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ABSTRAK

AULIYA HANIDATUL MASDIAH, 2320421320004, 2025. “Efektivitas
Implementasi Kebijakan Pembangunan Zona Integritas Terhadap Peningkatan
Pelayanan Publik di Kantor Pertanahan ATR/BPN Kota Banjarmasin” dibawah
bimbingan Gazali Rahman selaku pembimbing.

Penelitian ini bertujuan untuk mengidentifikasi strategi efektif untuk meningkatkan
kualitas pelayanan publik melalui implementasi Zona Integritas (ZI) di Kantor
Pertanahan ATR/BPN Kota Banjarmasin, serta untuk mengetahui faktor-faktor
yang memengaruhi dan hambatan yang dihadapi dalam implementasi ZI. Penelitian
ini menggunakan pendekatan kualitatif dan menggunakan metode penelitian
eksplorasi. Teknik pengumpulan data dengan observasi, wawancara, dokumentasi
dan sebagai informan penelitian adalah Kepala Kantor, Kepala Sub Bagian,
Perwakilan Pegawai Sub-bidang, Masyarakat Penerima Pelayanan, dan Satpam di
Kantor Pertanahan ATR/BPN Kota Banjarmasin. Fokus penelitian berfokus pada
dua aspek utama, yaitu implementasi kebijakan Zona Integritas dan efektivitas
kebijakan terhadap peningkatan pelayanan publik di Kantor Badan Pertanahan
Nasional (BPN) Kota Banjarmasin.

Hasil penelitian menunjukkan bahwa implementasi kebijakan pembangunan Zona
Integritas (ZI) di Kantor Pertanahan ATR/BPN Kota Banjarmasin, yang didasarkan
pada pembentukan Tim Kelompok Kerja (POKJA), telah efektif dalam
meningkatkan kualitas pelayanan publik dan menumbuhkan budaya kerja yang
responsif dan profesional. Efektivitas ini didukung oleh komitmen pimpinan,
kompetensi SDM, serta inovasi layanan seperti antrean online dan PTSL. Meskipun
terdapat tantangan seperti keterbatasan infrastruktur dan resistensi budaya
organisasi, implementasi ZI telah menghasilkan peningkatan akuntabilitas,
penurunan keluhan masyarakat, dan budaya kerja yang lebih kolaboratif, sejalan
dengan prinsip Good Governance dan Sistem Akuntabilitas Kinerja Instansi
Pemerintah (SAKIP). Keberhasilan ini dapat menjadi model bagi unit kerja lain
dalam reformasi birokrasi.

Kepada Kantor Pertanahan ATR/BPN Kota Banjarmasin, disarankan untuk
memperkuat dukungan SDM pada tim Pokja dan menyusun SOP yang
komprehensif. Kementerian ATR/BPN diharapkan memberikan dukungan
kebijakan dan anggaran yang memadai, serta menyediakan standar dan pedoman
yang jelas. Lembaga pengawas independen disarankan untuk melakukan
pengawasan eksternal secara berkala dan menindaklanjuti pengaduan masyarakat.
Masyarakat pengguna layanan diharapkan berpartisipasi aktif dalam pengawasan
dan memanfaatkan saluran pengaduan. Peneliti lanjutan disarankan untuk fokus
pada perspektif pengguna layanan dan mengembangkan teori terkait pengaruh
kebijakan integritas terhadap pelayanan publik.

Kata kunci : Zona Integritas, Pelayanan Publik, Kantor Pertanahan.



ABSTRACT

AULIYA HANIDATUL MASDIAH, 2320421320004, 2025. " The Effectiveness
of the Implementation of the Integrity Zone Development Policy on the
Improvement of Public Services at the Banjarmasin City ATR/BPN Land Office "
under the guidance of Gazali Rahman as supervisor.

This study aims to identify effective strategies to improve the quality of public
services through the implementation of the Integrity Zone (ZI) at the ATR/BPN
Land Office of Banjarmasin City, as well as to determine the factors that influence
and obstacles faced in the implementation of ZI. This study uses a qualitative
approach and uses an exploratory research method. Data collection techniques
using observation, interviews, and documentation and research informants are the
Head of Office, Head of Sub-Division, Representatives of Sub-Division
Employees, Community Service Recipients, and Security Guards at the ATR/BPN
Land Office of Banjarmasin City. The focus of the study is on two main aspects,
namely the implementation of the Integrity Zone policy and the effectiveness of the
policy on improving public services at the National Land Agency (BPN) Office of
Banjarmasin City. The results of the study indicate that the implementation of the
Integrity Zone (ZI) development policy at the ATR/BPN Land Office of
Banjarmasin City, which is based on the formation of a Working Group Team
(POKJA), has been effective in improving the quality of public services and
fostering a responsive and professional work culture. This effectiveness is
supported by the commitment of the leadership, HR competence, and service
innovations such as online queues and PTSL. Despite challenges such as limited
infrastructure and resistance to organizational culture, the implementation of ZI has
resulted in increased accountability, decreased public complaints, and a more
collaborative work culture, in line with the principles of Good Governance and the
Government Agency Performance Accountability System (SAKIP). This success
can be a model for other work units in bureaucratic reform.

To the ATR/BPN Land Office of Banjarmasin City, it is recommended to
strengthen HR support for the Pokja team and prepare a comprehensive SOP. The
Ministry of ATR/BPN is expected to provide adequate policy and budget support,
as well as provide clear standards and guidelines. Independent supervisory
institutions are advised to conduct periodic external supervision and follow up on
public complaints. Community service users are expected to actively participate in
supervision and utilize complaint channels. Further researchers are advised to focus
on the perspective of service users and develop theories related to the influence of
integrity policies on public services.

Keywords: Integrity Zone, Public Services, Land Office.
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