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ABSTRAK

Ahmad Riyadi, 2210413210024, 2026. Kualitas Pelayanan Rehabilitasi Sosial
Penyandang Disabilitas pada Panti Iskaya Banaran Provinsi Kalimantan Selatan

Kota Banjarbaru. Dibimbing oleh Saifudin.

Tujuan penelitian ini untuk mengetahui Kualitas Pelayanan Rehabilitasi
Sosial Penyandang Disabilitas pada Panti Iskaya Banaran Provinsi Kalimantan
Selatan Kota Banjarbaru. Penelitian ini menggunakan pendekatan kualitatif dengan
tipe deskriptif. Teori yang digunakan dalam penelitian ini yaitu kualitas pelayanan
menurut Zeithaml et al. dalam Hardiansyah (2018), yang berfokus pada lima
dimensi yaitu tangible, reliability, responsiveness, assurance, dan empathy. Teknik
pengumpulan data dilakukan melalui wawancara mendalam, observasi lapangan
dan dokumentasi yang melibatkan klien penyandang disabilitas mental yang
menerima layanan dan pihak Panti Iskaya Banaran Kota Banjarbaru. Data yang
diperoleh kemudian dianalisis menggunakan analisis kualitatif.

Hasil penelitian menunjukkan bahwa kualitas pelayanan rehabilitasi sosial
penyandang disabilitas pada Panti Iskaya Banaran Provinsi Kalimantan Selatan
Kota Banjarbaru cukup memuaskan. Hal ini dapat dilihat dari lima dimensi yaitu,
tangible (berwujud), fasilitas fisik dan sarana prasarana secara umum telah
mendukung pelayanan, meskipun masih terdapat keterbatasan berupa ruang
pelayanan yang belum memadai, atap bocor, beberapa fasilitas rusak, kasur yang
kurang nyaman, serta penataan halaman dan area parkir yang belum optimal,
dimensi reliability (kehandalan), pelayanan telah berjalan sesuai prosedur, jadwal,
dan pembagian tugas, namun masih ditemukan keterlambatan penyediaan
keterampilan tata boga, kedatangan petugas pada kegiatan apel, serta pergantian
shift pengasuh sore ke malam, dimensi responsiveness (ketanggapan), petugas
tanggap dalam memberikan bantuan dan memenuhi kebutuhan klien, dimensi
assurance (jaminan), pelayanan didukung kompetensi, profesionalisme, dan
pendampingan petugas, serta dimensi empathy (empati), petugas menunjukkan
perhatian, komunikasi yang baik, serta pelayanan yang adil dan tidak diskriminatif.

Kepada Panti Iskaya Banaran Provinsi Kalimantan Selatan Kota Banjarbaru
perlu menambah fasilitas seperti satu ruang pembinaan belajar yang baru dan
pengadaan kasur yang lebih empuk, perbaikan atap bocor dan alat keterampilan
yang rusak, kemudian memperluas lahan parkir dan menyediakan atap
pelindungnya, serta kedisiplinan petugas terkait kedatangan saat kegiatan apel,
kesiapan pelaksanaan layanan keterampilan tata boga, dan kedisiplinan pengasuh
pada saat pergantian shift juga harus diperhatikan.

Kata Kunci: Kualitas Pelayanan, Rehabilitasi, Penyandang Disabilitas.



ABSTRACT

Ahmad Riyadi, 2210413210024, 2026. The Quality of Social Rehabilitation
Services for Persons with Disabilities at Panti Iskaya Banaran South Kalimantan
Province Banjarbaru City, Supervised by Saifudin.

The purpose of this study was to determine the Quality of Social
Rehabilitation Services for Persons with Disabilities at Panti Iskaya Banaran,
South Kalimantan Province, Banjarbaru City. This study employed a qualitative
approach with a descriptive type. The theory used in this study was the service
quality theory proposed by Zeithaml et al. in Hardiansyah (2018), which focuses on
five dimensions, namely tangible, reliability, responsiveness, assurance, and
empathy. Data collection techniques were carried out through in-depth interviews,
field observations, and documentation involving clients with mental disabilities
receiving services and the staff of Panti Iskaya Banaran, Banjarbaru City. The data
obtained were then analyzed using qualitative analysis.

The results showed that the quality of social rehabilitation services for
persons with disabilities at Panti Iskaya Banaran, South Kalimantan Province,
Banjarbaru City, was quite satisfactory. This can be seen from the five dimensions,
namely, tangible, where the physical facilities and infrastructure generally
supported the service, although there were still limitations in the form of inadequate
service rooms, leaking roofs, several damaged facilities, uncomfortable mattresses,
and suboptimal arrangement of the yard and parking area; the reliability
dimension, where services had been carried out in accordance with procedures,
schedules, and task distribution, but delays were still found in the provision of
culinary skills training, staff attendance at roll-call activities, and the shift change
of caregivers from the afternoon to the night shift; the responsiveness dimension,
where the staff were responsive in providing assistance and meeting the clients'
needs, the assurance dimension, where the services were supported by staff
competence, professionalism, and assistance; and the empathy dimension, where
the staff demonstrated care, good communication, and fair and non-discriminatory
services.

Panti Iskaya Banaran, South Kalimantan Province, Banjarbaru City, is
recommended to add facilities such as a new learning and guidance room and
procure more comfortable mattresses, repair leaking roofs and damaged vocational
training equipment, expand the parking area and provide a protective roof, as well
as pay greater attention to staff discipline regarding attendance at roll-call
activities, the readiness of culinary skills training services, and the discipline of
caregivers during shift changes.

Keywords: Service Quality, Rehabilitation, Persons with Disabilities.
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