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ABSTRAK

Muhammad Nur Afin, 2210411110029, 2026. Kualitas Pelayanan Pendidikan
Inklusif pada Sekolah Menengah Pertama Negeri 10 Kota Banjarmasin.
Dibawah bimbingan Sugeng Karyadi.

Pendidikan inklusif merupakan bentuk pelayanan pendidikan yang
memberikan kesempatan belajar yang setara bagi seluruh peserta didik, termasuk
peserta didik berkebutuhan khusus. SMP Negeri 10 Kota Banjarmasin merupakan
salah satu sekolah penyelenggara pendidikan inklusif yang memiliki jumlah peserta
didik berkebutuhan khusus cukup banyak. Penelitian ini bertujuan untuk
mengetahui kualitas pelayanan pendidikan inklusif pada SMP Negeri 10 Kota
Banjarmasin serta faktor-faktor yang menghambat pelaksanaannya.

Metode penelitian yang digunakan adalah metode kualitatif dengan tipe
deskriptif. Teknik pengumpulan data dilakukan melalui wawancara, observasi, dan
dokumentasi. Informan penelitian terdiri dari Dinas Pendidikan Kota Banjarmasin,
Guru Pendamping Khusus (GPK), orang tua peserta didik berkebutuhan khusus,
dan peserta didik berkebutuhan khusus. Analisis data menggunakan model Miles,
Huberman, dan Saldana, sedangkan teori yang digunakan adalah teori kualitas
pelayanan menurut Zeithaml, Parasuraman, dan Berry yang meliputi dimensi
tangibles, reliability, responsiveness, assurance, dan empathy.

Hasil penelitian menunjukkan bahwa kualitas pelayanan pendidikan inklusif
pada SMP Negeri 10 Kota Banjarmasin secara umum telah berjalan baik. Pada
dimensi tangibles, sekolah telah menyediakan fasilitas pendukung seperti Ruang
Pintar dan layanan pendampingan, meskipun masih terdapat keterbatasan beberapa
sarana khusus. Pada dimensi reliability, sekolah memberikan pelayanan secara
konsisten melalui Guru Pendamping Khusus, kurikulum adaptif, asesmen
kebutuhan peserta didik, dan layanan pendukung lainnya. Pada dimensi
responsiveness dan assurance, guru serta Guru Pendamping Khusus menunjukkan
kemampuan dalam memberikan pendampingan, menyesuaikan pembelajaran, serta
menciptakan rasa aman dan kepercayaan bagi peserta didik maupun orang tua.
Sementara itu, pada dimensi empathy, guru menunjukkan perhatian dan kepedulian
melalui pendekatan individual serta komunikasi yang baik dengan orang tua. Faktor
penghambat yang ditemukan meliputi keterbatasan sarana dan prasarana khusus,
keterbatasan jumlah Guru Pendamping Khusus, serta beragamnya karakteristik
peserta didik berkebutuhan khusus. Oleh karena itu, diperlukan peningkatan sarana
dan prasarana, penambahan Guru Pendamping Khusus, serta penguatan kerja sama
antara sekolah dan Dinas Pendidikan untuk meningkatkan kualitas pelayanan
pendidikan inklusif.

Kata Kunci: Kualitas Pelayanan, Pendidikan Inklusif, SMP Negeri 10 Kota
Banjarmasin.



ABSTRACT

Muhammad Nur Afin, 221041111002, 2026. The Quality of Inclusive Education
Services at State Junior High School 10 Banjarmasin. Under the supervision of
Sugeng Karyadi.

Inclusive education is a form of educational service that provides equal
learning opportunities for all students, including students with special needs. State
Junior High School 10 Banjarmasin is one of the schools implementing inclusive
education with a considerable number of students with special needs. This study
aims to analyze the quality of inclusive education services at State Junior High
School 10 Banjarmasin and identify the factors that hinder their implementation.

This study employed a qualitative research method with a descriptive
approach. Data were collected through interviews, observations, and
documentation. The informants consisted of representatives from the Banjarmasin
City Education Office, Special Assistant Teachers (Guru Pendamping
Khusus/GPK), parents of students with special needs, and students with special
needs. Data were analyzed using the Miles and Huberman model, while the
theoretical framework was based on the service quality dimensions proposed by
Zeithaml, Parasuraman, and Berry, namely tangibles, reliability, responsiveness,
assurance, and empathy.

The results of the study indicate that the quality of inclusive education services
at State Junior High School 10 Banjarmasin has generally been implemented well.
In terms of the tangibles dimension, the school has provided supporting facilities,
such as the Smart Room and educational assistance services, although several
specialized facilities are still limited. Regarding the reliability dimension, the
school has consistently delivered services through the availability of Special
Assistant Teachers, an adaptive curriculum, student needs assessments, and other
supporting services. In the responsiveness and assurance dimensions, teachers and
Special Assistant Teachers demonstrated their ability to provide assistance, adapt
the learning process, and foster a sense of security and trust among students and
their parents. Meanwhile, in the empathy dimension, teachers showed care and
concern by providing individualized support and maintaining effective
communication with parents. The main obstacles identified include limited facilities
and infrastructure for inclusive education, an insufficient number of Special
Assistant Teachers, and the diverse characteristics and needs of students with
special needs. Therefore, efforts are needed to improve inclusive education
facilities and infrastructure, increase the number of Special Assistant Teachers, and
strengthen collaboration between the school and the Education Office to further
enhance the quality of inclusive education services.

Keywords: Service Quality, Inclusive Education, State Junior High School 10
Banjarmasin.
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