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ABSTRAK 

Aspiyah. Optimalisasi Peran Kepegawaian Dalam Menjalankan Pelayanan Prima Pada Kantor Kelurahan 

Sungai Miai Kota Banjarmasin. 

 
Tujuan penelitian ini yaitu untuk mengetahui kualitas pelayanan prima di Kantor Kelurahan 

Sungai Miai Utara, serta untuk mengetahui bagaimana optimalisasi peran kepegawaian dalam 

menjalankan aktivitas pelayanan prima tersebut. Selain itu untuk mengetahui tingkat Kepuasan 

Masyarakat terhadap palayanan di Kantor Kelurahan Sungai Miai Utara. Serta untuk mengetahui 
hubungan kualitas pelayanan dengan tingkat kepuasan masyarakat terhadap optimalisasi 

kepegawaian Kantor Kelurahan Sungai Miai Utara.Metode penelitian ini menggunakan 

pendekatan kualitatif dengan jenis penelitian kualitataif deskriptif data dikumpulkan dengan 
Wawancara, Observasi, dan Dokumentasi kepada pegawai dan masyarakat dengan menggunakan 

teori Optimalisasi Kinerja pegawai  dan Pelayanan Prima. Sampel ditentukan dengan 

menggunakan Teknik sampling  purposive. Adapun analisis data menggunakan reduksi data, 
penyajian data, dan penarikan kesimpulan. Hasil penelitian menunjukan bahwa optimalisasi 

kinerja pegawai terhadap pelayanan prima pada Kantor Kelurahan Sungai Miai sudah berjalan 

dengan baik, dan saat pelaksanaan pelayanannya pun sudah tergolong cukup optimal serta sudah 

adanya layanan via online melalui whatapp untuk mempermudah masyarakat. 
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ABSTRACT 

 

Aspiyah. Optimizing the Role of Personnel in Carrying Out Excellent Service at the Sungai Miai Village 

Office, Banjarmasin City.  
 

The purpose of this study is to determine the quality of excellent service at the Sungai Miai Utara 

Village Office, and to find out how to optimize the role of staffing in carrying out these excellent 
service activities. In addition to knowing the level of community satisfaction with services at the 

Sungai Miai Utara Village Office. As well as to determine the relationship between service 

quality and the level of community satisfaction in optimizing the staffing of the Sungai Miai Utara 
Village Office. This research method uses a qualitative approach with descriptive qualitative 

research. Data is collected by interviews, observations, and documentation of employees and the 

public using the theory of employee performance optimization and excellent service. The sample 

was determined using a purposive sampling technique. As for data analysis using data reduction, 
data presentation, and drawing conclusions. The results showed that optimizing employee 

performance for excellent service at the Sungai Miai Village Office was going well, and when the 

service was implemented it was quite optimal and there was already online service via WhatsApp 
to make it easier for the community. 
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