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ABSTRAK

Judul: Kualitas Pelayanan Publik Di Kantor Kecamatan Boyolangu
Kabupaten Tulungagung Oleh: Hedik Iswanto NPM. 2061404200001,
Program Studi: Administrasi Publik Fakultas Ilmu Sosial dan Ilmu Politik,
Universitas Tulungagung.

Kualitas pelayanan publik merupakan tuntutan masyarakat sebagai
pengguna layanan. Terlebih pelayanan yang diselenggarakan oleh instansi
pemerintah seperti pelayanan pada Kecamatan. Penelitian ini membahas tentang
kualitas pelayanan publik di Kantor Kecamatan Boyolangu Kabupaten
Tulungagung. Dengan menggunakan ukuran kualitas pelayan publik 5 (lima)
dimensi Tangibel, Realiability, Responsiviness, Assurance dan Emphaty beserta
indikatornya. Tujuan penelitian ini menganalisis kualitas pelayanan berdasar
dimensi tersebut serta mengetahui faktor yang mempengaruhi kualitas pelayanan
publik di Kantor Kecamatan Boyolangu Kabupaten Tulungagung.

Metode penelitian menggunakan penelitian deskriptif kualitatif. Hasil
penelitian dilihat dari dimensi Bukti Fisik,belum sepenuhnya di laksanakan yaitu
mengenai kenyamanan tempat pelayanan. Dimensi Kehandalan namun ada
indikator yang belum berjalan sesuai harapan masyarakat yaitu mengenai keahlian
pegawai dalam menggunakan alat bantu pelayanan. Dimensi Ketanggapan telah
sesuai dengan keinginan masyarakat terbukti karena tidak ada keluhan dari
pengguna layanan terkait indikator dalam dimensi Responsiviness. Dimensi
jaminan dengan indikator jaminan tepat waktu dan jaminan kepastian biaya sudah
diterapkan sesuai dengan keinginan masyarakat. Dari hasil wawancara, tidak ada
keluhan dari pengguna layanan terkait indikator dalam dimensi Assurance.
Dimensi Empati, indikator mendahulukan kepentingan pengguna layanan, ramah
sopan santun, tidak diskriminatif, dan menghargai sudah diterapkan, terdapat
indikator yang belum berjalan sesuai harapan masyarakat yaitu mengenai
ketidakramahan pegawai layanan dalam melayani pengguna layanan. Faktor
pendukung pelayanan adalah semangat yang diberikan pegawai, mengadakan
rapat koordinasi atau semacam evaluasi setiap tiga bulan kemudian memberikan
penanaman kesadaran melayani masyarakat dengan ikhlas dan sesuai dengan hati
nurani. Terdapat faktor pendukung lain seperti fasilitas berupa alat bantu untuk
memudahkan proses pelayanan. Faktor penghambat pelaksanaan pelayanan publik
di Kantor Kecamatan Boyolangu Kabupaten Tulungagung adalah kurangnya
sumber daya pegawai dan masih kurangnya sarana prasarana.

Kata Kunci : Kualitas Pelayanan, Pelayanan Publik, Kecamatan
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ABSTRACT
Title: Quality of Public Service at the Boyolangu District Office,
Tulungagung Regency By: Hedik Iswanto NPM. 2061404200001, Study
Program: Public Administration, Faculty of Social and Political Sciences,
Tulungagung University.

The quality of public services is a demand from the community as service
users. Moreover, services organized by government agencies such as services to
the District. This study discusses the quality of public services at the Boyolangu
District Office, Tulungagung Regency. By using a measure of the quality of
public service 5 (five) dimensions Tangibel, Realiability, Responsiviness,
Assurance and Empathy and their indicators. The purpose of this study is to
analyze the quality of service based on these dimensions and to determine the
factors that influence the quality of public services at the Boyolangu District
Office, Tulungagung Regency.

The research method uses descriptive qualitative research. The results of
the study seen from the dimensions of Physical Evidence, have not been fully
implemented, namely regarding the comfort of the service place. Dimensions of
Reliability but there are indicators that have not run according to community
expectations, namely regarding the expertise of employees in using service aids.
The Responsiveness dimension has been in accordance with the wishes of the
community, as evidenced by the fact that there are no complaints from service
users regarding the indicators in the Responsiveness dimension. The dimension of
guarantee with indicators of timely guarantee and guarantee of cost certainty has
been implemented in accordance with the wishes of the community. From the
interviews, there were no complaints from service users regarding indicators in
the Assurance dimension. The Empathy dimension, indicators of prioritizing the
interests of service users, friendly manners, non-discrimination, and respect have
been implemented, there are indicators that have not run according to community
expectations, namely regarding the unfriendliness of service employees in serving
service users. Supporting factors for service are the enthusiasm given by
employees, holding coordination meetings or some kind of evaluation every three
months and then providing awareness to serve the community sincerely and in
accordance with conscience. There are other supporting factors such as facilities
in the form of tools to facilitate the service process. The inhibiting factor for the
implementation of public services at the Boyolangu District Office, Tulungagung
Regency is the lack of employee resources and the lack of infrastructure.

Keywords: Service Quality, Public Service, District
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