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ABSTRAK

Khairil Akbar, 2110411310005, 2025. Kualitas Pelayanan Pengajuan Surat
Pernyataan Waris di Kantor Kecamatan Banjarmasin Tengah. Di bawah
Bimbingan Sugeng Karyadi.

Kantor Kecamatan Banjarmasin Tengah memiliki peran penting dalam
Administrasi Pemerintahan dan Pelayanan kepada masyarakat. Dengan adanya
pelayanan administrasi di Kantor Kecamatan Banjarmasin Tengah berupaya
memudahkan masyarakat mengurus keperluan administrasi. Tujuan Kualitas
Pelayanan Pengajuan Surat Pernyataan Waris di Kantor Kecamatan Banjarmasin
Tengah yaitu mengetahui pelaksanaan Kualitas Pelayanan Pengajuan Surat
Pernyataan Waris dan mengetahui faktor penghambat dan pendukung Kualitas
Pelayanan Pengajuan Surat Pernyataan Waris di Kantor Kecamatan Banjarmasin
Tengah dan adapun Alur Pengajuan Surat Pernyataan Waris sebagai berikut: (1)
Pengajuan Permohonan, (2) Pemeriksaan Dokumen Kepala Seksi Pelayanan,
Informasi dan Pengaduan, (3) Verifikasi Sekretaris Camat, (4) Penandatanganan
Camat, (5) Pemberian Surat kepada Pemohon, (6) Pencatatan dan Arsip.

Metode Penelitian yang digunakan dalam penelitian ini ialah kualitatif
deskriptif guna memberikan gambaran yang sesuai dengan fakta yang terjadi di
lapangan. Sumber data yang digunakan dalam penelitian ini berupa sumber data
primer, yang terdiri dari observasi peneliti beserta wawancara, juga sumber data
sekunder yang mendapatkan melalui buku, jurnal, perundang-undangan, hingga
data lain yang dapat menunjang penelitian ini. Pengolahan data yang digunakan
menggunakan metode reduksi data, penyajian data, dan penarikan kesimpulan.

Hasil penelitian menunjukan bahwa Kualitas Pelayanan Pengajuan Surat
Pernyataan Waris di Kantor Kecamatan Banjarmasin Tengah yang dianalisis
menggunakan Teori Kualitas Pelayanan menurut Parasuraman dkk (1988) dengan
indikator : Keandalan; Ketanggapan; Jaminan; Perhatian; dan Berwujud
menunjukan bahwa Kualitas Pelayanan Pengajuan Surat Pernyataan Waris di
Kantor Kecamatan Banjarmasin Tengah sudah cukup baik. Adapun hal ini
menunjukan bahwa kualitas pelayanan ini telah berjalan dengan cukup baik
namun masih terdapat hambatan-hambatan internal dan eksternal, dan juga
pendukung yang mempengaruhi Kualitas Pelayanan Pengajuan Surat Pernyataan
Waris di Kantor Kecamatan Banjarmasin Tengah.

Kata Kunci: Kualitas Pelayanan, Pengajuan Surat, Kinerja Pegawai



ABSTRACT

Khairil Akbar, 2110411310005, 2025. Quality of Service for Submitting a
Declaration of Inheritance at the Banjarmasin Tengah District Office. Under
the Guidance of Sugeng Karyadi.

The Banjarmasin Tengah Sub-district Olffice has an important role in
Government Administration and Services to the community. With the existence of
administrative services at the Banjarmasin Tengah District Office, it seeks to
facilitate the community to take care of administrative needs. The purpose of the
Quality of Service for Submitting a Declaration of Inheritance at the Central
Banjarmasin District Office is to find out the implementation of the Quality of
Service for Submitting a Declaration of Inheritance and to find out the inhibiting
and supporting factors for the Quality of Service for Submitting a Declaration of
Inheritance at the Central Banjarmasin District Office and the Flow of Submitting
a Declaration of Inheritance as follows: (1) Submission of an Application, (2)
Examination of Documents by the Head of the Service, Information and
Complaints Section, (3) Verification by the Sub-District Secretary, (4) Signing by
the Sub-District Head, (5) Providing a Letter to the Applicant, (6) Recording and
Archives.

The research method used in this research is descriptive qualitative to
provide a description that is in accordance with the facts that occur in the field.
The data sources used in this research are primary data sources, which consist of
researcher observations and interviews, as well as secondary data sources
obtained through books, journals, legislation, and other data that can support this
research. Data processing used uses data reduction methods, data presentation,
and conclusion drawing.

The results showed that the Quality of Service for Submitting a
Declaration of Inheritance at the Banjarmasin Tengah District Office was
analyzed using the Service Quality Theory according to Parasuraman et al (1988)
with indicators: Reliability;, Responsiveness; Assurance, Attention; and Tangible
shows that the Service Quality of Submitting a Declaration of Inheritance at the
Banjarmasin Tengah District Olffice is quite good. As for this, it shows that the
quality of this service has been running quite well, but there are still internal and
external obstacles, as well as supporters that affect the Quality of Service for
Submitting a Declaration of Inheritance at the Central Banjarmasin District
Office.

Keywords: Service Quality, Inheritance Declaration Submission, Employee
Performance
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