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ABSTRAK

Desi Ramayani, 1910411220029. 2023 : “Kualitas Pelayanan Pembuatan Surat
Izin  Mengemudi Kendaraan Bermotor (SIM C) Baru Pada Satuan
Penyelenggara Administrasi SIM (Satpas) Satuan Lalu Lintas Kepolisian Resor
Barito Kuala”. Dibawah bimbingan Widyakanti.

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan pembuatan
Surat 1zin Mengemudi Kendaraan Bermotor (SIM C) baru pada Satpas Satuan
Lalu Lintas Kepolisian Resor Barito Kuala dan untuk mengetahui faktor
pendukung dan penghambat terselenggaranya pelayanan pembuatan Surat Izin
Mengemudi Kendaraan Bermotor (SIM C) baru pada Satpas Satuan Lalu Lintas
Kepolisian Resor Barito Kuala.

Penelitian ini dilakukan dengan menggunakan pendekatan kualitatif
dengan tipe penelitian deskriptif. Sumber data yang digunakan yaitu data primer
dan data sekunder berupa buku-buku, dokumen, artikel, peraturan, foto, dan
internet. Teknik pengumpulan data dengan wawancara, observasi dan
dokumentasi. Teknik analisis data menggunakan teknik yang dirumuskan oleh
Miles dan Huberman (dalam Afrizal, 2017).

Hasil penelitian menunjukkan bahwa kualitas pelayanan pembuatan Surat
Izin Mengemudi Kendaraan Bermotor (SIM C) baru pada Satpas Satuan Lalu
Lintas Kepolisian Resor Barito Kuala yang dinilai berdasarkan 5 (lima) dimensi
kualitas pelayanan publik menurut Zeithaml et al. (1990), yaitu tangible,
reliability, responsiviness, assurance, dan empathy dapat dikatakan cukup baik
namun belum optimal. Hal ini dikarenakan dilihat dari indikator tangible,
reliability, dan empathy sudah baik, sedangkan indikator responsiviness dan
assurance masih kurang baik karena masih ada keluhan dari pemohon yang
menyatakan adanya kesalahan dalam penerbitan, terdapat oknum calo serta masih
adanya petugas yang diskriminatif dalam melayani pemohon. Tersedianya sarana
dan prasarana yang memadai merupakan faktor pendukung dalam kualitas
pelayanan ini. Sedangkan kurangnya jumlah Sumber Daya Manusia serta adanya
gangguan jaringan internet yang membuat kegiatan entry data menjadi terhambat
menjadi faktor penghambat dalam kualitas pelayanan pembuatan Surat Izin
Mengemudi Kendaraan Bermotor (SIM C) baru pada Satpas Satuan Lalu Lintas
Kepolisian Resor Barito Kuala.

Kata kunci : Kualitas, Pelayanan, SIM C.



ABSTRACT

Desi Ramayani, 1910411220029. 2023 : “Quality of Service for Making a New
Motorized Vehicle Driving License (SIM C) at the Barito Kuala Resort Police
Traffic Unit Satpas”. Under the guidance of Widyakanti.

This study aims to determine the quality of service for making a new
motorized vehicle driving permit (SIM C) at the Barito Kuala Police Traffic Unit
Satpas and to find out the supporting and inhibiting factors in implementation of
the service for making a new motorized vehicle driving permit (SIM C) at the
Barito Kuala Police Traffic Unit Satpas.

This research was conducted using a qualitative approach with a
descriptive research type. The data sources used are primary data and secondary
data in the form of books, documents, articles, regulations, photos, and the
internet. Data collection techniques with interviews, observation and
documentation. Data analysis techniques use techniques formulated by Miles and
Huberman (in Afrizal, 2017).

The results showed that the service quality for making a new motorized
vehicle driving permit (SIM C) at the Barito Kuala Police Traffic Unit Satpas was
assessed based on 5 (five) dimensions of public service quality according to
Zeithaml et al. (1990), namely tangible, reliability, responsiviness, assurance, and
empathy can be said to be quite good but not optimal. This in because the
indicators of tangible, reliability and empathy are quite good, while the indicators
of responsivines and assurance are still not good because there are still
complaints from applicants stating that there were errors in the issuance, there
are unscrupulous brokers and there were still officers who were discriminatory in
serving the applicants. The availability of adequate facilities and infrastructure is
a supporting factor in the quality of this service. Meanwhile, the lack of human
resources and the presence of internet network disruptions that hampered data
entry activities were the inhibiting factors in the quality of service for making a
new motorized vehicle driving permit (SIM C) at the Barito Kuala Police Traffic
Unit Satpas.

Keywords : Quality, Service, SIM C.
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