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Abstrak

Penelitian ini berjudul “KINERJA PELAYANAN ADMINISTRASISURAT
KETERANGAN BELUM MENIKAH DI KANTOR LURAH OESAPA
KECAMATAN KELAPA LIMA KOTA KUPANG”. Tujuan penelitian ini adalah
untuk mengetahui Kinerja Pelayanan Surat Keterangan Belum Menikah Di Kantor
Lurah Oesapaserta faktor penghambat dan faktor pendukung dalam pelayanan Surat
Keterangan Belum Menikah. Jenis penelitian yang digunakan dalam penelitian ini
adalah penelitian kualitatif dengan pendekatan deskriptif. Data diperoleh dari
berbagai dokumen dan juga wawancara. Data wawancara diambil dari beberapa
sumber yaitu, Lurah Oesapa Kepala Bidang Pelayanan Masyarakat dan beberapa
masyarakat.

Temuan penelitian ini adalah sebagai berikut: (1) Bukti Fisik Di Kantor Lurah
Oesapa,Sarana dan Prasarana sudah baik dan lengkap. Kondisi kantor ini bersih,
nyaman dan memberikan kesan yang baik.sedangkan ketersediaan fasilitas
pendukung seperti ruang tunggu yang harus di perluas lagi dan juga pendingin ruang
seperti AC dan kipas angin perlu ada penambahan atau perbaikan. (2)
Kehandalan.Kecepatan dan ketepatan waktu pelayanan sudah cukup baik. Dalam
memberikan pelayanan Surat Keterangan Belum Menikah menetapkan estimasi
waktu selama 1 hari (selama tidak ada kendala atau gangguan pada komputer dan
printer yang ada), karena kantor ini memiliki komitmen pelayanan yang cukup
wajib dijalankan sehingga menciptakan pelayanan yang efektif. (3) Daya Tanggap.
Sikap petugas dalam memberikan pelayanan, pegawai di Kantor Lurah Oesapa
sudah memberikan pelayanan yang baik,sopan santun dan sudah menanggapi
keluhan masyarakat dengan cepat serta bertanggung jawab penuh atas pelayanan
tersebut.

Adapun faktor penghambat dari penelitian kualitas pelayanan publik dalam
pembuatan surat keterangan belum menikah di Lurah Oesapa yaitu: keterlambatan
pegawai sehingga mengakibatkan keterlambatan penerbitan surat keterangan belum
menikah di Lurah serta kurangnya sarana prasarana di kantor Lurah Oesapadalam
memberikan pelayanan kepada masyarakatdan keluhan masyarakat terhadap ruang
tunggu yang sempit. Faktor pendukung dalam pelayanan surat keterangan belum
menikah seperti pegawai memberikan pelayanan dengan baik,tepat waktu dan tepat
sasaran.

Kata Kunci: Standar, Pelayanan,Surat Keterangan Belum Menikah.
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Abstract

This research is entitled “ADMINISTRATIVE SERVICE
PERFORMANCE OF UNMARRIED CERTIFICATES AT THE
OFFICE OF THE LURAH OESAPA

KECAMATAN KELAPA LIMA KUPANG CITY”. The purpose of
this study wasto determine the Performance of Unmarried Certificate
Services at the Oesapa Village Head Office as well as inhibiting factors
and supporting factors in the service of Unmarried Certificate. The type
of research used in this study is qualitative research with a descriptive
approach. Data was obtained from various documents and interviews.
Interview data was taken from several sources, namely,the Head of
Oesapa Village Head of Community Services and several
communities.

The findings of this study are as follows: (1) Physical Evidence At the
Oesapa Village Head Office, Facilities and Infrastructure are good and
complete. The condition of this office is clean, comfortable and gives
a good impression, while the availability of supporting facilities such
as waiting rooms that must be expanded and also room coolers such as
air conditioners and fans need to be added or repaired. (2) Reliability.
The speed and timeliness of service is good enough. In providing
services, the Unmarried Certificate sets an estimated time of 1 day (as
long as there are no obstacles or interference with existing computers
and printers), because this office has a service commitment that is quite
mandatory to run so as to create effective services. (3) Responsiveness.
The attitude of officers in providing services, employees at the Oesapa
Village Head Office have provided good service, courtesy and have
responded to public complaints quickly and are fully responsible for
the service.

The inhibiting factors of the research on the quality of public services
in making unmarried certificates at the Oesapa Head of Village are:
employee delays resulting in delays in issuing unmarried certificates at
the Head of Village and the lack of infrastructure at the Oesapa Head
of Village office in providing services to the community and
community complaints about the narrow waiting room. Supporting
factors in unmarried certificate services such as employees providing
services well, on time and on target.

Keywords: Standards, Services, Unmarried Certificate.
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