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ABSTRAK 

Judul penelitian ini adalah “Peningkatan Kualitas Pelayanan Publik di Kelurahan 

Cengkareng Timur “. Hal ini dipilih karena Pelayanan publik secara keseluruhan 

masih menunjukkan kinerja yang kurang optimal dalam memenuhi kewajiban dan 

tanggung jawabnya, khususnya dalam memberikan pelayanan kember pada 

masyarakat. Penelitian ini menggunakan motede deskriptif dengan pendekatan 

kualitatif. Sumber data yang diperoleh melalui studi pustaka dan studi lapangan 

berupa wawancara dan observasi. Penelitian ini dilakukan di kelurahan cengkareng 

timur dan objek penelitiannya yaitu bagaiamanakah kualitas pelayanan public yang 

ada di kelurahan cengkareng timur. Data dianalisis dengan cara memilah data, 

kemudian data ditampilkan dan akhirnya disimpulkan sesuai dengan permasalahan 

penelitian. Hasil penelitian menunjukan bahwa kualitas pelayanan yang ada 

dikelurahan cengkareng timur sudah baik namun ada satu kekurangan dari 

pelayanan yang ada di kelurahan cengkareng timur yaitu hasil pencetakan E-KTP 

waktu penyelesaiian nya masih terbilang cukup lama dan Upaya peningkatan 

kualitas pelayanan yang ada di kelurahan cengkareng timur dengan memanfaatkan 

Teknologi berupa pelayanan secara online. Kesimpulan yang dapat diperoleh dari 

penelitian ini adalah pelayanan publik di kantor kelurahan cengkareng timur sudah 

sesuai standar pelayanan menurut Peraturan Menteri Pendayagunaan Aparatur 

Negara Dan Reformasi Birokrasi Republik Indonesia Nomor 15 Tahun 2014 dan 

kualitas pelayanan publik di kantor kelurahan cengkareng timur sudah baik dengan 

memenuhi setiap dimensi indikator kualitas pelayanan publi yang baik serta dan 

kantor kelurahan cengkareng timur berupaya meningkatkan kualitas pelayanan 

public dengan cara membuat website pelayanan secara online. 

 

Kata Kunci  : Pelayanan Publik, Kualitas Pelayanan Publik, Peningkatan 

Kualitas Pelayanan  
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ABSTRACT 

The title of this research is "Improving the Quality of Community Services in 

Cengkareng Timur Village". This was chosen because public services as a whole 

are still showing less than optimal performance in fulfilling their obligations and 

responsibilities, especially in providing twinning services to the community. This 

study uses a descriptive method with a qualitative approach. Sources of data 

obtained through literature and field studies in the form of interviews and 

observations. This research was conducted in the Cengkareng Timur subdistrict and 

the object of the research was how is the quality of public services in the 

Cengkareng Timur subdistrict. The data were analyzed by sorting the data, then the 

data was displayed and finally concluded according to the research problem. The 

results showed that the quality of service in the Cengkareng Timur sub-district was 

good, but there was one drawback of the service in the Cengkareng Timur sub-

district, namely the results of printing the E-KTP, the completion time was still 

quite long and efforts to improve the quality of services in the Cengkareng Timur 

sub-district by utilizing technology in the form of online services. The conclusion 

that can be obtained from this study is that public services at the Cengkareng Timur 

sub-district office are in accordance with service standards according to the 

Regulation of the Minister of Administrative Reform and Bureaucratic Reform of 

the Republic of Indonesia Number 15 of 2014 and the quality of public services at 

the Cengkareng Timur sub-district office is good by fulfilling each dimension 

indicator. good public quality and the Cengkareng Timur sub-district office is trying 

to improve the quality of public services by creating an online service website. 

 

Keywords: Public Service, Public Service Quality, Service Quality Improvement 

 

  



ix 
 

DAFTAR ISI 

 

LEMBAR PERSETUJUAN ................................................................................................ i 

LEMBAR PENGESAHAN ................................................................................................ ii 

MOTTO DAN PERSEMBAHAN ..................................................................................... iii 

SURAT PERNYATAAN .................................................................................................. iv 

KATA PENGANTAR ........................................................................................................ v 

ABSTRAK ........................................................................................................................ vii 

ABSTRACT ..................................................................................................................... viii 

DAFTAR ISI ...................................................................................................................... ix 

DAFTAR TABEL .............................................................................................................. xi 

DAFTAR LAMPIRAN ..................................................................................................... xii 

BAB I .................................................................................................................................. 1 

PENDAHULUAN .............................................................................................................. 1 

1.1 Latar Belakang .......................................................................................................... 1 

1.2 Rumusan  Masalah .................................................................................................... 3 

1.3 Fokus Penelitian ........................................................................................................ 4 

1.4 Tujuan Penelitian ...................................................................................................... 4 

1.5 Manfaat Penelitian .................................................................................................... 4 

1.5.1 Manfaat Individu ................................................................................................ 4 

1.5.2 Manfaat Praktis .................................................................................................. 5 

1.5.3 Manfaat Akademik ............................................................................................. 5 

BAB II ................................................................................................................................. 6 

TINJAUAN PUSTAKA ..................................................................................................... 6 

2.1 Landasan Al-quran atau Hadist ................................................................................. 6 

2.2 Penelitian Terdahulu ................................................................................................. 7 

2.3 Landasan Teori ........................................................................................................ 13 

2.3.1 Teori Peningkatan ............................................................................................ 13 

2.3.2 Teori Kualitas ................................................................................................... 14 

2.3.3 Pengertian pelayanan publik ............................................................................ 15 

2.3.4 Indikator kualitas pelayanan publik ................................................................. 16 

2.3.5 Standar Pelayanan Publik................................................................................. 18 

2.4 Kerangka Pemikiran ................................................................................................ 19 

BAB III ............................................................................................................................. 22 



x 
 

METODE PENELITIAN .................................................................................................. 22 

3.1 Deskripsi Objek Penelitian...................................................................................... 22 

3.1.1 Lokasi penelitian .............................................................................................. 22 

3.1.2 Waktu Penelitian .............................................................................................. 22 

3.2 Metode Penelitian ................................................................................................... 22 

3.3 Teknik Pengumpulan Data ...................................................................................... 23 

3.3.1 Data Primer ...................................................................................................... 24 

3.3.2 Data Sekunder .................................................................................................. 24 

3.4  Teknik Analisis Data .............................................................................................. 24 

3.5  Teknik Keabsahan Data ......................................................................................... 26 

BAB IV ............................................................................................................................. 28 

PEMBAHASAN DAN HASIL PENELITIAN ................................................................ 28 

4.1 Gambaran Umum Lokasi Penelitian ....................................................................... 28 

4.1.1 Sejarah Singkat ................................................................................................ 28 

4.1.2 Aspek Geografis ............................................................................................... 28 

4.1.3 Demografis ....................................................................................................... 29 

4.1.4 Sosial dan Budaya ............................................................................................ 30 

4.1.5 Topografi .......................................................................................................... 31 

4.1.6 Visi dan Misi .................................................................................................... 31 

4.1.7 Struktur Organisasi .......................................................................................... 32 

4.2  Deskripsi Hasil Penelitian ...................................................................................... 33 

4.2.1 Penerapan standar pelayanan di kelurahan cengkareng timur menurut Peraturan 

Menteri Pendayagunaan Aparatur Negara Dan Reformasi Birokrasi Republik 

Indonesia Nomor 15 Tahun 2014 .............................................................................. 33 

4.2.2 Kualitas Pelayanan Publik Di Kantor Kelurahan Cengkareng Timur .............. 41 

4.2.3 Upaya Peningkatan Kualitas Pelayanan di Kantor Kelurahan Cengkareng 

Timur 52 

BAB V .............................................................................................................................. 55 

KESIMPULAN DAN SARAN ......................................................................................... 55 

5.1 Kesimpulan ............................................................................................................. 55 

5.2 Saran ....................................................................................................................... 56 

DAFTAR PUSTAKA ....................................................................................................... 58 

 



xi 
 

DAFTAR TABEL 

 

Tabel 2. 2 Penelitian Terdahulu ........................................................................................ 10 

Tabel 2. 4 Kerangka Pemikiran ........................................................................................ 21 

Tabel 4 .1 .7 Struktur Organisasi Kelurahan Cengkareng Timur ..................................... 32 

 

  



xii 
 

DAFTAR LAMPIRAN 

 

Lampiran  1 : Surat izin Penelitian.................................................................................... 60 

Lampiran  2 : Surat Keterangan Penelitian ....................................................................... 61 

Lampiran  3 : Pedoman Wawancara ................................................................................. 62 

Lampiran  4 : Transkrip Wawancara ................................................................................. 67 

Lampiran  5 : Dokumentasi ............................................................................................... 93 

Lampiran  6 S: Peta Lokasi ............................................................................................... 97 

Lampiran  7 : Kartu Konsultasi Bimbingan Skripsi .......................................................... 98 

Lampiran  8 : CV ............................................................................................................ 100 


