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ABSTRAK

Tesis berjudul “Kualitas Pelayanan Publik Pemerintah Desa pada Kantor
Desa Oebelo Kecamatan Kupang Tengah Kabupaten Kupang”, oleh Feodora Dias
Amaral, NIM Reg.N0.811212037, dibimbing oleh Dr. Cosmas Fernandez, SVD,
MA dan Jou Sewa Adrianus, S.E, MM.

Kualitas pelayanan merupakan hal yang sangat penting didalam suatu
organisasi. Setiap SDM dalam organisasi diharapkan untuk memberikan suatu
service atau pelayanan yang baik dan secara maksimal. Tujuan dari penelitian ini
adalah untuk mengetahui: 1) Kualitas pelayanan publik aparat desa dilihat dari
dimensi bukti langsung, kehandalan, daya tanggap, jaminan, dan empati kepada
masyarakat Desa Oebelo Kecamatan Kupang Tengah Kabupaten Kupang; 2) Faktor
yang menghambat aparat desa dalam memberikan pelayanan kepada masyarakat
Desa Oebelo Kecamatan Kupang Tengah Kabupaten Kupang; 3) Faktor pendukung
pemberian pelayanan aparat desa kepada masyarakat Desa Oebelo Kecamatan
Kupang Tengah Kabupaten Kupang.

Penelitian ini menggunakan metode kualitatif. Informan dalam penelitian
ini adalah Camat Kupang Tengah, Kepala Desa, Sekretaris Desa, Ketua RT/RW,
masyarakat Desa Oebelo. Teknik pengumpulan data dapat dilakukan melalui
observasi, wawancara, dokumentasi.

Hasil penelitian: Dimensi bukti langsung cukup baik, kehandalan, dan daya
tanggap pada Kantor Desa Oebelo cukup baik. Sekanjutnya, dimensi jaminan dan
empati baik. Faktor pendukung pelayanan pada Kantor Desa Oebelo adalah adanya
komunikasi yang baik antara sesama perangkat desa dan dari perangkat desa kepada
masyarakat. Faktor penghambat pelayanan pada Kantor Desa Oebelo adalah
kurangnya sarana kerja, gedung kantor yang belum diperbaiki, kurangnya penataan
berkas.

Berdasarkan hasil penelitian ini, maka dapat disarankan kepada Pimpinan
dan perangkat desa Oebelo untuk melakukan: penambahan sarana kerja seperti
komputer, printer, lemari arsip; melakukan penataan file secara baik sehingga
mempermudah saat file dibutuhkan; perbaikan pada fisik akntor yang mengalami
kerusakan, seprti plafon, tembok, pintu dan lain-lain; perlunya penataan halaman
lingkungan kantor agar lebih asri, hijau dan nyaman; mengutamakan perencanaan
keuangan desa untuk pembangunan atau perbaikan fasilitas umum seperti jalan di
Desa Oebelo.

Kata Kunci: Kualitas Pelayanan Publik
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ABSTRACT

Thesis entitled "Quality of Village Government Public Services at the
Oebelo Village Office, Central Kupang District, Kupang Regency", by Feodora Dias
Amaral, NIM Reg.N0.811212037, supervised by Dr. Cosmas Fernandez, SVD, MA
and Jou Sewa Adrianus, S.E, MM.

Service quality is very important in an organization. Every human resource
in the organization is expected to provide good and maximum service. The aim of
this research is to determine: 1) The quality of village officials' public services seen
from the dimensions of direct evidence, reliability, responsiveness, assurance and
empathy for the people of Oebelo Village, Central Kupang District, Kupang
Regency; 2) Factors that hinder village officials in providing services to the people
of Oebelo Village, Central Kupang District, Kupang Regency; 3) Supporting factors
for providing village official services to the people of Oebelo Village, Central
Kupang District, Kupang Regency.

This study uses a qualitative method. The informants in this research were
the Central Kupang Subdistrict Head, Village Head, Village Secretary, RT/RW
Head, Oebelo Village community. Data collection techniques can be done through
observation, interviews, documentation.

Research results: The direct evidence dimension is quite good, the
reliability and responsiveness of the Oebelo Village Office is quite good. Next, the
dimensions of assurance and empathy are good. The supporting factor for services
at the Oebelo Village Office is good communication between fellow village officials
and from village officials to the community. Factors inhibiting service at the Oebelo
Village Office are lack of work facilities, office buildings that have not been
repaired, lack of file management.

Based on the results of this research, it can be recommended to Oebelo
village leaders and officials to: add work facilities such as computers, printers,
filing cabinets; organize files well so that it is easier when files are needed; repairs
to physical damage to the building, such as ceilings, walls, doors, etc.; the need to
arrange the office environment to make it more beautiful, green and comfortable;
prioritize village financial planning for the construction or repair of public facilities
such as roads in Oebelo Village.

Key Words: Public Service Quality.
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