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ABSTRAK

Ayu Nadia, 1910411220053, 2023. “Kualitas Pelayanan Administrasi Terpadu
Kecamatan (PATEN) di Kantor Kecamatan Daha Selatan Kabupaten Hulu
Sungai Selatan”, Dibawah BimbinganWidyakanti.

Kantor Kecamatan Daha Selatan merupakan salah satu kantor pemerintahan
yang aktivitasnya memberikan pelayanan publik kepada masyarakat dengan
kebijakan PATEN. Masalah terkait dibagian pelayanan PATEN di Kantor
Kecamatan Daha Selatan yaitu mengenai ketepatan waktu dalam penyelasaian
pelayanan yang dibutuhkan masyarakat masih ada yang tidak tepat waktu.
Berdasarkan hal tersebut, penelitian ini bertujuan untuk mengetahui: (1) Kualitas
Pelayanan Administrasi Terpadu Kecamatan (PATEN) di Kantor Kecamatan Daha
Selatan Kabupaten Hulu Sungai Selatan, dan (2) Faktor-faktor penghambat pada
kualitas Pelayanan Administrasi Terpadu Kecamatan (PATEN) di Kantor
Kecamatan Daha Selatan Kabupaten Hulu Sungai Selatan.

Metode penelitian yang digunakan adalah kualitatif dengan tipe deskriptif.
Sumber data yang digunakan adalah data primer dan data sekunder. Teknik
pengumpulan data melalui wawancara, observasi dan dokumentasi. Teknik analisis
data menggunakan model interaktif Miles, Huberman, dan Saldana meliputi
kondensasi data, penyajian data, dan penarikan kesimpulan.

Hasil penelitian menunjukkan bahwa Kualitas Pelayanan Adminstrasi
Terpadu Kecamatan (PATEN) di Kecamatan Daha Selatan Kabupaten Hulu Sungai
Selatan sudah berjalan dengan cukup maksimal. Pada dimensi responsiveness (daya
tanggap), assurance (jaminan), dan emphty (empati) yang meliputi sikap pegawai
yang ramah, cepat tanggap, maupun jaminan biaya pelayanan sudah berjalan
dengan maksimal. Sedangkan pada dimensi tangible (bukti fisik) dan reliability
(kehandalan) masih kurang maksimal dikarenakan kurangnya sarana dan prasarana
serta ketepatan waktu yang belum berjalan sesuai dengan SOP. Faktor-faktor
penghambat dalam Pelayanan Administrasi Terpadu Kecamatan (PATEN) di
Kantor Kecamatan Daha Selatan Selatan Kabupaten Hulu Sungai Selatan meliputi:
(1) ketidaktepatan waktu dalam pelayanan, (2) sarana dan prasarana yang kurang
memadai, dan (3) ketidaktelitian pegawai dalam mengetik surat.

Saran yang dapat diberikan untuk meningkatkan Kualitas Pelayanan
Adminstrasi Terpadu Kecamatan (PATEN) di Kecamatan Daha Selatan Kabupaten
Hulu Sungai Selatan diantaranya: (1) Kantor Kecamatan Daha Selatan harus
memaksimalkan atau memperbaiki sarana dan prasarana serta penambahan ruang
bermain anak-anak dan ruang laktasi untuk ibu menyusui, (2) Kantor Kecamatan
Daha Selatan harus memberikan arahan kembali terkait ketelitian pengetikan
kepada pegawai.

Kata Kunci: Kualitas, Pelayanan, Pelayanan Adminstrasi Terpadu
Kecamatan (PATEN)



ABSTRACT

Ayu Nadia, 1910411220053, 2023. “Quality of District Integrated Administration
Services (PATEN) in the South Daha District Office, Hulu Sungai Selatan
Regency”, Under the Guidance of Widyakanti.

Daha Selatan District Office is one of the government offices whose
activities provide public services to the community with a PATEN policy. Problems
related to the PATEN service section at the Daha Selatan District Office, namely
regarding the timeliness in completing the services needed by the community, are
still not on time. Based on this, this study aims to determine: (1) Quality of District
Integrated Administration Service (PATEN) in Daha Selatan District Office, Hulu
Sungai Selatan Regency, and (2) Inhibiting factors on the quality of District
Integrated Administration Service (PATEN) in Office Daha Selatan District, Hulu
Sungai Selatan District.

The research method used is qualitative with descriptive type. Sources of
data used are primary data and secondary data. Data collection techniques through
interviews, observation and documentation. Data analysis techniques used the
interactive model Miles, Huberman, and Saldana including data condensation,
data presentation, and drawing conclusions.

The results showed that the Quality of District Integrated Administrative
Services (PATEN) in Daha Selatan District, Hulu Sungai Selatan Regency had been
running quite optimally. On the dimensions of responsiveness, assurance, and
empathy, which include the attitude of employees who are friendly, responsive, and
guaranteed service fees, they have run optimally. Meanwhile, the dimensions of
tangible (physical evidence) and reliability (reliability) are still not optimal due to
the lack of facilities and infrastructure as well as timeliness which have not been
carried out in accordance with the SOP. The inhibiting factors in the District
Integrated Administration Service (PATEN) at the South Daha South District Office
of Hulu Sungai Selatan Regency include: (1) punctuality in service, (2) inadequate
facilities and infrastructure, and (3) employee inaccuracies in typing letter.

Suggestions that can be given to improve the Quality of District Integrated
Administrative Services (PATEN) in Daha Selatan District, Hulu Sungai Selatan
Regency include: (1) The Daha Selatan District Office must maximize or improve
facilities and infrastructure as well as add children's playrooms and lactation
rooms for mothers breastfeeding, (2) the South Daha District Office must provide
direction regarding the accuracy of typing to employees.

Keywords: Quality, Service, District Integrated Administrative Services (PATEN)
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