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ABSTRAK 

META YULIANA, NPM. 18120055 “Kualitas Pelayanan Publik Bidang Administrasi 

Kependudukan pada Kantor Kecamatan Pulau Laut Utara Kabupaten Kotabaru”. 

Bimbingan Ibu Sitna Hajar Nalawat sebagai Pembimbing Utama dan Ibu Fika Fibriyanita 

sebagai Co-Pembimbing. Penelitian ini dilatarbelakangi oleh masih banyaknya keluhan 

masalah administrasi dan pengaduan dari masyarakat secara langsung, serta masih kurangnya 

kenyamanan yang diberikan dalam pemberian pelayanan pada Kecamatan Pulau Laut Utara 

Kabupaten Kotabaru. Oleh karena itu peneliti mengangkat masalah bagaimana Kualitas 

Pelayanan Administrasi. Tujuan penelitian adalah untuk mengetahui kualitas pelayanan pada 

bidang administrasi kependudukan di Kantor Kecamatan Pulau Laut Utara Kabupaten 

Kotabaru. Metode penelitian ini menggunakan pendekatan kualitatif. Adapun teknik 

pengumpulan data yaitu dengan metode observasi, wawancara, dan dokumentasi. Hasil 

penelitian kualitas pelayanan bidang administrasi kependudukan di Kantor Kecamatan Pulau 

Laut Utara Kabupaten Kotabaru dapat disimpulkan sudah menerapkan dari 5 dimensi  yaitu 

Tangibel, Realibility, Responsiviness, Assurance Dan Emphaty beserta indikatornya. Namun 

ada beberapa indikator yang belum sesuai dengan keinginan masyarakat dan harus diperbaiki 
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ABSTRACT 

META YULIANA, NPM. 18120055 "Quality of Public Service in the Field of Population 

Administration at the North Laut Island District Office, Kotabaru Regency". Guidance by Mrs. 

Sitna Hajar Nalawat as Main Advisor and Ms. Fika Fibriyanita as Co-Supervisor. This research 

is motivated by the many complaints of administrative problems and complaints from the 

public directly, as well as the lack of comfort provided in the provision of services in Pulau 

Laut Utara District, Kotabaru Regency. Therefore, the researcher raised the issue of how the 

quality of administrative services is. The purpose of the study was to determine the quality of 

service in the field of population administration at the North Laut Island District Office, 

Kotabaru Regency. This research method uses a qualitative approach. The data collection 

techniques are the methods of observation, interviews, and documentation. The results of 

research on service quality in the field of population administration at the North Laut Island 

District Office, Kotabaru Regency can be concluded that it has implemented 5 dimensions, 

namely Tangibel, Realibility, Responsiviness, Assurance and Empathy along with their 

indicators. However, there are some indicators that are not in accordance with the wishes of 

the community and must be improved 
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