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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis peningkatan pelayanan public 

dalam pemenuhan dokumen administrasi kependudukan di Desa Wonodadi, 

Kecamatan Ngrayun, Kabupaten Ponorpgo. Metode yang digunakan adalah 

penelitian kualitatif deskriptif dengan teknik pengumpulan data berupa observasi, 

wawancara dan dokumentasi. Analisis yang dilakukan menggunakan pendekatan 

teori Pelayanan Prima (SERVQUAL) yang meliputi dimensi tangibles, reliability, 

responsiveness, assurance dan empathy. 

Hasil penelitian menunjukkan bahwa pelayanan public di DEsa Wonodasi 

secara umum telah berjalan sesuai prosedur, dengan alur pelayanan yang sederhana 

dan mudah dipahami oleh masyarakat. Petugas menunjukkan sikap ramah dan 

empati, serta menerapkan layanan jemput bola bagi kelompok rentan. Namun, 

masih terdapat kendala seperti keterlambatan pelayanan, keterbatasan sarana 

prasarana, minimnya tenaga kerja kompeten, dan rendahnya disiplin kerja. 

Pemanfaatan teknologi informasi seperti SIAK dan media sosial sudah dilakukan, 

tetapi belum optimal dalam membentuk system pelayanan digital yang efisien. 

Tingkat kepuasan masyarakat pun bervariasi, tergantung pada kecepatan dan 

keterbukaan informasi pelayanan. 

Penelitian ini menyimpulkan bahwa peningkatan kualitas pelayanan di Desa 

Wonodadi telah menunjukkan arah yang positif, namun memerlukan strategi 

berkelanjutan seperti pelatihan SDM, optimalisasi teknologi, serta penguatan 

monitoring dan evaluasi agar pelayanan lebih efektif, responsive, dan sesuai 

harapan masyarakat.  

Kata Kunci: Pelayanan publik, administrasi kependudukan,SERVQUAL 
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ABSTRACT 

 

This research aims to analyze the improvement of public services in fulfilling 

population administrative documents in Wonodadi Village, Ngrayun Sub-district, 

Ponorogo Regency. The method used is descriptive qualitative research with data 

collection techniques in the form of observation, interviews, and documentation. 

The analysis was conducted using the Excellent Service (SERVQUAL) theory 

approach, which includes the dimensions of tangibles, reliability, responsiveness, 

assurance, and empathy. 

The results of the study show that public services in Wonodadi Village, in 

general, have been carried out in accordance with procedures, with a simple 

service flow that is easy for the community to understand. The officers demonstrate 

friendliness and empathy, and also implement a proactive service approach for 

vulnerable groups. However, there are still obstacles such as service delays, limited 

facilities and infrastructure, a lack of competent personnel, and low work 

discipline. The use of information technology, such as SIAK and social media, has 

been implemented, but it is not yet optimal in building an efficient digital service 

system. Community satisfaction levels also vary, depending on the speed and 

transparency of service information. 

This research concludes that the improvement of service quality in Wonodadi 

Village has shown a positive direction, but requires sustainable strategies such as 

human resource training, technology optimization, and strengthening monitoring 

and evaluation.  

Keywords: Public service, population administration, SERVQUAL 
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