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ABSTRAK 

Tujuan dilakukan penelitian ini adalah untuk mengetahui dan mendeskripsikan 

kinerja pelayanan administrasi di Disdukcapil Kota Samarinda serta mengetahui 

dan mendeskripsikan faktor pendukung dan faktor penghambat dalam kinerja 

pelayanan administrasi di Disdukcapil Kota Samarinda. Data dianalisis secara 

deskriptif. Hasil penelitian menunjukkan bahwa Kinerja pelayanan administrasi 

di Disdukcapil Kota Samarinda diketahui dari beberapa hal. Pertama 

produktivitas, di mana setiap hari selalu ada masyarakat yang melakukan 

pengurusan administrasi kependudukan di Disdukcapil Kota Samarinda. Pihak 

Disdukcapil Samarinda berkomitmen penuh agar pihaknya menyelesaikan 

pelayanan sesuai dengan jatuh tempo yang ada. Kedua kualitas pelayanan di 

mana pihak Disdukcapil Kota Samarinda berupaya penuh agar pihaknya dalam 

memberikan pelayanan yang berkualitas kepada masyarakat. Pelayanan 

administrasi kependudukan Disdukcapil Kota Samarinda masuk dalam great 

kategori sangat baik. Hal tersebut berdasarkan penilaian dari pemerintah pusat. 

Ketiga responsivitas, di mana masyarakat Kota Samarinda memberikan respon 

positif pada pelayanan administrasi yang ada di Disdukcapil Kota Samarinda. 

Keempat, resonsibilitas di mana pelayanan administrasi kependudukan di 

Disdukcapil Kota Samarinda dilakukan sesuai dengan asas pelayanan publik 

yang terdiri dari transparansi, akuntabilitas, kondisional, partisipatif, kesamaan 

hak, serta keseimbangan hak dan kewajiban. Kelima akuntabilitas, di mana 

pelayanan administrasi kependudukan di Disdukcapil Kota Samarinda mengacu 

pada Keputusan Kepala Dinas Kependudukan dan Pencatatan Sipil Kota 

Samarinda Nomor 470/13.b/100.16 tentang Penetapan Standar Pelayanan Pada 

Jenis Pelayanan Dinas Kependudukan dan Pencatatan Sipil Kota Samarinda. 

Kebijakan tersebut dianggap konsisten. Hasil penelitian juga menunjukkan 

bahwa faktor pendukung dalam kinerja pelayanan administrasi di Disdukcapil 

Kota Samarinda yaitu adanya respon dari masyarakat untuk mengurus 

pelayanan administrasi di Disdukcapil Kota Samarinda. Sedangkan faktor 

penghambat dalam kinerja pelayanan administrasi di Disdukcapil Kota 

Samarinda terdiri dari adanya jam buka pelayanan yang tidak sesuai dengan jam 

pelayanan yang ada. 

 

Kata kunci: Kinerja, Pelayanan, Administrasi 
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ABSTRACT 

The purpose of this study is to find out and describe the performance of 

administrative services in the Samarinda City Disdukcapil and find out and 

describe the supporting factors and inhibiting factors in the performance of 

administrative services in the Samarinda City Disdukcapil. Data were analyzed 

descriptively. The results showed that the performance of administrative 

services in the Samarinda City Population Office was known from several 

things. First, productivity, where every day there are always people who 

manage population administration in the Samarinda City Population Office. 

The Samarinda Disdukcapil is fully committed so that it completes the service 

in accordance with the existing tempo. The second is the quality of service where 

the Samarinda City Disdukcapil makes full efforts so that it provides quality 

services to the community. The population administration services of the 

Samarinda City Population Office are included in the great category of excellent. 

This is based on an assessment from the central government. The third is 

responsiveness, where the people of Samarinda City give a positive response to 

the administrative services in the Samarinda City Disdukcapil. Fourth, 

ressonability in which population administration services in the Samarinda City 

Population Office are carried out in accordance with the principles of public 

service consisting of transparency, accountability, conditional, participatory, 

equal rights, and a balance of rights and obligations. The fifth is accountability, 

where the population administration service in the Samarinda City Population 

Office refers to the Decree of the Head of the Samarinda City Population and 

Civil Registration Service Number 470/13.b/100.16 concerning the 

Establishment of Service Standards on the Types of Services of the Samarinda 

City Population and Civil Registration Service. The policy is considered 

consistent. The results of the study also showed that the supporting factor in the 

performance of administrative services in the Samarinda City Disdukcapil was 

the response from the community to take care of administrative services in the 

Samarinda City Disdukcapil. Meanwhile, the inhibiting factor in the 

performance of administrative services in the Samarinda City Population Office 

consists of the opening hours of services that are not in accordance with the 

existing service hours. 

Keywords: Performance, Service, Administration 
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