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SUMMARY

Melia Febriana, 2022, Quality of Population Administration Services in
Improving Community Satisfaction (Study at the Wage Village Office, Taman
District, Sidoarjo Regency)

Problems in managing the making of letters at the Wage Village Office,
Taman District, Sidoarjo Regency experienced many pros and cons regarding the
services provided, because the services provided to the community were still said to
be not in accordance with the quality of service in increasing community satisfaction
regarding the procedure for completing the letter-making and service office
employees. don't really understand how to operationalize letter submissions through
the online system using Sipraja. This causes the low quality of services provided to
the community.

The objectives of this study are: (1) To determine the quality of population
administration services at the Wage Village Office in increasing community
satisfaction, (2) To determine the supporting factors and obstacles to the
implementation of services at the Wage Village Office.

The data collection method used in this study is a qualitative research
method with a descriptive approach method, then the resulting data is descriptive.
Descriptive data, namely written and spoken words that have been observed, are
then taken to form a conclusion about the meaning of the issue.

The results showed that the quality of service in the field of administration
which was held at the Wage Village Office, Taman District, Sidoarjo Regency had
provided quite optimal performance results, with increasing quality service again it
would result in community satisfaction.

Keywords: Administrative Services, Service Quality, Community Satisfaction.



RINGKASAN

Melia Febriana, 2022, Kualitas Pelayanan Administrasi Kependudukan dalam
Meningkatkan Kepuasan Masyarakat (Studi pada Kantor Desa Wage
Kecamatan Taman Kabupaten Sidoarjo)

Permasalahan dalam pengurusan pembuatan surat di Kantor Desa Wage
Kecamatan Taman Kabupaten Sidoarjo banyak mengalami pro dan kontra mengenai
pelayanan yang diselenggarakan, dikarenakan pelayanan yang diberikan kepada
masyarakat masih dikatakan belum sesuai dengan kualitas pelayanan dalam
meningkatkan kepuasan masyarakat mengenai prosedur penyelesaian pembuatan
surat dan pihak pegawai kantor pelayanan belum paham betul cara
mengoperasionalkan pengajuan surat melalui sistem online menggunakan Sipraja.
Hal ini menyebabkan terjadinya rendahnya kualitas pelayanan yang diberikan
kepada masyarakat.

Tujuan dari penelitian ini adalah : (1) Untuk mengetahui Kualitas pelayanan
administrasi kependudukan di Kantor Desa Wage dalam meningkakan kepuasan
masyarakat, (2) Untuk mengetahui Faktor pendukung dan penghambat pelaksanaan
pelayanan di Kantor Desa Wage.

Metode pengumpulan data yang digunakan dalam penelitian ini adalah
metode jenis penelitian kualitatif dengan metode pendekatan deskriptif, kemudian
dihasilkan berupa data deskriptif. Data deskriptif yakni kata-kata tertulis maupun
lisan yang telah diamati, selanjutnya diambil menjadi satu kesimpulan makna atas
isu tersebut.

Hasil penelitian menunjukan bahwa kualitas pelayanan dibidang
administrasi yang diselenggarakan di Kantor Desa Wage Kecamatan Taman
Kabupaten Sidoarjo telah memberikan hasil kinerja yang cukup optimal, dengan
ditingkatkannya lagi pelayanan yang berkualitas maka akan menghasilkan kepuasan
masyarakat.

Kata Kunci : Pelayanan Administrasi, Kualitas Pelayanan, Kepuasan Masyarakat.
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