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ABSTRAK

Ahmad Faujy, 1610413310002, 2024: “Pengaruh Kinerja Terhadap Kualitas
Pelayanan KTP Elektronik Dinas Kependudukan Dan Pencatatan Sipil

Kabupaten Kotawaringin Timur ”. Di Bawah Bimbingan Husein Abdurrahman.

Penelitian ini bertujuan untuk mengetahui dan menganalisis seberapa besar
pengaruh kinerja terhadap kualitas pelayanan KTP elektronik pada Dinas
Kependudukan dan Pencatatan Sipil Kabupaten Kotawaringin Timur. Adapun
teori yang digunakan dalam penelitian ini yaitu Kinerja menurut Dwiyanto yang
meliputi Produktivitas; Kualitas pelayanan; Responsivitas; Responsibilitas Dan
Akuntabilitas. teori kualitas pelayanan Menurut Zeithhaml, Parasuraman &
Berry. yang meliputi: Tangibel (Berwujud); Reliability (Kehandalan);
Responsiveness (Ketanggapan); Assurance (Jaminan) dan Empathy (Empati).

Penelitian ini menggunakan metode penelitian kuantitatif. Sampel yang
digunakan adalah 50 masyarakat yang telah menerima pelayanan ktp. Teknik
pengumpulan data berupa kuesioner. Teknik analisa data menggunakan teknik

regresi linier sederhana melalui bantuan SPSS versi 21 for Windows.

Berdasarkan hasil uji regresi linier sederhana didapatkan nilai thiwng pada
Uji T (parsial) sebesar 7,500 dengan signifikansi sebesar 0,00. Sedangkan nilai
fhiwng Pada Uji F (simultan) sebesar 56,243 dengan signifikansi sebesar 0,00. Hal
tersebut kemudian menjadi tolak ukur penentuan hipotesis dengan hasil H, ditolak
dan H, diterima yang artinya kinerja berpengaruh terhadap kualitas pelayanan
pelayanan KTP elektronik pada Dinas Kependudukan dan Pencatatan Sipil
Kabupaten Kotawaringin Timur. Besarnya pengaruh Kinerja terhadap kualitas
pelayanan tersebut yaitu sebesar 54% dan sisanya 46% dipengaruhi oleh faktor-

faktor lain diluar penelitian ini.

Kata Kunci: Kinerja, Kualitas Pelayanan, KTP elektronik



ABSTRACT

Ahmad Faujy, 1610413310002, 2024: ""The effect of performance on the quality
of electronic ID card services at the Population and Civil Registration Service of

East Kotawaringin Regency™. Under the guidance of Husein Abdurrahman.

This study aims to determine and analyze how much influence
performance has on the quality of electronic ID card services at the Population
and Civil Registration Service of East Kotawaringin Regency. The theory used in
this study is Performance according to Dwiyanto which includes Productivity;
Service quality; Responsiveness; Responsibility and Accountability. service
quality theory according to Zeithaml, Parasuraman & Berry. which includes:
Tangible (Tangible); Reliability (Reliability); Responsiveness (Responsiveness);

Assurance (Guarantee) and Empathy (Empathy).

This study uses a quantitative research method. The sample used was 50
people who had received ID card services. The data collection technique was a
questionnaire. The data analysis technique uses a simple linear regression

technique with the help of SPSS version 21 for Windows.

Based on the results of the simple linear regression test, the t-value in the
T Test (partial) was 7.500 with a significance of 0.00. While the f-value in the F
Test (simultaneous) was 56.243 with a significance of 0.00. This then became the
benchmark for determining the hypothesis with the results Ho rejected and Ha
accepted, which means that performance affects the quality of electronic ID card
services at the Population and Civil Registration Service of East Kotawaringin
Regency. The magnitude of the influence of performance on the quality of service
is 54% and the remaining 46% is influenced by other factors outside this study.

Keywords: Performance, Service Quality, Electronic ID Card
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