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ABSTRAK

Fatima Mariana Molo, NPM 22170138, Skripsi dengan judul “Pelayanan
Administrasi Kependudukan Di Desa Fafinesu, Kecamatan Insana Fafinesu,
Kabupaten Timor Tengah Utara”. Dibimbing oleh Bapak Fidelis Atanus,
S.FilLM.Si dan Bapak Agustinus Longa Tiza, S.Sos., M.AP. Masalah
Penelitian ini yaitu; Bagaimanakah Pelayanan Administrasi Kependudukan
Di Desa Fafinesu Kecamatan Insana Fafinesu Kabupaten Timor Tengah
Utara.? Dan tujuan dari penilian ini yaitu; untuk menganalisis dan
mendeskripsikan tentang Pelayanan Administrasi Kependudukan Desa
Fafinesu Kecamatan Insana Fafinesu Kabupaten Timor Tengah Utara.
Penelitian ini menggunakan metode kualitatif. Hasil penelitian mengenai
kualitas pelayanan administrasi kependudukan yang terdiri dari 5 indikator
yaitu terkait dimensi tangible (bukti fisik), Reliability (Kehandalan),
Responsiveness (Ketanggapan), Assurance (Jaminan), Dan yang terakhir
Empahaty (Empati) maka dapat ditarik kesimpulan sebagai berikut: Tangible
(bukti fisik), fasilitas pendukung pelayanan sudah memadai seperti adanya
Realibity (kehandalan) dimensi Empahaty (Empati) yaitu sudah menunjukkan
kualitas pelayanan dengan baik yaitu dengan memberikan pelayanan yang
tulus, serta peduli member perhatian kepada masyarakat dan tidak membeda-
bedakan (diskriminatif) sehingga dapat member kepuasan bagi masyarakat
yang melakukan pelayanan. Dari ketiga indikator tersebut dinilai sudah
memberikan pelayanan yang baik sehingga memberikan kepuasan dan
kenyamanan bagi masyarakat melakukan pelayanan. Responsiveness (daya
tanggap) bahwa pegawai sudah menunjukkan sikap yang cukup baik kepada
masyarakat namun ketanggapan pegawai terhadap masyarakat masih perlu
diperbaiki dari dimensi Assurance (Jaminan) pegawai dalam melayani
masyarakat terkait dengan jaminan tepat waktu perlu diperbaiki agar
masyarakat bisa mengambil berkas yang diurus sesuai waktu yang ditentukan.

Kata kunci: kualitas pelayanan, administrasi kependudukan
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ABSTRACT

Fatima Mariana Molo, NPM 22170138, Thesis with the title "Population
Administration Services in Fafinesu Village, Insana Fafinesu District, North
Central Timor Regency”. Supervised by Mr. Fidelis Atanus, S.Fil.M.Si and
Mr. Agustinus Longa Tiza, S.Sos., M.AP. The problems of this research are;
How are Population Administration Services in Fafinesu Village, Insana
Fafinesu District, North Central Timor Regency? And the purpose of this
assessment is; to analyze and describe the Population Administration
Service of Fafinesu Village, Insana Fafinesu District, North Central Timor
Regency. This study uses a qualitative method. The results of the research
on the quality of population administration services which consist of 5
indicators, namely related to tangible dimensions (physical evidence),
Reliability (Reliability), Responsiveness (Responsiveness), Assurance
(Guarantee), and finally Empathy (Empathy), the conclusions can be drawn
as follows: Tangible (physical evidence), adequate service support facilities
such as the Reality (reliability) dimension of Empathy, which has shown
good service quality, namely by providing sincere services, and caring about
paying attention to the community and not discriminating (discriminatory).
so that it can provide satisfaction for the community who perform services.
From the three indicators, it is considered that they have provided good
service so as to provide satisfaction and comfort for the community in
providing services. Responsiveness (responsiveness) that employees have
shown a fairly good attitude to the community but the responsiveness of
employees to the community still needs to be improved from the dimension
of Assurance (Guarantee) employees in serving the community related to
timely guarantees need to be improved so that the community can take the
files that are taken care of in a timely manner determined.

Keywords: service quality, population administration, reliability
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