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ABSTRACT

This research was conducted at the Kobalima District Head's Office, aiming to determine
the quality of public services in the field of population administration at the Kobalima District
Head's Office, Malaka Regency. To discuss the results of this research using several literatures
and responding to the writings of Zeihaml-Parasurman and Berry in (Hardiansyah, 2011), the
quality of service that is actually felt by the community, there are measurement indicators to
assess the quality of service in meeting community satisfaction which lies in five dimensions,
including : Tangible, Reliability, Responsiveness, Assurance, and Empathy.

The research method uses a qualitative description approach and data collection
techniques are carried out in a combined manner, namely by observation, interviews and
literature study. Data analysis is inductive/qualitative, with an interactive model created by
Miles, Huberman, and Sugiyono (2012: 246).

The research of results emphasize the meaning of generalization which shows that, (1)
Tangible, the availability of facilities to serve the public in processing population documents is
quite good and every day it can be seen that the employees are disciplined, appear neat, the
existing waiting room is arranged with chairs that provide feeling comfortable in society. (2) The
reliability, accuracy and expertise of employees demonstrated in working to provide services is
sufficient according to procedures and service standards so that the public understands. (3)
Responsiveness, the willingness of officers to always serve the community is not in accordance
with what is expected. People who know office people process documents more easily and the
process is faster. (4) Guarantee, the officer providing the guarantee is unclear and not timely.
Cost certainty was found, service officers received IDR 50,000 credit from the public to process
population documents so that the document creation process was quickly completed and issued.
(5) Empathy, officers discriminate by serving close people first, because people believe that
processing/printing can be finished quickly because there are people inside. The public's
perception of the quality of population administration services at the Kobalima District Office,
Malaka Regency is not good and unsatisfactory.

Keywords: Quality, Public Services, Population Administration
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ABSTRAK

KUALITAS PELAYANAN PUBLIK BIDANG ADMINISTRASI KEPENDUDUKAN Dl
KANTOR CAMAT KECAMATAN KOBALIMA KABUPATEN MALAKA
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Penelitian ini dilakukan di Kantor Camat Kecamatan Kobalima, bertujuan untuk
mengetahui kualitas pelayanan publik pada bidang administrasi kependudukan di Kantor Camat
Kecamatan Kobalima Kabupaten Malaka. Untuk membahas hasil penelitian ini menggunakan
beberapa literatur dan menanggapi tulisan dari Zeihaml-Parasurman dan Berry dalam
(Hardiansyah, 2011), kualitas pelayanan yang dirasakan secara nyata oleh masyarakat, ada
indikator ukuran untuk menilai kualitas pelayanan dalam memenuhi kepuasan masyarakat
terletak pada lima dimensi antara lain : Bukti fisik, Kehandalan, Ktanggapan, Jaminan, dan
Empati.

Metode penelitian mengunakan pendekatan deskripsi kualitatif dan teknik pengumpulan
data dilakukan secara gabungan yaitu dengan cara observasi, wawancara, dan studi Kepustakaan.
Analisis data bersifat induktif/kualitatif, dengan model interaktif yang dicetuskan oleh Miles,
Huberman, dan Sugiyono (2012: 246).

Hasil penelitian lebih menekankan pada makna generalisasi yang menunjukkan bahwa,
(1) Bukti Fisik, ketersediaan fasilitas untuk melayani masyarakat dalam pengurusan dokumen
kependudukan cukup baik dan setiap hari terlihat pegawainya sudah berdisiplin, tampil dengan
rapi, ruang tunngu yang ada ditata dengan kursi duduk yang memberikan rasa nyaman pada
masyarakat. (2) Kehandalan, kecermatan dan keahlian pegawai ditunjukan dalan bekerja
memberikan pelayanan sudah cukup sesuai prosedur, dan standar layanan sehingga masyarakat
paham. (3) Ketanggapan, kesediaan petugas untuk selalu melayani masyarakat tidak sesuai
dengan apa yang di harapkan. Masyarakat yang mengenal orang Kantor mengurus dokumen
lebih mudah dan prosesnya lebih cepat. (4) Jaminan, petugas memberikan jaminan tidak jelas
dan tidak tepat waktu. Kepastian biaya ditemukan petugas pelayanan menerima uang pulsa
Rp.50.000 dari masyarakat untuk mengurus dokumen kependudukan sehingga proses pembuatan
dokumen cepat selesai dan diterbitkan. (5) Empati, petugas melakukan deskriminasi dengan
melayani terlebih dahulu orang dekat, karena masyarakat percaya cepat selesai di proses/cetak
karena ada orang dalam. Persepsi masyarakat tentang kualitas pelayanan administrasi
kependudukan di Kantor Kecamatan Kobalima Kabupaten Malaka kurang baik dan tidak
memuaskan.

Kata Kunci : Kualitas, Pelayanan Publik, Administrasi Kependudukan
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