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ABSTRACT 

 

Tujuan penelitian ini yaitu untuk mengetahui, mendeskripsikan, dan 

meganalisis pelayanan akta kelahiran di Dinas Kependudukan dan Pencatatan 

Sipil Kabupaten Barito Utara. Penelitian ini merupakan penelitian Kualitatif 

dengan pendekatan deskriptif. Teknik pengumpulan data dalam penelitian ini 

menggunakan teknik observasi, wawancara, dan dokumentasi. tujuan penelitian 

ini adalah untuk mengetahui pelayanan akta kelahiran di Dinas Kependudukan 

dan Pencatatan Sipil Kabupaten Barito Utara serta mengetahui faktor penghambat 

dan pendukung pelayanan akta kelahiran. Infroman dalam penelitian ini adalah 

kepala bidang pencatatan sipil kabupaten barito utara, Operator Akta Kelahiran, 

serta masyarakat yang melakukan pelayanan akta kelahiran. Analisis data 

menggunakan Model Miles and Huberman. 

Hasil penelitian ini menunjukan bahwa pelayanan akta kelahiran di Dinas 

kependudukan dan Pencatatan Sipil Kabupatem Barito Utara sudah cukup baik 

dari segi memberikan pelayanan kepada masyarakat. Hal ini dilihat dari 

Reliability, Responsiveness, Assurance, Empathy, Tangible. Para pegawai sudah 

cukup handal serta tanggap dalam memberikan pelayanan kepada masyarakat 

yang kurang memahami pelayanan. Bukan hanya itu saja, jaminan bahwa 

pelayanan akta kelahiran tersebut gratis tidak dikenakan biaya. Empati para 

pegawai dalam menghadapi keluhan masyarakat dan tidak membedakn 

masyarakat yang melakukan pelayanan. Serta saran dan prasarana yang 

mendukung jalannya pelayanan Akta Kelahiran yang baik. 

Kata Kunci: Pelayanan, Pelayanan Publik, Akta Kelahiran, Reliability, 

Responsiveness, Assurance, Empathy, Tangible 
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ABSTRACT 

The purpose of this research is to identify, describe, and analyze birth 

certificate services at the Department of Population and Civil Registration of 

North Barito Regency. This research is a qualitative research with a descriptive 

approach. Data collection techniques in this study used observation, interview, 

and documentation techniques. The purpose of this study was to determine birth 

certificate services at the Department of Population and Civil Registration of 

North Barito Regency and to find out the inhibiting and supporting factors for 

birth certificate services. The informants in this study were the heads of the civil 

registration division of Barito Utara district, birth certificate operators, and the 

people who provide birth certificate services. Data analysis uses the Miles and 

Huberman Model. 

The results of this study indicate that birth certificate services at the 

Department of Population and Civil Registration of North Barito Regency are 

quite good in terms of providing services to the community. This is seen from 

Reliability, Responsiveness, Assurance, Empathy, Tangible. The employees are 

quite reliable and responsive in providing services to people who do not 

understand service. Not only that, the guarantee that the birth certificate service is 

free is free of charge. Empathy of employees in dealing with public complaints 

and does not discriminate between people who provide services. As well as 

suggestions and infrastructure that support the proper delivery of Birth Certificate 

services. 

Keywords: Service, Public Service, Birth Certificate, Reliability, 

Responsiveness, Assurance, Empathy, Tangible 
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