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PELAKSANAAN PRINSIP PELAYANAN PUBLIK DALAM GOOD
GOVERNANCE
(di Kelurahan Alai Kecamatan Ungar, Kabupaten Karimun)

Oleh

MUHAMMAD REZSKY DUNIAWAN
NIM: 180563201097

Abstrak

Penelitian ini adalah tentang pelaksanaan prinsip pelayanan publik dalam good
governance di kelurahan alai kecamatan ungar. Ada beberapa permasalahan yang
melatar belakangi peneliti dalam melakukan penelitian ini diantaranya adalah
belum terlaksananya pelayanan good governance. Tujuan penelitian ini adalah
untuk menjawab rumusan masalah tentang Bagaimana prinsip pelayanan publik
dalam good governance di kelurahan alai Kecamatan Ungar. Metode yang
digunakan dalam penelitian ini kualitatif. Instrument dalam penelitian ini
menggunakan teori A,Zeithaml, A,Parasuraman, dan leonard L.Berry, tangible,
realiability, responsiviness, assurance, empaty. Dengan indikator yang telah
ditentukan faktor penyebab rendahnya prinsif pelayanan publik dalam good
governance di kelurahan alai Kecamatan Ungar. kurang disiplinnya kerja dan
kurangnya SDM vyang ada di kelurahan Alai, hasil penelitian ini menunjukkan
prinsip-prinsip good governance, belum berjalan maksimal dimana terdapat
beberapa indikator yang belum diterapkan di kantor lurah alai kecamatan ungar. hal
ini dapat dilihat dari indikator (1) tangibles dimana kurangnya sarana-prasarana
membuat pelayanan tidak berjalan dengan biak, perlunya penambahan peralatan
seperti printer dan computer. (2) realiability hal ini kantor lurah alai kurangya sdm.
Ini membuat pelayanan kurang dan tidak mampu mengoperasikan peralatan secara
maksimal. (3) responsiviness pelayanan publik di kantor lurah alai suda melayani
secara baik dan cepat, (4) assurance pegawai kantor lurah alai sudah melakukan sop
yang semestinya, tetapi masih ada kurangya kejelasan tentang jangka waktu
peneyelesaian. (5) empaty pelayanan di kantor lurah alai sudah berjalan dengan
baik, pegawai yang ada di instansi tersebut sudah ramah dan sopan. Kesimpulan
dalam penelitian ini pelaksanaan prinsip pelayanan publik dalam good governance
di kelurahan alai sudah terlaksanakan, meskipun masih ada beberapa indikator yang
masih menjadi hambatan pelayanan di kelurahan alai kecamatan ungar, kabupaten
karimun.

Kanta kunci : Pelaksanaan, Responsif, Good governance



IMPLEMENTATION OF PUBLIC SERVICE PRINCIPLES IN GOOD
GOVERNANCE

(In Alai kelurahan Ungar District Kabupaten Karimun)

by

MUHAMMAD REZSKY DUNIAWAN
NIM: 180563201097

Abstract

This research is about the implementation of the principles of public service in good
governance in the sub-district of Alai Ungar. There are several problems behind
the researchers in conducting this research, including the lack of good governance
services. The purpose of this study was to answer the formulation of the problem
regarding the principles of public service in good governance in the Alai sub-
district, Ungar District. The method used in this research is qualitative. The
instrument in this study uses the theory A, Zeithaml, A, Parasuraman, and Leonard
L. Berry, tangible, reliability, responsiveness, assurance, empathy. With the
indicators that have been determined, the factors causing the low principle of public
service in good governance in the Alai sub-district, Ungar District. lack of work
discipline and lack of human resources in the Alai sub-district, the results of this
study show that the principles of good governance have not been running optimally
where there are several indicators that have not been implemented in the village
head office in the Ungar sub-district. this can be seen from indicators (1) tangibles
where the lack of infrastructure makes the service not run well, the need for
additional equipment such as printers and computers. (2) the reliability of this case
is that the lurah's office lacks SDM. This makes the service less and unable to
operate the equipment optimally. (3) the responsiveness of public services at the
ala village head office does not serve well and quickly, (4) the assurance that the
lurah’s office employees have carried out the proper SOP, but there is still a lack
of clarity about the completion period. (5) Empathy, the service at the Alai Lurah
office has gone well, the employees at the agency are friendly and polite. The
conclusion in this study is that the implementation of the principles of public service
in good governance in the Alai Village has been implemented, although there are
still some indicators that are still obstacles to service in the Alai Village, Ungar
Subdistrict, Karimun Regency.

Keywords: Implementation, Responsive, Good governance



DAFTAR ISI

HALAMAN SAMPUL (COVER).....cuiiiii e e, i
HALAMAN JUDUL SKRIPSL......oiiriseierieiese st sssssss s sessssesssss s ssssssessnes [
LEMBAR PERSEMBAHAN. . ccuiiiiiiitiiiiettttetattterasttesnnenananeanananns il
PERNYATAAN ORISINALITAS. ... i
PERSUTUJUAN SKRIPST UNTUK DIUJTANKAN.......ccoviiiiiiiiieeiiene, v
PENGESAHAN. ... e A%
KATA PENGANTAR. ... e e Vi
PERNYATAAN PERSETUJUAN PUBLIKASI KARYA ILMIAH.............. Vil
AB S T R A K L e 1X
DAFTAR ISL. .o e Xii
DAFTAR TABEL. ... e X1l
DAFTAR GAMBAR ...ttt bbbt e e Xiv
BAB 1 PENDAHULUAN. ..ottt sttt sne e enaeneas 1
L1 Latar DEIAKANG........ccoovoiciiii s 1
1.2 RUMUSAN MASAIAN ........c.ciiiii s 5
1.3 Tujuan Penelitian ........cooceiiieiiceceee et 5
1.4 Manfaat PENEIITIAN .........ccoviviiieieeee ettt 5
1.4.1. MaNTaat TEOKITIS.........ceiveieeieece ettt ettt sttt resbestenene s 5
1.4.2. Manfaat PrakiiS ..........ccooiiiiiiiiiie ettt sttt nane 5
BAB I TINJAUAN PUSTAKA ...ttt anaanaanens 6
2.1 Penelitian Terdahulu...............ooiiiiiiii e, 6
2.2 KEIANGKA TEON ....vvviiiciiiicieieis it 11
2.2.1 GOOA QOVEINANCE .......coeiveveieeiiieresierese et er s saeressetes s e e stese s sesnaresnerese s 11
2.2.2 Makna dan tujuan good gOVErNaNCE ..........ccccerervereereeerereeeeesrere e 13
2.2.3 Pelayanan publik.............ccoooiiiiiiiiiie e 14
2.2.4 RESPONSIVINESS .....veuvviriiiereiietiitesessetessesessstesessesessese s asessese s saesasaenessasessesessns 21
2.2.5 KEIUIANAN..........cooiiiiiccii et 25
2.3 kerangka pemiKiran. .. ........c.ooeiuiitiuiiitii i 28
2.4 DEfiNIST KONSEP....cviviviiiiiccice et 29
BAB Il METODE PENELITIAN .....oooiiiieiece e 32
3.1 Pendekatan penelitian............ccccceiiiiicieiiiiicicce e 32
3.2 Objek dan lokasi penelitian.............cccccevvviieciieiisccieseeee e, 32
3.1.1 Objek penelitian ..........cccovoeiieiii e 32
3.1.2 Lokasi PENElItiaNn .............cceiiiiiiciciisceee e 32
3.3 FOKUS PENEIILIAN ... 33
3.4 SUMDEE TALA ... 33
341 DAtA PIIMET ....viviiieieice ettt b et 33
3.4.2 Data SEKUNUET ... 34
3.5 Teknik Pengumpulan Data.............cccoeiiiiiiicciiccces e, 34

xi



35,1 OBSEIVAST .ottt e e e e e 34

3.5.2 WAWEANCAIE ...ttt bbb 35
3.5.3 DOKUMENTASI......c.vveviiiiiieieiees e 35
3.6 INFOIMAN.....oiii et 36
3.7 Teknik analiSis data .........ccccoveeeiiiieeiciceee e 36
3.7. 1 REAUKSE At ... 37
3.7.2 Penyajian data .........ccccoeoviveviiiiicicci e 37
3.7.3 Menarik KeSImpUIaN ...........cccoiiiiii e, 37
3.8 Jadwal PeNElitian.........ccccoiiieiiieice e 40
BAB IV HASIL DAN PEMBAHASAN........c.ooiie et 39
4.1 Objek dan Lokasi PENIILIAN ..., 39
4.1.1 Gambaran umum alai kecamatan Ungar .............ccccoeevveeiieri e, 39
4.1.2 Gambaran umum kelurahan alai kecamatan ungar .............cccoevvernnnnnne. 41
AL latar BElaKaNQ ..o, 41
B. Visi dan Misi kantor lurah alai kecmatan ungar ..., 44

C. Struktur organisasi dan data kerja ( SOTK) kelurahan alai kecamatan
1[0 | ST RP PR PP 45
4.2 HaSHl PENEIITIAN ..o 48
4.2.1 1dentitas INFOMMAN .........ooviiiiiieeee s a7
4.2.2 Pelaksanaan prinsip pelayanan publik dalam good governance................. 48
BAB YV PENUTUP.....cooiiiiiiie ettt ta e enans 68
5.1 KESIMPUIAN ...ttt 68
5.2 SAFAN ...ttt ettt h bRt bRt bRt ettt b e enen e 71
DAFTAR PUSTAKA ...ttt ettt nbe st aneaneenens 73
LAMPIRAN . . e e e 71
DAFTAR RIWAYAT HIDUP ... 90

xii



DAFTAR TABEL

Tabel 3. 1 informan penelitian ..........cccccevvieiieie i 36
Tabel 3. 2 jadwal Penelitian ..........ccoviiiiiiiiie s 33
Tabel 4.1 jumlah penduduk kelurahan alai......................cocooiiiiiiiins, 37
Tabel 4.2 kondisi sosial kelurahan alai...................cooii 37
Tabel 4.3 jumlah lurah berdasarkan jabatan......................... 38
Tabel 4.4 jumlah pegawai berdasarkan jenjang Pendidikan.......................... 42

xiii



DAFTAR GAMBAR

Gambar 1. 1 segitiga pelayanan publik ...

Gambar 1.2 kerangka pemikiran

Xiv



