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ABSTRAK

Muhammad Arya Fahlevi, 2210411310028, 2026. Analisis Kualitas Pelayanan
Publik Dari Perspektif New Public Service Paradigm: Kasus Pelayanan Publik
Di Siring Menara Pandang Banjarmasin. Dibawah Bimbingan Nurul Azkar

Siring Menara Pandang merupakan ruang publik strategis di Kota Banjarmasin
yang berfungsi sebagai sarana rekreasi, interaksi sosial, dan pelepas penat (stress
relief). Namun, pengelolaannya masih menghadapi tantangan dalam menjaga
konsistensi kualitas pelayanan. Penelitian ini bertujuan untuk menganalisis persepsi
pengunjung terhadap kualitas pelayanan publik berdasarkan perspektif New Public
Service melalui dimensi Convenience, Security, Reliability, Personal Attention,
Fairness, dan Citizen Influence.

Penelitian ini menggunakan pendekatan kualitatif dengan desain kasus. Data
dikumpulkan melalui wawancara terstruktur berskala Likert kepada 100 informan
dengan teknik accidental sampling yang didasarkan pada prinsip data saturation,
serta didukung oleh observasi dan dokumentasi. Analisis data dilakukan secara
interpretatif untuk memahami makna di balik persepsi masyarakat terhadap kondisi
pelayanan yang ada.

Hasil penelitian menunjukkan bahwa secara umum kualitas pelayanan publik
berada pada kategori sedang. Dimensi Personal Attention menjadi satu-satunya yang
mencapai kategori tinggi karena mampu menyediakan ruang interaksi yang relatif
inklusif. Sementara itu, dimensi lainnya masih berada pada kategori sedang akibat
adanya berbagai kendala, seperti inkonsistensi jam operasional, keterbatasan
pengawasan CCTV, minimnya penanda aturan, serta belum optimalnya akses
pengaduan.

Selain itu, pengunjung usia muda dan perempuan cenderung memberikan
penilaian yang lebih kritis terhadap layanan. Pelayanan pada akhir pekan juga dinilai
lebih baik karena adanya pengawasan berbasis keramaian (informal surveillance).
Oleh karena itu, diperlukan perbaikan dalam disiplin operasional, optimalisasi
pengawasan, serta penyediaan informasi visual yang jelas sebagai upaya peningkatan
kualitas  pelayanan, terutama sebagai prasyarat sebelum pemerintah
mempertimbangkan kebijakan monetisasi layanan demi peningkatan Pendapatan
Asli Daerah (PAD).

Kata Kunci: kualitas pelayanan publik, new public service, Siring Menara

Pandang, stress relief, teori Carlson dan Schwarz..



ABSTRACT

Muhammad Arya Fahlevi, 2210411310028, 2026. Public Service Quality
Analysis From The Perspective Of New Public Service Paradigm: The Case Of
Public Service At Siring Menara Pandang Banjarmasin. Under The Guidance Of
Nurul Azkar

Siring Menara Pandang is a strategic public space in Banjarmasin City that
serves as a facility for recreation, social interaction, and stress relief. However, its
management still faces challenges in maintaining the consistency of service quality.
This study aims to analyze visitor perceptions of public service quality based on the
New Public Service perspective through the dimensions of Convenience, Security,
Reliability, Personal Attention, Fairness, and Citizen Influence.

This research employs a qualitative approach with a case design. Data was
collected through Likert-scale structured interviews with 100 informants using the
accidental sampling technique based on the principle of data saturation, supported
by observation and documentation. Data analysis was conducted interpretatively
to understand the meaning behind public perception of the existing service
conditions.

The results indicate that, in general, public service quality falls into the
moderate category. The Personal Attention dimension is the only one reaching the
high category due to its ability to provide a relatively inclusive interaction space.
Meanwhile, other dimensions remain in the moderate category due to various
constraints, such as inconsistencies in operational hours, limited CCTV
surveillance, lack of rule signage, and suboptimal complaint access.

Furthermore, younger and female visitors tend to give more critical
assessments of the services. Weekend services are also rated better due to crowd-
based surveillance (informal surveillance). Therefore, improvements in operational
discipline, surveillance optimization, and the provision of clear visual information
are needed to enhance service quality, especially as a prerequisite before the
government considers service monetization policies to increase Regional Original
Revenue (PAD).

Keywords: Carlson and Schwarz theory, new public service, public service quality,
Siring Menara Pandang, stress relief.
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