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Abstract

This study aims to determine the quality of administrative services and the factors that impede administrative
services at the Kumai Hilir Village Office, Kumai District, West Kotawaringin Regency. The research method
uses a qualitative approach with a qualitative descriptive research type. Data were collected by interviewing
the Head of public services for the Kumai Hilir Sub-District, the Secretary for the Kumai Hilir Sub-District,
and the Community who were or had carried out administrative services at the Kumai Hilir Sub-District
Office, totaling 3 people. Data analysis was carried out in a qualitative descriptive manner. The results of the
study show that administrative services in the Kumai Hilir Village Office, Kumai District, West Kotawaringin
Regency are seen from 5 dimensions: Tangible, Reliability, Responsiveness, Assurance and Empathy quality,
but not optimal. During the research, it was found that the inhibiting factors for the quality of administrative
services were: 1) The apparatus was often not present during working hours; 2) Lack of facilities or tools
owned.
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Abstrak

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan administrasi dan faktor-faktor penghambat
pelayanan administrasi di Kantor Desa Kumai Hilir Kecamatan Kumai Kabupaten Kotawaringin Barat.
Metode penelitian menggunakan pendekatan kualitatif dengan jenis penelitian deskriptif kualitatif.
Pengumpulan data dilakukan dengan wawancara kepada Kepala Pelayanan Publik Kecamatan Kumai Hilir,
Sekretaris Kecamatan Kumai Hilir, dan Masyarakat yang sedang atau pernah melakukan pelayanan
administrasi di Kantor Kecamatan Kumai Hilir yang berjumlah 3 orang. rakyat. Analisis data dilakukan
secara deskriptif kualitatif. Hasil penelitian menunjukkan pelayanan administrasi di Kantor Desa Kumai Hilir
Kecamatan Kumai Kabupaten Kotawaringin Barat dilihat dari 5 dimensi yaitu Tangible, Reliability,
Responsiveness, Assurance dan Empathy berkualitas, namun belum maksimal. Dalam penelitian ditemukan
bahwa faktor penghambat kualitas pelayanan administrasi adalah: 1) Seringnya aparat tidak hadir pada jam
kerja; 2) Kurangnya fasilitas atau alat yang dimiliki.
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