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ABSTRAK

Penelitian ini bertujuan untuk menganalisis efektivitas pelayanan
administrasi di Kelurahan Penfui, Kecamatan Maulafa, Kota Kupang. Efektivitas
pelayanan menjadi indikator penting dalam menilai kualitas layanan publik,
terutama pada unit pemerintahan terdekat dengan masyarakat. Penelitian ini
menggunakan pendekatan kualitatif dengan metode deskriptif, mengacu pada teori
efektivitas menurut Hidayat (1986) yang mencakup empat indikator utama:
kejelasan tujuan, struktur organisasi yang baik, dukungan dan partisipasi
masyarakat, serta sistem nilai yang dianut organisasi. Data diperoleh melalui
wawancara, observasi, dokumentasi, dan studi pustaka.

Hasil penelitian menunjukkan bahwa meskipun pelayanan administrasi di
Kelurahan Penfui telah berjalan, efektivitasnya masih terkendala oleh sejumlah
faktor seperti keterbatasan fasilitas fisik (komputer, alat cetak, dan ruang arsip),
rendahnya penerapan teknologi informasi, serta kurangnya partisipasi aktif
masyarakat dalam memberikan masukan. Tingginya jumlah surat aduan dari
masyarakat mengindikasikan ketidakpuasan terhadap waktu pelayanan, sikap
petugas, serta keterbukaan informasi.

Penelitian ini merekomendasikan peningkatan fasilitas pendukung,
penerapan sistem pelayanan berbasis digital, dan penguatan komunikasi dua arah
antara pemerintah kelurahan dan masyarakat. Dengan perbaikan tersebut,
diharapkan kualitas pelayanan administrasi di Kelurahan Penfui dapat meningkat

dan memenuhi ekspektasi masyarakat.

Kata Kunci: efektivitas pelayanan, administrasi publik, Di Kelurahan Penfui
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ABSTRACT

This study aims to analyze the effectiveness of administrative services in
Penfui Urban Village, Maulafa District, Kupang City. Service effectiveness is a
crucial indicator in evaluating the quality of public services, especially at the local
government level closest to the community. The study employs a qualitative
approach with a descriptive method, based on Hidayat’s (1986) theory of
effectiveness, which includes four key indicators: clarity of objectives, sound
organizational structure, community support and participation, and the value
system adopted by the organization. Data were collected through interviews,
observations, documentation, and literature review.

The findings reveal that although administrative services in Penfui Village
are operational, their effectiveness is hindered by several factors such as limited
physical facilities (computers, printers, and archive rooms), minimal use of
information technology, and low community participation in providing feedback. A
significant number of public complaints indicate dissatisfaction with service time,
staff attitudes, and information transparency.

This study recommends improving administrative infrastructure,
implementing digital-based service systems, and strengthening two-way
communication between the village administration and the community. These
improvements are expected to enhance the quality of administrative services and

better meet public expectations.

Keywords: effectiveness of public services in penfui disctrict
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