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ABSTRAK

Amalia Fitri Ahmadi, 2210411320047, 2026. Kualitas Pelayanan Penerbitan
Surat Keterangan Ahli Waris di Kantor Kecamatan Binuang Kabupaten Tapin.
Dibawah bimbingan Widyakanti.

Pelayanan publik merupakan wujud tanggung jawab pemerintah dalam
memenuhi kebutuhan administrasi masyarakat. Salah satu pelayanan yang memiliki
urgensi hukum adalah penerbitan Surat Keterangan Ahli Waris sebagai dasar
pengurusan berbagai hak keperdataan. Di Kantor Kecamatan Binuang Kabupaten
Tapin, permohonan layanan ini terus meningkat setiap tahunnya. Meskipun
demikian, masih ditemukan ketidaksesuaian antara standar waktu pelayanan satu
hari kerja dengan penyelesaian di lapangan. Penelitian ini bertujuan untuk
menganalisis kualitas pelayanan penerbitan Surat Keterangan Ahli Waris di Kantor
Kecamatan Binuang Kabupaten Tapin serta mengidentifikasi faktor-faktor yang
memengaruhi pelaksanaannya.

Metode penelitian yang diterapkan dalam studi ini adalah pendekatan
kualitatif bersifat deskriptif untuk menggambarkan fenomena pelayanan yang
terjadi. Data diperoleh dari sumber primer melalui wawancara dan observasi
langsung, serta sumber sekunder berupa dokumentasi dan laporan resmi.
Analisis data dilakukan melalui tahapan reduksi, penyajian, dan penarikan
kesimpulan. Sebagai landasan teoretis penelitian ini menggunakan kerangka
SERVQUAL dari Parasuraman, Zeithaml, dan Berry dengan lima indikator,
yaitu tangibles, reliability, responsiveness, assurance, dan empathy.

Hasil penelitian menunjukkan bahwa kualitas pelayanan penerbitan Surat
Keterangan Ahli Waris di Kantor Kecamatan Binuang Kabupaten Tapin secara
umum tergolong cukup baik. Dimensi responsiveness dan empathy telah berjalan
dengan baik, sedangkan pada dimensi tangibles, reliability dan assurance masih
terdapat kendala terutama pada ketepatan waktu penyelesaian layanan. Faktor
penghambat meliputi ketidaklengkapan dokumen pemohon, keterbatasan informasi
pelayanan, serta ketergantungan pada pejabat penandatangan. Dengan demikian
dapat disimpulkan bahwa kualitas pelayanan penerbitan Surat Keterangan Ahli
Waris di Kantor Kecamatan Binuang sudah cukup baik, namun masih perlu
peningkatan pada aspek ketepatan waktu penyelesaian dokumen serta penyampaian
informasi pelayanan kepada masyarakat.

Kata Kunci: Kualitas Pelayanan, Surat Keterangan Ahli Waris, SERVQUAL,
Pelayanan Publik, Kecamatan Binuang.



ABSTRACT

Amalia Fitri Ahmadi, 2210411320047, 2026. Service Quality of the Issuance of
the Certificate of Inheritance at the Binuang District Office, Tapin
Regency. Under the guidance of Widyakanti.

Public service is a manifestation of the government's responsibility in fulfilling
the administrative needs of the community. One form of service that has legal
urgency is the issuance of a Certificate of Inheritance (Surat Keterangan Ahli
Waris), which serves as the basis for managing various civil rights such as the
transfer of property ownership, bank fund disbursement, and other administrative
purposes. At the Binuang Sub-district Office, Tapin Regency, the number of requests
for this service has increased every year. However, there is still a discrepancy
between the service time standard of one working day and the actual completion
time in practice. This study aims to analyze the quality of service in issuing the
Certificate of Inheritance at the Binuang Sub-district Office, Tapin Regency, and to
identify the factors that influence its implementation.

The research method used in this study is a descriptive qualitative approach to
describe the service phenomenon that occurs. Data were obtained from primary
sources through interviews and direct observation, as well as secondary sources in
the form of documentation and official reports. Data analysis was carried out
through the stages of data reduction, data presentation, and conclusion drawing.
As the theoretical framework, this research uses the SERVQUAL model developed
by Parasuraman, Zeithaml, and Berry with five dimensions. tangibles, reliability,
responsiveness, assurance, and empathy.

The results show that the quality of service in issuing the Certificate of
Inheritance at the Binuang Sub-district Office is generally categorized as fairly
good. The dimensions of tangibles, assurance, and empathy have been implemented
well, while the dimensions of reliability and responsiveness still face constraints,
particularly related to the timeliness of service completion. The inhibiting factors
include incomplete applicant documents, limited service information received by
the community, and dependence on the authorized official for document signing.
Thus, it can be concluded that the quality of service in issuing the Certificate of
Inheritance at the Binuang Sub-district Office is fairly good, but improvements are
still needed in terms of the timeliness of document completion and the dissemination
of service information to the community.

Keywords: Service Quality, Certificate of Inheritance, SERVQUAL, Public Service,
Binuang District.
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