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ABSTRAK 

Sahrul Nur Iksan, 2110411310006, 2025. Kualitas Pelayanan Pembuatan 

Kartu Antar Kerja (Ak 1) Di Dinas Koperasi, Usaha Mikro Dan Tenaga 

Kerja Kota Banjarmasin, Dibawah Bimbingan Avela Dewi S.Sos, M.Si 

Pelayanan Kartu Antar Kerja (AK-1) merupakan salah satu layanan publik yang 

diselenggarakan oleh Dinas Koperasi, Usaha Mikro, dan Tenaga Kerja Kota 

Banjarmasin dalam rangka mendata pencari kerja dan memfasilitasi akses informasi 

ketenagakerjaan. Pelayanan ini kini dilakukan secara digital melalui aplikasi 

SIAPkerja yang terintegrasi dengan sistem Kementerian Ketenagakerjaan Republik 

Indonesia. Penelitian ini bertujuan untuk menganalisis kualitas pelayanan 

pembuatan Kartu Antar Kerja (AK-1) serta mengidentifikasi faktor penghambat 

dalam pelaksanaannya di Dinas Koperasi, Usaha Mikro, dan Tenaga Kerja Kota 

Banjarmasin. 

Penelitian ini menggunakan pendekatan kualitatif deskriptif, dengan teknik 

pengumpulan data melalui wawancara, observasi, dan dokumentasi. Informan 

penelitian meliputi petugas pelayanan dan masyarakat pemohon Kartu AK-1. 

Analisis data dilakukan dengan menggunakan teori Zeithaml, Parasuraman, dan 

Berry, yang meliputi tiga indikator utama kualitas pelayanan, yaitu kehandalan 

(reliability), daya tanggap (responsiveness), dan bukti fisik (tangibles). 

Hasil penelitian menunjukkan bahwa kualitas pelayanan pembuatan Kartu Antar 

Kerja (AK-1) di Dinas Koperasi, Usaha Mikro, dan Tenaga Kerja Kota Banjarmasin 

tergolong baik. Petugas memberikan pelayanan dengan ramah, cepat, dan sesuai 

prosedur. Fasilitas fisik seperti ruang tunggu, papan informasi, serta sarana 

pengaduan tersedia dengan baik. Selain itu, penggunaan aplikasi SIAPkerja dinilai 

membantu efisiensi pelayanan. Namun demikian, terdapat beberapa hambatan, 

seperti gangguan sistem aplikasi dari pusat dan kurangnya pemahaman sebagian 

masyarakat terhadap penggunaan layanan digital, yang menyebabkan petugas harus 

memberikan pendampingan langsung selama proses pembuatan kartu. 

Secara keseluruhan, pelayanan pembuatan Kartu Antar Kerja (AK-1) di Kota 

Banjarmasin telah memenuhi prinsip pelayanan publik yang cepat, transparan, dan 

profesional. Dinas diharapkan terus meningkatkan sosialisasi dan literasi digital 

kepada masyarakat, memperkuat koordinasi dengan pusat, serta memastikan 

stabilitas sistem aplikasi agar pelayanan dapat berjalan lebih optimal dan 

berkelanjutan. 

Kata Kunci: Kualitas Pelayanan, Kartu Antar Kerja (AK-1), SIAPkerja, Dinas 

Koperasi Usaha Mikro dan Tenaga Kerja, Banjarmasin 
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ABSTRACT 

Sahrul Nur Iksan, 2110411310006, 2025. Quality of Inter-Employment Card 

Making Services (Ak 1) at the Cooperatives, Micro Enterprises and Manpower 

Office of Banjarmasin City, Dibawah Bimbingan Avela Dewi S.Sos, M.Si 

The Employment Exchange Card (AK-1) service is one of the main public services 

organized by the Office of Cooperatives, Micro Enterprises, and Manpower of 

Banjarmasin City to register job seekers and facilitate access to employment 

information. This service has been digitized through the SIAPkerja application, 

which is integrated with the system of the Ministry of Manpower of the Republic of 

Indonesia. The digital transformation aims to accelerate administrative processes, 

increase transparency, and make it easier for the public to access services without 

visiting the office directly. This study aims to analyze the quality of the Employment 

Exchange Card (AK-1) service and identify the inhibiting factors in its 

implementation at the Office of Cooperatives, Micro Enterprises, and Manpower 

of Banjarmasin City. 

This research uses a qualitative descriptive approach with data collection 

techniques consisting of interviews, observations, and documentation. The 

informants include service officers and the applicants for the AK-1 card. Data 

analysis is based on the theory of Zeithaml, Parasuraman, and Berry (in Aulia, 

2018), which includes three main indicators of service quality: reliability, 

responsiveness, and tangibles. 

The results show that the quality of the Employment Exchange Card (AK-1) service 

at the Office of Cooperatives, Micro Enterprises, and Manpower of Banjarmasin 

City is classified as good. Officers provide friendly, fast, and procedure-compliant 

services. Physical facilities such as waiting rooms, information boards, and 

suggestion boxes are well-provided. Furthermore, the use of the SIAPkerja 

application improves service efficiency. However, there are still some obstacles, 

including system disruptions from the central application and the limited digital 

literacy of some citizens, which requires officers to provide direct assistance during 

the service process. 

Overall, the AK-1 service in Banjarmasin City has fulfilled the principles of public 

service that are fast, transparent, and professional. The agency is expected to 

continue improving public digital literacy, strengthening coordination with the 

central government, and ensuring system stability so that the service can operate 

more optimally and sustainably. 

Keywords: Service Quality, Employment Exchange Card (AK-1), SIAPkerja, 

Department of Cooperatives, Micro Enterprises, and Manpower, Banjarmasin 
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