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ABSTRAK 

Dwi Indah Pratiwi, 2210413220069, 2026. Penerapan Good Governance Berdasarkan 

Persepsi Masyarakat pada Pelayanan Dinas Kependudukan dan Pencatatan Sipil Kota 

Banjarbaru. Dibimbing oleh Gazali Rahman. 

Penelitian ini bertujuan untuk mendeskripsikan dan menganalisis penerapan prinsip-

prinsip good governance berdasarkan persepsi masyarakat pada pelayanan administrasi 

kependudukan di Dinas Kependudukan dan Pencatatan Sipil Kota Banjarbaru serta 

mengidentifikasi faktor-faktor yang memengaruhi penerapannya. Penelitian ini 

menggunakan pendekatan kualitatif dengan tipe penelitian deskriptif. Teknik 

pengumpulan data dilakukan melalui observasi, wawancara, dan dokumentasi terhadap 

aparatur Dinas Kependudukan dan Pencatatan Sipil Kota Banjarbaru serta masyarakat 

sebagai pengguna layanan. Analisis data menggunakan model Miles dan Huberman. 

Hasil penelitian menunjukkan bahwa penerapan prinsip-prinsip good governance 

dalam pelayanan administrasi kependudukan telah terlaksana dengan baik, namun 

belum sepenuhnya optimal. Prinsip akuntabilitas, transparansi, keterbukaan, dan aturan 

hukum telah diterapkan melalui pelayanan yang berpedoman pada SOP, penyediaan 

informasi pelayanan secara langsung maupun digital, media komunikasi dan 

pengaduan, serta pengawasan terhadap kinerja aparatur. Berdasarkan persepsi 

masyarakat, pelayanan dinilai jelas, ramah, responsif, dan membantu dalam 

pengurusan administrasi kependudukan. Penerapan good governance dipengaruhi oleh 

faktor pendukung dan faktor penghambat. Faktor pendukung meliputi tersedianya SOP 

dan standar pelayanan yang jelas, inovasi pelayanan berbasis digital, serta sistem 

pengawasan dan evaluasi terhadap kinerja aparatur. Sementara itu, faktor penghambat 

meliputi rendahnya pemahaman sebagian masyarakat mengenai persyaratan 

pelayanan, kendala jaringan dan sistem pelayanan berbasis daring, serta keterbatasan 

kemampuan masyarakat dalam memanfaatkan layanan digital. Oleh karena itu, 

efektivitas penerapan good governance masih perlu ditingkatkan untuk mewujudkan 

pelayanan administrasi kependudukan yang lebih optimal. 

Kata Kunci: Good Governance, Persepsi Masyarakat, Administrasi Kependudukan 
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ABSTRACT 

Dwi Indah Pratiwi, 2210413220069, 2026. The Implementation of Good Governance 

Based on Public Perception in the Services of the Department of Population and Civil 

Registration of Banjarbaru City. Supervised by Gazali Rahman. 

This study aims to describe and analyze the implementation of good governance 

principles based on public perception in population administration services at the 

Department of Population and Civil Registration of Banjarbaru City, as well as to 

identify the factors influencing their implementation. This study employed a qualitative 

approach with a descriptive research design. Data were collected through observation, 

interviews, and documentation involving officials of the Department of Population and 

Civil Registration of Banjarbaru City and members of the public as service users. Data 

were analyzed using the Miles and Huberman model. 

The results indicate that the implementation of good governance principles in 

population administration services has generally been carried out well, although it has 

not yet been fully optimal. The principles of accountability, transparency, openness, 

and the rule of law have been implemented through services based on Standard 

Operating Procedures (SOPs), the provision of service information through both direct 

and digital media, the availability of communication and complaint channels, and the 

supervision of staff performance. Based on public perception, the services are 

considered clear, responsive, friendly, and helpful in processing population 

administration documents. The implementation of good governance is influenced by 

both supporting and inhibiting factors. Supporting factors include the availability of 

clear SOPs and service standards, digital service innovations, and a system of 

supervision and performance evaluation. Meanwhile, inhibiting factors include the 

limited public understanding of service requirements, network and online system 

disruptions, and the limited digital literacy of some community members. Therefore, 

the effectiveness of good governance implementation still needs to be improved to 

achieve more optimal population administration services. 

Keywords: Good Governance, Public Perception, Population Administration. 
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