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ABSTRAK 

Rahmawaati A,2019. Kualitas Kinerja Pegawai Dalam Memberikan 

Pelayanan Publik Di Kantor Desa Dadapan 

Kecamatan Solokuro Kabupaten Lamongan, 

Universitas 17 Agustus 1945 Surabaya pembimbing 

l : Dr. Achluddin Ibnu Rochim,SH.,M.Si pembimbing 

ll Dida Rahmadanik, S.AP,.M.AP 

Tujuan penelitian ini adalah untuk mengetahui dan 

menganalisis kualitas kinerja pegawai dalam memberikan pelayanan 

di Desa Dadapan. karena ingin kualitas kerja perangkat di instansi 

Dadapan saat memberikan pelayanan publik ke rakyat. Karena 

dilihat dari kondisinya di Kantor Desa Dadapan masih ada hambatan 

untuk mecapai kualitas kinerja pegawai, ada beberapa permasalahan 

yang belum terselesaikan. Dalam penelitian ini Peneliti mengunakan 

metode kualitatif deskriptif untuk memudahakan peneliti 

mendapatkan data yang objektif dan melihat bagaimana proses 

kinerja pegawai dalam memberikan pelayanan publik kepada 

masyarakat. 

Kualitas kinerja pegawai sudah berkualitas hal ini terdapat di 

elemen potensi diri karena dilihat dari hasil penelitian pegawai di 

kantor Desa Dadapan kebanyakan kemampuan sudah lulus S1 

dimana pegawai tersebut diberikan tangung jawab sesuai dengan 

kemapuan masing-masing individu, dan untuk pegawai desa yang 

sudah berumur tidak paham IT masih bisa diatasi dengan baik. 

Sedangakan untuk elemen proses kerja pegawai di Kantor Desa 

Dadapan sudah berkualitas hal ini dikarenakan dilihat dari hasil 

wawancara mengenai surat pengantar pembuatan KTP masyarakat 

mengatakan pelayanan yang diberikan saat itu sudah baik dalam segi 

memberikan penjelasan mudah difahami oleh masyarakat. Adapun 

elemen Atusiasme yang menyatakan bawah pegawai di Kantor Desa 

Dadapan juga berkualitas karena pegawai yang memiliki semangat 



 

lebih dalam menjalakan pekerjaan sebagai abdi negara yang 

meberikan pelayanan terbaik kepada masyarakat dan dalam tahap 

atusiasme kepala desa dadapan juga selalu melakukan evaluasi 

kepada pegawainya. Dan tahap elemen hasil kerja optimal yang 

menyatakan pegawai Dikantor Desa Dadapan hasil kerja nya belum 

optimal karena terkendala oleh sarana dan prasarana. 

 
Kata kunci: kinerja, pegawai, kualitas pelayanan publik, Hasil 

kerja, potensi diri, antusiasme, proses kerja 



 

ABSTRACT 

Rahmawaati A, 2019. The Quality of Employees in Providing Public 

Services at the Dadapan Village Office, Solokuro District, 

Lamongan Regency, Universitas 17 Agustus 1945 Surabaya 

mentor l: Dr. Achluddin Ibnu Rochim,SH.,M.Si mentor ll Dida 

Rahmadanik, S.AP,.M.AP 

The purpose of this study was to determibe and analyze the 

quality of employee performance in providing services in Dadapan 

Village. because they want the quality of work of the apparatus in the 

Dadapan agency when providing public services to the people. 

Because judging from the conditions at the Dadapan Village Office 

there are still obstacles to achieving quality employee performance, 

there are a number of unresolved problems. In this study, 

researchers used descriptive qualitative methods to make it easier 

for researchers to obtain objective data and see how the process of 

employee performance in providing public services to the 

community. Based on the results of the research description and 

discussion described in the previous chapter, the quality of employee 

performance in providing services to the community uses Hasibuan's 

theory 2008: 95 in (Hutauruk, Sutradjo, and Hadya 2021) and the 

results are qualified village employees 

The quality of employee performance is of high quality, this 

is contained in the element of self-potential because it can be seen 

from the results of research on employees at the Dadapan Village 

office, most of the abilities have graduated S1 where the employee 

is given responsibility according to the abilities of each individual, and 

for village employees who are old they don't understand It's still 

manageable. Whereas the elements of the employee work process 

at the Dadapan Village Office are of high quality, this is because the 



work process. both in terms of providing an explanation of the 

conditions described are all well explained and easily understood by 

the public. And employees at the Village Office say for themselves 



 

that the services provided to the community are in accordance with 

what the community needs. In terms of clarification, when the 

researcher went to the field to see the existing SOP flow, according 

to the researcher, the flow was indeed easy to understand. So you 

can say that the work processes of employees at the Dadapan Village 

Office are of high quality. The enthusiasm element states that 

employees at the Dadapan Village Office are also qualified because 

employees who have more enthusiasm in carrying out work as 

servants of the state provide the best service to the community and 

in the enthusiasm stage, the Dadapan village head also always 

evaluates his employees so that they can measure the extent of 

advertising. what can be done, and what mistakes should be 

corrected in the future are all evaluated by the village head. And the 

element stage of optimal work results which states that the Dadapan 

Village Office employees have not optimal work results because they 

are constrained by facilities and infrastructure. 

Keywords: performance, employees, quality of public services, 

work results, self-potential, enthusiasm, work proces 
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