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ABSTRAK

Ulfa Margaretha, NIM 223020703064, Program Sarjana, Jurusan Illmu
Pemerintahan, Fakultas Ilmu Sosial dan Ilmu Politik, Universitas Palangka
Raya 2026, Kualitas Pelayanan Masyarakat di Kantor Kelurahan Kampuri
Kecamatan Mihing Raya Kabupaten Gunung Mas. Tim Dosen Pembimbing
Dr. Rizky Zulfauzan, S.Sos., M.IP dan Ahmad Robi Ul’zikri, M.I.P

Penelitian ini bertujuan untuk mengetahui dan menganalisis kualitas
pelayanan masyarakat di Kantor Kelurahan Kampuri, Kecamatan Mihing Raya,
Kabupaten Gunung Mas. Penelitian ini menggunakan metode penelitian kualitatif
dengan pendekatan deskriptif. Teknik pengumpulan data dilakukan melalui
observasi, wawancara, dan dokumentasi. Informan penelitian terdiri atas Lurah,
perangkat kelurahan, dan masyarakat yang menerima pelayanan.

Hasil penelitian menunjukkan bahwa kualitas pelayanan masyarakat di
Kantor Kelurahan Kampuri secara umum telah berjalan dengan cukup baik.
Berdasarkan dimensi reliability (keandalan), petugas mampu memberikan
pelayanan sesuai prosedur, meskipun masih terdapat masyarakat yang belum
memahami persyaratan administrasi sehingga harus datang kembali untuk
melengkapi dokumen. Pada dimensi tangible (bukti fisik), kondisi ruang pelayanan
cukup bersih dan nyaman, namun belum tersedia kotak saran sebagai sarana
penyampaian aspirasi masyarakat. Pada dimensi responsiveness (daya tanggap),
aparatur kelurahan memberikan pelayanan dengan cepat dan tanggap terhadap
kebutuhan masyarakat. Sementara itu, pada dimensi empathy (empati), aparatur
menunjukkan sikap ramah, sopan, dan tidak membedakan masyarakat dalam
memberikan pelayanan.

Faktor pendukung pelayanan meliputi kompetensi aparatur, kerja sama
antar pegawai, serta tersedianya sarana dan prasarana yang cukup memadai.
Adapun faktor penghambat meliputi kurangnya pemahaman masyarakat terhadap
persyaratan administrasi, belum tersedianya kotak saran, serta keterbatasan fasilitas
pendukung pelayanan. Oleh karena itu, diperlukan peningkatan penyediaan fasilitas
pelayanan, penyampaian informasi persyaratan secara lebih jelas kepada
masyarakat, serta evaluasi pelayanan secara berkala guna meningkatkan kualitas
pelayanan publik

Kata Kunci: Kualitas pelayanan, pelayanan masyarakat, kelurahan,
pelayanan publik.
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ABSTRACT

Ulfa Margaretha, Student ID 223020703064, Undergraduate Program,
Department Of Government Science, at the Faculty of Social and Political
Sciences, University of Palangka Raya 2026, with Thesis: The Quality of Public
Services at the Kampuri Village Office, Mihing Raya District, Gunung Mas
Regency Supervisors Dr. Rizky Zulfauzan, S.Sos., M.IP dan Ahmad Robi
Ul'zikri, M.1.P

This study aims to determine and analyze the quality of public services at
the Kampuri Village Office, Mihing Raya District, Gunung Mas Regency. This
research employed a qualitative method with a descriptive approach. Data were
collected through observation, interviews, and documentation. The research
informants consisted of the Village Head, village officials, and community members
who received public services.

The findings indicate that the quality of public services at the Kampuri
Village Office is generally satisfactory. Based on the reliability dimension, the
officers were able to provide services in accordance with established procedures.
However, some community members were still unfamiliar with the required
administrative documents, causing them to return to complete the requirements. In
terms of the tangible dimension, the service area was clean and comfortable,
although a suggestion box was not yet available as a medium for public feedback.
Regarding the responsiveness dimension, the village officials responded promptly
and efficiently to community needs. Meanwhile, in the empathy dimension, the
officers demonstrated friendliness, politeness, and fairness in serving all members
of the community.

The supporting factors include the competence of village officials, good
cooperation among staff, and adequate service facilities. The inhibiting factors
include the community's limited understanding of administrative requirements, the
absence of a suggestion box, and limited supporting service facilities. Therefore,
improvements in service facilities, clearer dissemination of administrative
requirements, and periodic service evaluations are recommended to enhance the
quality of public services.

Keywords: service quality, public service, village office, public administration
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