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ABSTRAK

Eny Pebrianti, 2120419320027. 2023. Tesis. Kualitas Pelayanan Publik Bi-
dang Administrasi Kependudukan Pada Kantpr Desa Penyombaan Kecama-
tan Arut Utara Kabupaten Kotawaringin Barat. Dibawah Bimbingan Drs
Setia Budhi, M.Si., P.hD.

Penelitian ini bertujuan untuk menganalisis bagaimana pengaruh Kualitas
Pelayanan Publik Bidang Administrasi Kependudukan Pada Kantor Desa
Penyombaan Kecamatan Arut Utara Kabupaten Kotawaringin Barat serta
menganalisis faktor-faktor penghambat Kualitas Pelayanan Publik Bidang Admin-
istrasi Kependudukan Pada Kantor Desa Penyombaan Kecamatan Arut Utara Ka-
bupaten Kotawaringin Barat.

Metode Penelitian menggunakan pendekatan kualitatif dengan tipe
penelitian deskriptif kualitatif. Menggunakan informan penelitian. Teknik
Pengumpulan data yaitu Wawancara, Observasi, dan Dokumentasi. Teknik Ana-
lisis Data meliputi Reduksi Data, Penyajian Data, dan Penarikan Kesimpulan.

Hasil penelitian menunjukkan Kualitas Pelayanan Publik Bidang Admin-
istrasi Kependudukan Pada Kantor Desa Penyombaan Kecamatan Arut Utara Ka-
bupaten Kotawaringin Barat dinilai cukup baik meskipun ada beberapa keku-
rangan yang harus menjadi perhatian pemerintah desa setempat. Hal ini dapat
diukur dengan teori menurut Zeithaml Parasurman-Berry (1990), dalam Pasolong
(2017: 155) yaitu: Tanggibles (berwujud), Reliability (kehandalan), Responssive-
ness (daya tanggap), Assurance (jaminan), Empathy (empati). Serta faktor peng-
hambat Kualitas Pelayanan Publik Bidang Administrasi Kependudukan Pada Kan-
tor Desa Penyombaan Kecamatan Arut Utara Kabupaten Kotawaringin Barat ter-
dapat beberapa permasalahan yang nampak terlihat yaitu : Kurangnya Kelengka-
pan Berkas, Terbatasnya Jam Pelayanan dan Petugas yang Jarang Di Tempat.

Kesimpulannya adalah Dalam Meningkatkan Kualitas Pelayanan Publik
Bidang Administrasi Kependudukan Pada Kantor Desa Penyombaan Kecamatan
Arut Utara Kabupaten Kotawaringin Barat dapat disimpulkan bahwa pelayanan
publik di Kantor Desa Penyombaan Kecamatan Arut Utara Kabupaten Kotawar-
ingin Barat pada umumnya sudah berjalan cukup baik. Walaupun demikian aspek-
aspek yang menujukkan kepercyaan cukup tinggi, hal ini disebabkan pelayanan
public pada kantor desa dapat dil-akukan secara non formal dan pelayanan juga
dapat dilakukan diluar jam kerja. Prinsip pelayanan pubik telah dilaksanakan
dengan baik dan diengaruhi faktor sosial budaya masyarakat desa, temuan
penelitian ini menjadi sangat penting terutama jika melihat aspek administrasi pe-
layanan secara terbuka.

Kata Kunci: Pelayanan Publik, Kualitas Pelayanan, Desa Penyombaan



ABSTRACT

Eny Pebrianti, 2120419320027. 2023. Thesis. Quality of Public Services in the
Field of Population Administration at the Kanpr of Penyombaan Village, North
Arut District, West Kotawaringin Regency. Under the guidance of Drs Setia
Budhi, M.Si., P.hD.

This research aims to analyze how the influence of Public Service Quality
in the Population Administration Sector at the Penyombaan Village Office, North
Arut Subdistrict, West Kotawaringin Regency and analyze the inhibiting factors of
Public Service Quality in the Population Administration Sector at the Penyom-
baan Village Office, North Arut Subdistrict, West Kotawaringin Regency.

The research method uses a qualitative approach with descriptive qualita-
tive research type. Using research informants. Data collection techniques are in-
terviews, observations, and documentation. Data analysis techniques include data
reduction, data presentation, and conclusion drawing.

The results showed that the quality of public services in the field of popu-
lation administration at the Penyombaan Village Office, North Arut District, West
Kotawaringin Regency, was considered quite good even though there were sever-
al shortcomings that should be of concern to the local village government. This
can be measured by the theory according to Zeithaml Parasurman-Berry (1990),
in Pasolong (2017: 155), namely: Tanggibles (tangible), Reliability (reliability),
Responsive-ness (responsiveness), Assurance (guarantee), Empathy (empathy). As
well as factors inhibiting the Quality of Public Services in the Population Admin-
istration Sector at the Penyombaan Village Office, North Arut District, West Ko-
tawaringin Regency, there are several problems that can be seen, namely: Lack of
Completeness of Files, Limited Service Hours and Officers who are rarely in
place.

The conclusion is that in improving the quality of public services in the
field of population administration at the Penyombaan Village Office, North Arut
Subdistrict, West Kotawaringin Regency, it can be concluded that public services
at the Penyombaan Village Office, North Arut Subdistrict, West Kotawaringin Re-
gency have generally been running quite well.However, aspects that indicate trust
are quite high, this is because public services at the village office can be done
non-formally and services can also be done outside working hours. The principle
of public service has been implemented well and is also influenced by the socio-
cultural factors of the village community, the findings of this study become very
important, especially when looking at the aspect of open service administration.

Keywords: Public Service, Quality of Service, Penyombaan Village
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