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ABSTRAK 

Penelitian ini berkaitan dengan kualitas pelayanan administrasi pernikahan di Kantor Urusan 

Agama Kecamatan Landasan Ulin. Masalah yang diteliti adalah Bagaimana Kualitas Pelayanan 

Administrasi yang ada di KUA, serta faktor kendala dalam Kualitas Pelayanan Adminstrasi. 

Metode penelitian menggunakan pendekatan kualitatif tipe deskriptif. Teknik pengumpulan data 

melalui wawancara, observasi dan kepustakaan. Analisis data menggunakan tiga alur kegiatan 

yang terjadi secara bersamaan yaitu reduksi data, peyajian data, dan penarikan kesimpulan. 

Hasil penelitian ini menunjukan bahwa Kualitas Pelayanan Administrasi Pernikahan Kantor 

Urusan Agama Kecamatan Landasan Ulin sudah berjalan dengan baik, berdasarkan tolak ukur teori 

konsep kualitas pelayanan publik dari Zeithaml, Parasuraman dan Berry (dalam Abror 2021) ada 

5 (lima) indikator yaitu Berwujud, Keandalan, Daya Tanggap, Jaminan, Empati. 

Kata Kunci: Kualitas Pelayanan Administrasi Pernikahan, Pelayanan Kantor Urusan 

Agama 

 

ABSTRACT 

This research is related to the quality of marriage administration services at the Office of Religious 

Affairs, Landasan Ulin District. The problem studied is how is the Quality of Administrative 

Services in KUA, as well as the constraints in the Quality of Administrative Services. The research 

method uses a qualitative descriptive type approach. Data collection techniques through 

interviews, observation and literature. Data analysis uses three streams of activities that occur 

simultaneously, namely data reduction, data presentation, and drawing conclusions. 

The results of this study indicate that the Service Quality of the Marriage Administration Office of 

Religious Affairs, Landasan Ulin District, has been going well, based on benchmarks of the 

concept theory of public service quality from Zeithaml, Parasuraman and Berry (in Abror 2021) 

there are 5 (five) indicators, Tangible, Reliability, Responsiveness, Assurance, Empathy. 
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