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ABSTRAK
Nor' Azizah, 2110411320013, 2025. Kualitas Pelayanan Pembuatan Kartu
Identitas Anak (KIA) Di Dinas Kependudukan dan Pencatatan Sipil
Kabupaten Barito Kuala (Studi Pada Masyarakat Kecamatan Alalak). Di
bawah bimbingan Enly Hadiyanor

Kartu Identitas Anak (KIA) adalah dokumen resmi yang penting bagi anak-
anak sebagai identitas diri dalam menunjang akses layanan publik dan perlindungan
hak anak. Penelitian ini bertujuan untuk menganalisis kualitas pelayanan
pembuatan KIA di Dinas Kependudukan dan Pencatatan Sipil Kabupaten Barito
Kuala, khususnya di Kecamatan Alalak.

Metode penelitian yang digunakan adalah pendekatan kualitatif dengan tipe
penelitian deskriptif. Teknik pengumpulan data dilakukan melalui wawancara
dengan pihak Dinas Kependudukan dan Pencatatan Sipil Kabupaten Barito Kuala
dan masyarakat Kecamatan Alalak, observasi pada saat pemberian layanan dalam
pembuatan KIA, serta dokumentasi selama proses penelitian. Analisis data
dilakukan melalui tahap reduksi data, penyajian data, dan penarikan kesimpulan.

Hasil penelitian menunjukkan bahwa kualitas pelayanan pembuatan KIA di
Dinas Kependudukan dan Pencatatan Sipil Kabupaten Barito Kuala sudah
tergolong baik, berdasarkan lima indikator kualitas pelayanan dari Zeithaml, Berry,
dan Parasuraman,yaitu berwujud (tangibles), kehandalan (reliability), ketanggapan
(responsiveness), jaminan (assurance), dan empati (empathy). Namun, terdapat
beberapa penghambat dalam pelaksanaan pelayanan, yaitu gangguan jaringan dan
printer, sosialisasi belum merata dan kesadaran masyarakat.

Saran dalam penelitian ini adalah Dinas Kependudukan dan Pencatatan Sipil
Kabupaten Barito Kuala perlu meningkatkan fasilitas penyediaan layanan serta
meningkatkan sosialisasi mengenai pentingnya pembuatan KIA kepada
masyarakat.

Kata Kunci: Kualitas Pelayanan, Kartu ldentitas Anak (KIA), Pelayanan Publik.
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ABSTRACT
Nor' Azizah, 2110411320013, 2025. The Service Quality of Child Identity Card
(KIA) Issuance at the Department of Population and Civil Registration of Barito
Kuala Regency (A Study on the Community of Alalak District). Under the
supervision of Enly Hadiyanor.

The Child Identity Card (KIA) is an official document that plays a vital role for
children as a form of self-identification, supporting access to public services and
the protection of children's rights. This study aims to analyze the service quality of
KIA issuance at the Department of Population and Civil Registration of Barito
Kuala Regency, specifically in Alalak District.

This research uses a qualitative approach with a descriptive research type. Data
were collected through interviews with officials from the Department of Population
and Civil Registration and residents of Alalak District, observations during KIA
service provision, and documentation throughout the research process. Data
analysis was carried out through the stages of data reduction, data presentation,
and drawing conclusions.

The results show that the quality of KIA issuance services in Barito Kuala Regency
is generally good, based on the five service quality indicators by Zeithaml, Berry,
and Parasuraman: tangibles, reliability, responsiveness, assurance, and empathy.
However, several obstacles were identified in the implementation of the service,
including network and printer disruptions, uneven socialization, and low public
awareness.

This study suggests that the Department of Population and Civil Registration of
Barito Kuala Regency should improve service facilities and enhance public
outreach regarding the importance of obtaining a KIA.

Keywords: Service Quality, Child Identity Card (KIA), Public Service
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