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ABSTRAK 

Judul: Kualitas Penyelenggaraan Standar Minimal Pelayanan Desa (Studi di 

Desa Ringinpitu Kecamatan Kedungwaru Kabupaten Tulungagung), Oleh: 

Setiyo Winarko, NPM 2161404100029, Program Studi: Administrasi Publik 

Fakultas Ilmu Sosial dan Ilmu Politik, Universitas Tulungagung. 
 

Penyelenggaraan pelayanan publik oleh pemerintah desa telah 

diamanatkan melalui undang – undang desa mengharuskan semua masyarakat 

memperoleh pelayanan yang adil dan transparan. Untuk itu diperlukan sebuah 

standar minimal pelayanan desa sebagai tolok ukur dalam memberikan layanan 

keda masyarakat. Tujuan penelitian untuk mengidentifikasi dan menganalisis 

kualitas penyelenggaraan standar minimal pelayanan desa di Desa Ringinpitu 

Kecamatan Kedungwaru Kabupaten Tulungagung. Metode penelitian yang 

digunakan adalah deskriptif kualitatif. hasil penelitian menggunakan indikator 

kualitas pelayanan 5 (lima) dimensi kualitas pelayanan publik menurut Zeihaml, 

dkk : 1). Tangible (berwujud). Terdapat 3 (tiga) aspek yang dinilai yaitu 

kenyamanan tempat, sumber daya manusia dan lokasi Aspek pertama 

kenyamanan tempat pelayanan Kantor Desa Ringinpitu sudah baik, namun sarana 

dan prasarana untuk melayani belum cukup memadai karena belum sesuai dengan 

standar pelayanan minimal yang mewajibkan kantor desa harus ada loket 

pendaftaran yang didukung fasilitas seperti pendingin ruangan, fasilitas genset 

agar pelayanan administrasi di desa dapat maksimal tanpa terkendala masalah 

kelistrikan. 2) Reliability terdiri dari aspek prosedur atau proses pelayanan dan 

efisien pelayanan. Pada aspek proses pelayanan khususnya alur pelayanan dan sop 

sudah ada namun pemerintah desa Ringinpitu harus lebih banyak mengadakan 

sosialisasi terkait alur pengurusan pelayanan. Dalam hal ini pemerintah desa 

Ringinpitu belum memenuhi standar pelayanan minimal desa tentang penyebaran 

informasi, karena penyebaran informasi tentang pelayanan hanya ada di dalam 

kantor desa. Untuk aspek efisiensi pelayanan, telah berjalan baik. 2). 

Responsiviness. Terdapat dua aspek yang pertama merespon setiap masyarakat 

pengguna layanan dan aspek kedua pelayanan dengan cepat, tepat dan cermat. 

Dari kedua aspek ini dinilai telah berjalan dengan baik. Pegawai kantor desa 

Ringinpitu tanggap dalam  melayani masyarakat selain itu masyarakat pengguna 

layanan langsung memeproleh layanan dengan cepat, dan sistem pelayanan sudah 

tepat dan sesuai pelayanan sesuai dengan standar pelayanan minimum desa. 4). 

Assurance. Pada indikator ini terdapat dua aspek yaitu pertama, jaminan kepastian 

pelayanan dan kedua, melayani dan menghargai dengan sikap  sopan, ramah dan 

santun terlah dilaksanakan dengan baik. 

 

Kata Kunci : Kualitas Pelayanan Publik, Pemerintah Desa 
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ABSTRACT 

 

Title: Quality of Implementation of Minimum Standards for Village Services 

(Study in Ringinpitu Village, Kedungwaru District, Tulungagung Regency), 

By: Setiyo Winarko, NPM 2161404100029, Study Program: Public 

Administration, Faculty of Social and Political Sciences, Tulungagung 

University. 

 

The implementation of public services by the village government has been 

mandated through the village law requiring all people to receive fair and 

transparent services. For this reason, a minimum standard of village services is 

needed as a benchmark in providing services to the community. The purpose of 

the study was to identify and analyze the quality of the implementation of 

minimum standards of village services in Ringinpitu Village, Kedungwaru 

District, Tulungagung Regency. The research method used was descriptive 

qualitative. The results of the study used service quality indicators of 5 (five) 

dimensions of public service quality according to Zeihaml, et al: 1). Tangible 

(tangible). There are 3 (three) aspects that are assessed, namely comfort of place, 

human resources and location. The first aspect of the comfort of the Ringinpitu 

Village Office service place is good, but the facilities and infrastructure for 

serving are not yet adequate because they are not in accordance with the minimum 

service standards that require the village office to have a registration counter 

supported by facilities such as air conditioning, generator facilities so that 

administrative services in the village can be maximized without being constrained 

by electricity problems. 2) Reliability consists of aspects of procedures or service 

processes and service efficiency. In terms of the service process, especially the 

service flow and SOP, it already exists, but the Ringinpitu village government 

must conduct more socialization related to the service management flow. In this 

case, the Ringinpitu village government has not met the minimum village service 

standards regarding the dissemination of information, because the dissemination 

of information about services is only in the village office. For the aspect of service 

efficiency, it has been running well. 2). Responsiveness. There are two aspects, 

the first is responding to every service user and the second aspect is service 

quickly, accurately and carefully. From these two aspects, it is considered to have 

run well. The Ringinpitu village office employees are responsive in serving the 

community, besides that service users directly get services quickly, and the 

service system is appropriate and in accordance with the minimum village service 

standards. 4). Assurance. In this indicator, there are two aspects, namely first, 

guarantee of service certainty and second, serving and appreciating with a polite, 

friendly and courteous attitude has been implemented well. 

 

Keywords: Quality of Public Services, Village Government 
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