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ABSTRAK 

Hafidz Labib Luthfi, 2010413110004, “Kualitas Pelayanan Publik 

di Dinas Sosial Kabupaten Kotawarigin Barat dalam Sistem Layanan dan 

Rujukan Terpadu (SLRT) Pasca Pandemi Covid-19”. Dibawah bimbingan 

Farah Qubayla. 

Penelitian ini dilakukan bertujuan untuk mengetahui kualitas 

pelayanan publik dalam memberikan layanan kepada masyarakat. Tujuan 

penelitian ini ada mengetahui kualitas pelayanan publik Dinas Sosial 

kabupaten Kotawaringin Barat dalam Sistem Layanan dan Rujukan Terpadu 

(SLRT) pasca pandemi covid-19. 

Metode penelitian yang digunakan dalam penelitian ini adalah 

kualitatif dengan tipe penelitian deskriptif yang menghimpun data melalui 

Teknik observasi, wawancara dan dokumentasi serta Teknik data yang 

meliputi reduksi data, penyajian data dan penarikan kesimpulan. 

Hasil Penelitian ini menunjukan dampak yang dirasakan pasca 

pandemi covid-19 terhadap kualitas pelayanan publik kepada masyarakat 

dalam Sistem Layanan dan Rujukan Terpadu (SLRT) yang dilaksanakan oleh 

Dinas Sosial Kabupaten Kotawaringin Barat bahwasanya masih terdapat 

beberapa kekurangan hingga kualitas pelayanan publiknya belum bisa 

dikatakan baik. Untuk mengetahui kualitas pelayanan publik Dinas Sosial 

Kabupaten kotawaringin Barat dalam Sistem Layanan dan Rujukan Terpadu 

(SLRT) maka digunakan 5 (lima) indikator yaitu reabilitas, pada pelayanan 

yang diberikan terdapat kekurangan yaitu kurangnya SDM yang berada di 

loket SLRT, kemudian daya tanggap dalam hal ini masih pada saat 

masyarakat banyak antrean jadi banyak dikarenakan kurangnya SDM, 

selanjutnya empati pada pelaksanaannya sudah berjalan dengan baik para 

pegawai telah memberikan sikap yang baik, kemudian bukti fisik hal ini sudah 

tersedia namun terdapat fasilitas pendukung lainnya yang belum terpenuhi, 

dan yang terakhir jaminan pada pelaksanaannya sudah dijalankan sesuai 

prosedur tetapi pegawai perlu menjelaskan secara baik kepada masyarakat 

Saran untuk Dinas Sosial Kabupaten Kotawaringin Barat diharapkan 

dapat terus memberikan kelayakan dan meningkatkan pelayanan kepada 

mesyarakat melalui penyediaan fasilistas pendukung dan penignkatan SDM 

sehingga memberikan kenyamanan kepada masyarakat. 

Kata Kunci : Kualitas Pelayanan, Dinas Sosial, Sistem Layanan dan 

Rujukan Terpadu 
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ABSTRACT 

Hafidz Labib Luthfi, 2010413110004, "Quality of Public Services 

at the Social Service of West Kotawarigin Regency in the Integrated Service 

and Referral System (SLRT) Post Covid-19 Pandemic". Under the guidance 

of Farah Qubayla. 

This research was conducted to determine the quality of public 

services in providing services to the community. The purpose of this study is to 

determine the quality of public services of the West Kotawaringin Regency 

Social Service in the Integrated Service and Referral System (SLRT) after the 

Covid-19 pandemic. 

The research method used in this research is qualitative with 

descriptive research type which collects data through observation, interview 

and documentation techniques and data techniques which include data 

reduction, data presentation and conclusion drawing. 

The results of this study indicate the impact felt after the co-19 

pandemic on the quality of public services to the community in the Integrated 

Service and Referral System (SLRT) implemented by the West Kotawaringin 

Regency Social Service that there are still several shortcomings so that the 

quality of public services cannot be said to be good. To determine the quality 

of public services of the West Kotawaringin Regency Social Service in the 

Integrated Service and Referral System (SLRT), 5 (five) indicators are used, 

namely reliability, in the services provided there are shortcomings, namely the 

lack of human resources at the SLRT counter, then responsiveness in this case 

is still when the community has a lot of queues so much due to lack of human 

resources, then empathy in its implementation has gone well the employees 

have given a good attitude, then physical evidence is available but there are 

other supporting facilities that have not been fulfilled, and finally the 

guarantee in its implementation has been carried out according to procedures 

but employees need to explain well to the community. 

Suggestions for the West Kotawaringin Regency Social Service are 

expected to continue to provide feasibility and improve services to the 

community through the provision of supporting facilities and increasing 

human resources so as to provide comfort to the community. 

 

Keywords: Service Quality, Social Service, Integrated Service and Referral 

System 
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