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ABSTRAK 

 

KUALITAS PELAYANAN PUBLIK PADA MAL PELAYANAN PUBLIK 

NYAWIJI DI KABUPATEN NGANJUK  

Disusun Oleh : 

 

Safira Aulia Salma 

NPM. 18041010095 

 

Penelitian ini tentang Kualitas Pelayanan Publik di Mal Pelayanan Publik Nyawiji 

Kabupaten Nganjuk. MPP merupakan upaya pemerintah dalam meningkatkan 

kualitas dari layanan terpadu. Namun, pada kenyataannya pelayanan publik di 

MPP Nyawiji belum sepenuhnya berjalan baik dengan tujuan yang diinginkan 

karena masih banyaknya keluhan dan pengaduan dari masyarakat ke pemerintah. 

Tujuan penelitian ini untuk mengetahui kualitas pelayanan publik di MPP Nyawiji 

Kabupaten Nganjuk. Penelitian ini menggunakan metode deskriptif kualitatif.
 

hasil penelitian kualitas pelayan publik di MPP Nyawiji Kabupaten Nganjuk 

berkualitas baik dengan ditunjukkan: 1) self-esteem, cukup baik dikarenakan 

terbatasnya jumlah pegawai dan belum terintegrasinya pelayanan MPP Nyawiji. 

2) exeed expectation, kualitas pelayanan MPP baik dikarenakan penyesuaian 

standar pelayanan, walaupun masih ditemukan keterlambatan pelayanan. 3) 

recovery, sangat baik ditandai adanya uji coba standart pelayanan dan adanya 

tempat kritik dan saran. 4) improve, kualitas pelayanan sangat baik dikarenakan 

menyesuaikan perubahan pelayanan yang diwujudkan pada jemput bola dan mobil 

keliling 5) vision, penerapan sudah baik ditandai berhasil mensentralkan 

pelayanan satu tempat 6) care, memberikan pelayanan dengan sikap baik, ramah, 

informatif, simpatik dan berfasilitas 7) empower, pemberdayaan dan pelatihan 

untuk meningkatkan kualitas pelayanan walaupun belum ada reward pegawai 

berprestasi. 

 

Kata Kunci: Kualitas Pelayanan; Mal Pelayanan Publik 
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ABSTRACT 

 

QUALITY OF PUBLIC SERVICE AT NYAWIJI PUBLIC SERVICE 

MALL IN NGANJUK 

 

Disusun Oleh : 

 

Safira Aulia Salma 

NPM. 18041010095 

 

This study discusses the quality of public services at the Nyawiji Public Service 

Mall, Nganjuk Regency. MPP is the government's effort to improve the quality of 

integrated services. However, in reality public services in Indonesia, especially in 

MPP Nyawiji, have not yet fully worked with the desired goals because there are 

still many complaints, complaints from the public to the government about public 

services. The purpose of this study was to determine the quality of public services 

at MPP Nyawiji in Nganjuk Regency. The research method used in this research 

is descriptive with a qualitative approach. The results of the research on the 

quality of public services from MPP Nyawiji, Nganjuk Regency are of good 

quality, shown: 1) self-esteem, not good in implementation due to the limited 

number of employees and not yet integrated MPP Nyawiji services. 2) exeed 

expectation, MPP service quality is good due to the adjustment of service 

standards, although service delays are still found. 3) recovery, very well marked 

by the existence of a service standard trial and a place for criticism and 

suggestions. 4) improve, the quality of service is very good because it 

continuously adapts to changes in service manifested in ball pick-up and mobile 

cars 5) vision, implementation has been good marked by successfully centralizing 

service in one place 6) care, giving service attention with a good attitude, 

friendly, informative, full sympathetic and fulfilling facilities 7) Empowerment, 

empowerment and training to improve service quality even though there is no 

reward for outstanding employees. 

 

Keywords: Service quality; Public Service Mall 
 

 

 


