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ABSTRAK 

Husama Riyadhi, 1910413310016, 2023, Penerapan Good Governance 

Dalam Pengelolaan Pelayanan Publik Kota Banjarbaru Melalui Mal Pelayanan 

Publik. Di bawah bimbingan Farah Qubayla. 

 

 
Kepuasan masyarakat adalah faktor utama dalam pencapaian target 

pelayanan publik yang baik. Oleh karena itu, berbagai program telah diluncurkan 

oleh instansi, terutama di bidang pelayanan publik seperti diluncurkannya Mal 

Pelayanan Publik Kota Banjabaru yang dinaungi oleh Dinas Penanaman Modal dan 

Pelayanan Terpadu Satu Pintu. Disisi lain Masih banyak terdapat kekurangan dalam 

penyediaan pelayanan publik di Indonesia. 

Beberapa permasalahan yang dihadapi antara lain banyaknya instansi yang 

memberikan layanan yang tidak sesuai standar operasional prosedur, masih adanya 

petugas yang tidak dapat memberikan pelayanan secara maksimal karena memiliki 

tumpeng tindih pekerjaan, ketidakmampuan petugas untuk memberikan layanan 

secara baik dan sopan, serta masih ada penyedia layanan yang belum menggunakan 

sarana prasarana yang layak dan sesuai dengan kebutuhan konsumen. Oleh karena 

itu perlu adanya penerapan prinsip-prinsip good governance. Penelitian ini 

menggunakan tipe deskriptif kualitatif yang berguna untuk membuat deskripsi dan 

gambaran secara sistematis dan factual. Penelitian ini bertujuan untuk Untuk 

mengetahui penerapan good governance dalam pengelolaan pelayanan publik Kota 

Banjarbaru melalui Mal Pelayanan Publik. 

Penelitian ini menggunakan teori prinsip-prinsip good governance dari 

Kamaruddin Sellang, Jamaluddin dan Ahmad Mustanir Hasil penelitian peneliti 

dapat menarik kesimpulan bahwa telah dilaksanakannya dengan baik prinsip- 

prinsip good governance dalam pengelolaan mal pelayanan publik Kota Banjarbaru 

Namun prinsip supremasi hukum, visi strategis, efekif dan efesiensi dipandang 

perlu dioptimalkan lagi dalam pelaks/anaannya seperti perihal prosedur dan 

penegakan hukum yang dapat dipakai sebagai acuan di mal pelayanan publik kota 

Banjarbaru dan adanya bimbingan teknis kepada seluruh kepegawaian yang di 

naungi oleh mal pelayanan publik Kota Banjarbaru serta perihal jam pelayanan mal 

pelayanan publik kota banjarbaru itu sendiri. Disisi lain perlu diapresiasinya 

kepedulian mal pelayanan publik kota Banjarbaru dalam mengayomi instansi 

partical yang saat ini tergabung berjumlah 20 instansi yang dinaungi serta 

pelayanan kepada masyarakat selaku penerima jasa layanan tersebut. 
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ABSTRACT 

 

Husama Riyadhi, 1910413310016, 2023, Implementation of Good 

Governance in the Management of Banjarbaru City Public Services through the 

Public Service Mall. Under the guidance of Farah Qubayla. 

 

 
Public satisfaction is the main factor in achieving good public service 

targets. Therefore, various programs have been launched by agencies, especially in 

the field of public services such as the launch of the Banjabaru City Public Service 

Mall which is hosted by the One-Stop Investment and Integrated Service Office. 

On the other hand, there are still many shortcomings in the provision of public 

services in Indonesia. 

Some of the problems faced include the number of agencies that provide 

services that are not in accordance with standard operating procedures, there are 

still officers who cannot provide maximum service because they have overlapping 

jobs, the inability of officers to provide services in a kind and polite manner, and 

there are still service providers who have not used proper infrastructure and in 

accordance with consumer needs. Therefore, it is necessary to apply the principles 

of good governance. This research uses a descriptive qualitative type that is useful 

for making descriptions and images systematically and factually. This research aims 

to determine the application of good governance in the management of Banjarbaru 

City public services through the Public Service Mall. 

This study uses the theory of the principles of good governance from 

Kamaruddin Sellang, Jamaluddin and Ahmad Mustanir The results of the 

researcher's research can draw conclusions that the principles of good governance 

have been implemented well in the management of the Banjarbaru City public 

service mall, but the principles of the rule of law, strategic vision, effectiveness and 

efficiency are deemed necessary to be optimized again in their implementation such 

as procedures and law enforcement that can be used as a reference in the Banjarbaru 

city public service mall and technical guidance to all staff members who are 

sheltered by the Banjarbaru City public service mall and regarding the service hours 

of the Banjarbaru city public service mall itself. On the other hand, it is necessary 

to appreciate the concern of the Banjarbaru City Public Service Mall in protecting 

the partical agencies that are currently incorporated in the amount of 20 agencies 

and services to the community as recipients of these se 
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