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ABSTRACT 
 
Lalu Wahyu Sagita. NIM. 222041930021. Thesis. Bureaucratic Reform in Public Service at the 

Land Office of Kotabaru Regency, South Kalimantan Province. Under the guidance of Prof. Dr. 

H. Budi Suryadi, M. Si. 

 

Keywords: Bureaucratic Reform, Public Service Quality. 

 

Maladministration that occurred within the Ministry of Agrarian and Spatial 

Planning/National Land Agency of the Kotabaru Regency Land Office which had a macro impact 

resulted in a lack of public trust in the agency. For this reason, the Regency Land Office continues to 

strive to make systematic improvements both in terms of services which include facilities and 

infrastructure as well as human resources (HR) so that public trust in the agency can be rebuilt. 

This research method uses a qualitative research method with a descriptive approach using 

three data collection techniques, namely interviews, observations, and documentation. To find out 

the Implementation of Bureaucratic Reform in Public Service at the Kotabaru Regency Land Office, 

which was then analyzed using the Theory of Zeithaml, Parasuraman, and Berry (2013) where there 

are five indicators to measure the improvement of the quality of public services in the Kotabaru 

Regency Land Office and using the Sedarmayanti Theory Approach (2009) on Excellent Service, the 

author concludes the findings in the implementation of bureaucratic reform, where the Kotabaru 

Regency Land Office carries out bureaucratic reforms, one of which is in the field of Defense 

innovation. 

Launching the TOUCH TANAHKU application which makes it easier for the public to access 

information about land in the palm of their hands, coupled with the presence of the weekend service 

innovation "PELATARAN" which is also very helpful and facilitates all community affairs in 

accessing services related to land, it is all a manifestation and commitment of the Kotabaru Regency 

Land Office to carry out bureaucratic reform to improve the quality of service to the community. 

Regarding the assessment given by the Ombudsman of the Republic of Indonesia to the 

Kotabaru Regency Land Office in the 2021-2023 time bracket, the Kotabaru Regency Land Office 

continues to strive to make improvements to improve the Public Service Compliance Value Standards 

so that in the following year it can achieve the A predicate, as an Office with a satisfactory Public 

Service Category, both in terms of facilities and infrastructure as well as human resources (HR) with 

a spirit of service,  Professional, and Trusted. 
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ABSTRAK 

Lalu Wahyu Sagita. NIM. 222041930021. Tesis. Reformasi Birokrasi dalam 

Pelayanan Publik pada Kantor Pertanahan Kabupaten Kotabaru Provinsi 

Kalimantan Selatan dibawah Bimbingan Prof. Dr. H. Budi Suryadi, M. Si. 

Maladministrasi yang terjadi dilingkungan Kementerian Agraria dan Tata 

Ruang/Badan Pertanahan Nasional Kantor Pertanahan Kabupaten Kotabaru yang 

berdampak secara makro mengakibatkan kurangnya kepercayaan masyarakat 

terhadap instansi tersebut, untuk itu Kantor  Pertanahan Kabupaten  terus berupaya 

melakukan perbaikan secara sistematis baik dalam segi pelayanan yang mencakup 

sarana dan prasarana maupun sumber daya manusia (SDM) agar kepercayaan 

masyarakat terhadap instansi tersebut dapat dibangun kembali. 

Metode penelitian ini menggunakan metode penelitian kualitatif dengan 

pendekatan deskriptif menggunakan tiga teknik pengumpulan data yaitu wawancara, 

observasi dan dokumentasi. Untuk mengetahui Pelaksanaan Reformasi Birokrasi 

dalam Pelayanan Publik pada Kantor Pertanahan Kabupaten Kotabaru, yang 

kemudian dianalisis dengan menggunakan Teori Zeithaml, Parasuraman dan Berry 

(2013) dimana ada lima indikator untuk mengukur peningkatan kualitas pelayanan 

publik yang ada dikantor Pertanahan Kabupaten Kotabaru serta menggunakan 

Pendekatan Teori Sedarmayanti (2009) tentang Pelayanan Prima, penulis 

menyimpulkan hasil temuan dalam pelaksanaan reformasi birokrasi, dimana Kantor 

Pertanahan Kabupaten Kotabaru melakukan reformasi birokrasi salah satunya di 

bidang inovasi  Pertahanan. 

 Dengan meluncurkan aplikasi SENTUH TANAHKU yang memudahkan bagi 

masyarakat dalam mengakses informasi seputar pertanahan hanya dalam genggaman 

saja ditambah dengan hadirnya Inovasi pelayanan akhir pekan”PELATARAN” yang 

juga sangat membantu dan memudahkan segala urusan masyarakat dalam mengakses 

layanan seputar pertanahan, itu semua wujud dan komitmen dari Kantor Pertanahan 

Kabupaten Kotabaru dalam upaya melakukan reformasi birokrasi untuk memperbaiki 

kualitas pelayanan kepada masyarakat. 

 Terkait dengan penilaian yang diberikan oleh Ombudsman RI kepada Kantor 

Pertanahan Kabupaten Kotabaru dalam kurung waktu 2021-2023, Kantor Pertanahan 

Kabupaten Kotabaru terus berusaha melakukan perbaikan guna meningkatkan 

Standar Nilai Kepatuhan Pelayanan Publik agar ditahun berikutnya dapat meraih 

predikat A, Sebagai Kantor dengan Kategori Pelayanan Publik yang memuaskan, 

baik dalam segi sarana dan prasarana serta sumber daya manusia (SDM) yang berjiwa 

Melayani, Professional, dan  Terpercaya. 

Kata Kunci : Reformasi Birokrasi, Kualitas Pelayanan Publik. 



iii 

ABSTRACT 

Lalu Wahyu Sagita. NIM. 222041930021. Thesis. Bureaucratic Reform in Public 

Service at the Land Office of Kotabaru Regency, South Kalimantan Province 

under the guidance of Prof. Dr. H. Budi Suryadi, M. Si. 

Maladministration that occurred within the Ministry of Agrarian and Spatial 

Planning/National Land Agency of the Kotabaru Regency Land Office which had a 

macro impact resulted in a lack of public trust in the agency, for this reason the 

Regency Land Office continues to strive to make systematic improvements both in 

terms of services which include facilities and infrastructure as well as human 

resources (HR) so that public trust in the agency can be rebuilt. 

This research method uses a qualitative research method with a descriptive 

approach using three data collection techniques, namely interviews, observations and 

documentation. To find out the Implementation of Bureaucratic Reform in Public 

Service at the Kotabaru Regency Land Office, which was then analyzed using the 

Theory of Zeithaml, Parasuraman and Berry (2013) where there are five indicators to 

measure the improvement of the quality of public services in the Kotabaru Regency 

Land Office and using the Sedarmayanti Theory Approach (2009) on Excellent 

Service, the author concludes the findings in the implementation of bureaucratic 

reform, where the Kotabaru Regency Land Office carries out bureaucratic reforms, 

one of which is in the field of Defense innovation. 

By launching the TOUCH TANAHKU application which makes it easier for the 

public to access information about land in the palm of their hands, coupled with the 

presence of the weekend service innovation "PELATARAN" which is also very helpful 

and facilitates all community affairs in accessing services related to land, it is all a 

manifestation and commitment of the Kotabaru Regency Land Office in an effort to 

carry out bureaucratic reform to improve the quality of service to the community. 

Regarding the assessment given by the Ombudsman of the Republic of 

Indonesia to the Kotabaru Regency Land Office in the 2021-2023 time bracket, the 

Kotabaru Regency Land Office continues to strive to make improvements to improve 

the Public Service Compliance Value Standards so that in the following year it can 

achieve the A predicate, as an Office with a satisfactory Public Service Category, 

both in terms of facilities and infrastructure as well as human resources (HR) with a 

spirit of service,  Professional, and Trusted. 

Keywords: Bureaucratic Reform, Public Service Quality. 
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