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ABSTRAK 

Asih Nayla Faiza, 22104112220016, 2026, Kualitas Pelayanan Pembuatan 

Surat Keterangan Tidak Mampu (SKTM) di Kantor Kelurahan Kertak Baru 

Ilir, Kecamatan Banjarmasin Tengah. Dibawah bimbingan Bapak Sugeng 

Karyadi, S.Sos., M.AP. 

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan publik dalam 

pembuatan Surat Keterangan Tidak Mampu (SKTM) di Kantor Kelurahan Kertak 

Baru Ilir, Kecamatan Banjarmasin Tengah, serta mengidentifikasi faktor-faktor 

yang menghambat kualitas pelayanan tersebut. Surat Keterangan Tidak Mampu 

(SKTM) merupakan dokumen administratif yang sangat krusial bagi warga untuk 

mengakses berbagai layanan sosial, pendidikan, dan kesehatan. 

Metode penelitian yang digunakan adalah pendekatan deskriptif kualitatif. 

Data dikumpulkan melalui observasi, dokumentasi, dan wawancara mendalam 

dengan informan kunci (Lurah), informan utama (staf kelurahan), serta 

masyarakat sebagai penerima layanan. Kualitas pelayanan diukur menggunakan 

lima dimensi utama, yaitu: Tangibles (bukti fisik), Reliability (keandalan), 

Responsiveness (daya tanggap), Assurance (jaminan), dan Empathy (empati). 

Hasil penelitian menunjukkan bahwa kualitas pelayanan pembuatan 

SKTM secara umum sudah berjalan cukup baik, namun performanya masih 

variatif. Dimensi empati menunjukkan hasil yang sangat positif karena petugas 

memiliki kepedulian tinggi terhadap kondisi warga, sementara aspek bukti fisik 

dinilai cukup memadai meski perlu perhatian pada kenyamanan fasilitas. Namun, 

dimensi keandalan dan daya tanggap dinilai belum optimal. Faktor-faktor yang 

menjadi penghambat utama meliputi: (1) hambatan infrastruktur jaringan internet 

yang tidak stabil (shared connection) yang memperlambat input data, (2) 

hambatan administrasi akibat ketidaklengkapan berkas persyaratan dari 

masyarakat, (3) kritisnya kuantitas sumber daya manusia di mana petugas loket 

bersifat tunggal, dan (4) stagnasi media informasi serta layanan digital yang 

belum dimanfaatkan secara maksimal untuk sosialisasi prosedur layanan. 

Saran dalam penelitian ini adalah: (1) peningkatan infrastruktur melalui 

pengadaan jaringan internet mandiri; (2) penambahan dan pelatihan staf cadangan 

untuk bagian pelayanan; (3) optimalisasi media sosial dan website untuk 

sosialisasi persyaratan; serta (4) transformasi menuju sistem pengajuan mandiri 

secara daring (e-service) untuk mengurangi beban kerja fisik di loket. 

 

Kata Kunci: Kualitas Pelayanan Publik, SKTM, Kelurahan Kertak Baru Ilir 
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ABSTRACT 

Asih Nayla Faiza, 22104112220016, 2026, Quality of Service for Issuing 

Certificates of Poverty at the Kertak Baru Ilir Village Office, Central 

Banjarmasin District. Under the guidance of Mr. Sugeng Karyadi, S.Sos., 

M.AP. 

This study aims to determine the quality of public service in issuing 

Certificates of Poverty  at the Kertak Baru Ilir Village Office, Central 

Banjarmasin District, and to identify factors that hinder the quality of this service. 

The Certificate of Poverty is a crucial administrative document for residents to 

access various social, educational, and health services. 

The research method used was a qualitative descriptive approach. Data 

were collected through observation, documentation, and in-depth interviews with 

key informants (the Village Head), key informants (village staff), and the 

community as service recipients. Service quality was measured using five main 

dimensions: Tangibles, Reliability, Responsiveness, Assurance, and Empathy. 

The research results indicate that the quality of SKTM (Civil Certificate) 

issuance services has generally been quite good, but performance remains 

variable. The empathy dimension showed very positive results due to officers' high 

level of concern for residents, while the physical evidence aspect was deemed 

adequate, although attention to facility comfort is needed. However, the reliability 

and responsiveness dimensions were deemed suboptimal. The main inhibiting 

factors include: (1) unstable internet network infrastructure (shared connection), 

which slows data input; (2) administrative obstacles due to incomplete required 

documents from the public; (3) critical human resources, with only one counter 

officer; and (4) stagnant information media and digital services that have not 

been optimally utilized to disseminate service procedures. 

The recommendations in this research are: (1) improving infrastructure 

through the provision of an independent internet network; (2) adding and training 

reserve staff for the service department; (3) optimizing social media and websites 

to disseminate requirements; and (4) transforming to an online, independent 

application system (e-service) to reduce the physical workload at the counter. 

Keywords: Public Service Quality, SKTM, Kertak Baru Ilir Village  
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