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ABSTRAK

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan publik
Kesyahbandaran pada aspek keselamatan penumpang di Kantor Unit
Penyelenggara Pelabuhan Kelas III Seba, Kabupaten Sabu Raijua. Kualitas
pelayanan dinilai penting karena menyangkut keselamatan pelayaran dan
perlindungan bagi pengguna jasa pelabuhan. Penelitian ini menggunakan
pendekatan kualitatif deskriptif dengan teknik pengumpulan data berupa
wawancara, observasi, dan dokumentasi. Informan dalam penelitian ini berjumlah
enam orang meliputi pihak internal pelabuhan, operator kapal, serta penumpang.
Teknik analisis data yang digunakan dalam penelitian ini yaitu reduksi data,
penyajian data, dan penarikan kesimpulan.

Penilaian kualitas pelayanan menggunakan model SERVQUAL dari Zeithaml
et al., (1990), yang mencakup lima indikator yaitu bukti fisik (tangible), keandalan
(reliability), daya tanggap (responsiveness), jaminan (assurance), dan empati
(empathy). Hasil penelitian menunjukkan bahwa masih terdapat beberapa kendala
dalam pelayanan pada aspek keselamatan penumpang, seperti keterbatasan fasilitas
ruang tunggu, tidak ada papan informasi tentang larangan membawa barang
terlarang di sekitar pelabuhan, rendahnya kesadaran penumpang terhadap aturan
keselamatan, dan kurangnya alat pendeteksi modern seperti X-ray dan metal
detector. Meskipun demikian, petugas kesyahbandaran telah berupaya melakukan
edukasi keselamatan melalui pengumuman berulang, sosialisasi, dan demonstrasi
penggunaan alat keselamatan.

Penelitian ini merekomendasi peningkatan fasilitas pelabuhan, intensifikasi
edukasi keselamatan, serta peningkatan koordinasi antarinstansi untuk memperkuat
pengawasan. Diharapkan hasil penelitian ini dapat menjadi bahan evaluasi dan
referensi bagi pengembangan pelayanan publik di sektor maritim, khususnya dalam
konteks pelabuhan di daerah terpencil.

Kata kunci: kualitas pelayanan publik, kesyahbandaran, keselamatan
penumpang, unit penyelenggara pelabuhan kelas 111, pelabuhan seba
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ABSTRACT

This study aims to determine the quality of public services in the aspect of
passenger safety at the Seba Class IIl Port Operator Unit Office, Sabu Raijua
Regency. The quality of service is considered important because it concerns
shipping safety and protection for port service users. This study uses a descriptive
qualitative approach with data collection techniques in the form of interviews,
observations, and documentation. The informants in this study amounted to six
people, including internal port officials, ship operators, and passengers. The data
analysis techniques used in this study are data reduction, data presentation, and
conclusion drawn.

The service quality assessment uses the SERVQUAL model from Zeithaml et
al., (1990), which includes five indicators, namely physical evidence, reliability,
responsiveness, assurance, and empathy. The results of the study show that there
are still several obstacles in service in terms of passenger safety, such as limited
waiting room facilities, no information boards about the prohibition of carrying
prohibited goods around the port, low passenger awareness of safety rules, and lack
of modern detection equipment such as X-ray and metal detectors. Nevertheless,
municipal officers have made efforts to conduct safety education through repeated
announcements, socialization, and demonstrations of the use of safety equipment.

This study recommends improving port facilities, intensifying safety education,
and improving inter-agency coordination to strengthen supervision. It is hoped that
the results of this research can be used as evaluation and reference material for the
development of public services in the maritime sector, especially in the context of
Pports in remote areas.

Keywords: public service quality, urbanity, passenger safety, class III port
operator unit, seba port
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