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ABSTRAK

Mirazur Rahmaini, NIM D1A115048, Analisis Kepuasan Masyarakat
Terhadap Pelayanan Pembuatan Kartu Identitas Anak (Kia) Di Kabupaten

Hulu Sungai Selatan, Dibawah Bimbingan Ibu Erma Ariyani

Penelitian ini bertujuan untuk mengetahui Kepuasan Masyarakat Terhadap
Pelayanan Pembuatan Kartu Identitas Anak (Kia) Di Kabupaten Hulu Sungai
Selatan serta melakukan analisis perbaikan pada masing-masing demensi kualitas

pelayanan serqual (Service Quality) yang terendah.

Jenis penelitian ini menggunakan metode penelitian campuran (Kuantitatif dan
kualitatif) dengan pendekatan deskriptif. Teknik pengumpulan data digunakan
adalah kuesioner dengan jumlah 220 responden. Teknik pengambilan sampel

dilakukan dengan cara purposive sampling.

Hasil penelitian menunjukkan kepuasan masyarakat terhadap kualitas pelayanan
pembuatan Kartu Identitas Anak (KIA) di dinas kependudukan dan pencatatan Sipil
Kabupaten Hulu Sungai Selatan adalah 71,4% atau dapat diinterpretasikan kualitas
pelayanan dikategorikan baik. Setiap unsur pelayanan yang diberikan harus
diperhatikan dan terus diperbaiki, yaitu informasi dan sosialisasi yang diberikan
masih di anggap kurang maksimal sehingga masyarakat terlambat mengetahui
informasi pelayanan yang ada di Dinas Kependudukan dan Pencatatan Sipil

Kabupaten Hulu Sungai Selatan.

Kata Kunci : Kualitas pelayanan publik, kepuasan masyarakat, Disdukcatpil
Kab. HSS



ABSTRACT

Mirazur Rahmaini, NIM D1A115048, Analysis of Community Satisfaction
with Child Identity Card (KIA) Making Services in Hulu Sungai Selatan
District, Under the Guidance of Ms. Erma Ariyani

This study aims to determine Community Satisfaction with Child Identity Card
(KIA) Making Services in Hulu Sungai Selatan Regency and to analyze

improvements to each of the lowest service quality dimensions.

This type of research uses mixed research methods (quantitative and qualitative)
with a descriptive approach. The data collection technique used was a questionnaire
with a total of 220 respondents. The sampling technique was carried out by means

of purposive sampling.

The results showed that community satisfaction with the service quality for making
Child Identity Cards (KIA) at the population service and civil registration of Hulu
Sungai Selatan Regency was 71.4% or it could be interpreted that service quality
was categorized as good. Every element of the service provided must be considered
and continuously improved, namely the information and socialization provided is
still considered to be less than optimal so that the community is late in knowing the
information on services available at the Department of Population and Civil

Registration of Hulu Sungai Selatan Regency.

Keywords: Public service quality, community satisfaction, Disdukcatpil Kab. HSS
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