extract the main themes from a set of 

reviews that have been processed through open coding into meaning segments, codes, and categories. 

The analysis results from the JMP application, based on the content analysis through open coding for 

the Bandung City Immigration Office, are as shown in Fig. 3. 

 

 

Fig. 3. Topic Analysis Results Using JMP Application 

A topic modeling analysis of 122 Google Review user reviews of the Bandung City Class 1 

Immigration Office resulted in ten main topics that represent public perceptions of service quality and 

facility conditions. Each topic is formed from keywords with high loading, which indicates the 

significance of their contribution to the theme structure. The first topic focuses on family-friendly 

services, particularly for mothers and children. The second topic focuses on office location and facilities, 

while the third topic describes attention to people with disabilities. The fourth and fifth topics address 

infrastructure issues, including transportation, parking, and facility limitations. Meanwhile, the sixth to 

eighth topics relate to the quality of waiting rooms, priority services, and staff competence. The ninth 

and tenth topics address supporting facilities, including sanitation, food, and the need for children's play 

spaces. 
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These results show that public perceptions of public services are influenced by a combination of 

personal and structural factors. Personal aspects include the attitude and competence of officers, 

especially towards vulnerable groups such as mothers and children and people with disabilities. 

Meanwhile, structural aspects include the physical condition of facilities, accessibility, and feasibility 

of supporting facilities. These findings are consistent with user-generated content-based studies that 

emphasize that inclusive and participatory public services can shape positive public perceptions (Shan 

et al., 2023). However, unlike Shan et al. (2023), who found that physical facilities often dominate user 

evaluations, this study highlights that institutional image and governance principles have a more 

significant role in shaping trust and satisfaction. This indicates a contextual difference, as public 

perceptions in Indonesia are strongly tied to institutional credibility and governance practices. Research 

by Amir et al. (2023) further emphasizes that the presence of good governance, particularly principles 

like accountability and transparency, is essential for restoring public trust (Theetol et al., 2017). 

Amir et al. (2023) argue that the management variables of public services or offices, particularly 

the tangible dimensions such as physical facilities, personnel, and communication, do not significantly 

influence the implementation of good governance. This contrasts with some previous studies that 

highlight the direct impact of physical facilities on public satisfaction, suggesting that in the Indonesian 

context, the quality of public services is more closely linked to procedural fairness and complaint 

resolution rather than the mere availability of infrastructure. Public service quality is often evaluated 

using six dimensions: reliability, responsiveness, assurance, empathy, tangibles, and complaint handling 

(Amir et al., 2023). The findings show that among these dimensions, the highest quality is reported in 

complaint, suggestion, and feedback handling, while the lowest is in the empathy dimension. Similarly, 

public satisfaction is highest in complaint handling and lowest in reliability (Istiqomah, 2017). 

In line with the disconfirmation theory (Oliver, 1980), expectations have a direct influence on 

satisfaction. Kaosiri et al. (2017) emphasize that strong ties in user-generated content (UGC) on social 

media shape user expectations, which are closely related to factors enhancing user comfort in public 

spaces, such as friendliness, service quality, and security. These aspects, often based on opinions rather 

than facts, help explain the characteristics of property spaces. Despite positive feedback on certain 

services, recurring complaints in user reviews highlight gaps that require improvement. In the 

Indonesian context, UGC reflects the voice of users who demand accountability and transparency, 

revealing service gaps that go beyond physical facilities. To gain a deeper understanding of these issues, 

ten identified topics have been mapped and categorized into key user-related themes, as illustrated in 

Fig. 4. 

 

 

Fig. 4. Results of Mapping Property User Analysis Topics by Category 
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Topic mapping from user-generated content (UGC) analysis shows that service aspects are 

closely correlated with users' perceived convenience and priorities (Lee & Kang, 2022). This theme 

dominated reviews, emphasizing the importance of human resource quality in shaping positive public 

service experiences (Gonçalves et al., 2023). In addition, the issue of limited parking facilities emerged 

as one of the most dominant topics. Its presence as a separate topic in the topic modeling results indicates 

the urgency and weight of this issue in users' perceptions (Yuan et al., 2021). This finding supports the 

UGC approach that allows people to convey their experiences directly and intermediary-free on digital 

platforms (Cheng et al., 2023). Therefore, improving parking facilities should be a priority concern for 

local governments to respond to public aspirations based on participatory data. 

In addition to service and parking aspects, many user complaints are also directed at the condition 

of supporting facilities such as sanitation and canteens. Despite their importance in supporting the 

comfort of public service users, the quality and maintenance of these facilities often do not meet 

expectations (Wang et al., 2022). Complaints in UGC-based reviews suggest that users' perceptions are 

not only determined by the availability of facilities, but also by the convenience in daily use (Yuan et 

al., 2021). This reinforces the finding that the quality of physical facilities is an integral part of the 

overall public service experience and consistently emerges as an important issue that needs to be 

addressed in various topics (Lee & Kang, 2022). 

D. Policy Recommendations 

Based on an analysis of Google R, this study recommends five strategic policy directions to improve 

service quality at the Bandung City Class 1 Immigration Office. First, optimization of parking 

infrastructure and transportation access needs to be done to reduce congestion and improve accessibility. 

Second, routine maintenance of supporting facilities such as toilets, canteens, and waiting rooms should 

be strengthened to maintain the comfort and image of the institution. Third, increasing the capacity of 

human resources through periodic training and performance evaluation based on public feedback is an 

important step to maintain professionalism and consistency of services. 

Furthermore, it is important for agencies to ensure inclusive and technology-based public 

services. Facilities should be designed with a universal design approach to be friendly to people with 

disabilities, mothers and children, and other vulnerable groups. On the other hand, the effective 

utilization of information technology, such as digital queuing systems, service applications, and online 

review monitoring, needs to be thoroughly integrated to enhance service efficiency, transparency, and 

responsiveness. This strategy not only addresses user complaints directly, but also builds an adaptive 

and participatory public service model based on community perceptions. 

IV. CONCLUSION 

Content analysis of 122 Google reviews of the Bandung City Class I Immigration Office using 

open coding revealed key themes and sentiments in user perceptions of public services and facilities. 

The user-generated content (UGC) approach proved effective in capturing the interplay between public 

perception, service quality, and the physical characteristics of government properties. The analysis 

identified 257 codes grouped into 19 thematic clusters, with service quality aspects such as priority 

service, staff friendliness, and efficiency receiving the most positive feedback. These findings indicate 

strong public appreciation for the human facing elements of service delivery, especially for vulnerable 

groups such as children. On the other hand, the most frequent complaint concerned limited parking 

capacity, highlighting a mismatch between infrastructure and visitor volume. This shows the importance 

of space planning in ensuring comfort, even when service quality is high. Less frequent but notable 

concerns included the availability of facilities for people with disabilities, children’s play areas, and 

canteens, all of which are important for inclusiveness. These issues point to the distinct needs of specific 

user groups that should be addressed through equitable and inclusive facility planning. 

Beyond answering the first two research questions, the findings also demonstrate how UGC can 

complement traditional evaluation methods for government properties in Indonesia. Unlike conventional 

assessments that tend to focus on operational performance metrics and compliance with service 

standards, UGC analysis captures lived experiences, nuanced sentiments, and specific user needs that 

may be overlooked in formal evaluations. This highlights the potential of integrating UGC into the 

evaluation process to enrich the evidence base, identify service gaps more holistically, and guide 

participatory improvements in facility planning and management. 
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Nevertheless, this study has several limitations. It did not incorporate the perspectives of internal 

office staff regarding the spatial programming and layout of the office, despite employee comfort being 

an important dimension in public office design. It also overlooked the perspectives of the surrounding 

community, despite daily operations often leading to traffic congestion that impacts the local 

environment. Furthermore, technical aspects such as the suitability of room capacity relative to visitor 

volumes and the ratio of parking space to vehicle traffic were not analyzed. Future studies should 

therefore adopt a more holistic approach by integrating internal, external, and technical perspectives to 

ensure a more comprehensive and actionable evaluation of public service facilities. 
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