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ABSTRAK

Tulisan ini bertujuan untuk mengetahui pengaruh lima dimensi kualitas
pelayanan pengurusan E-KTP vyang terdiri dari reability, responsiveness,
assurance, empathy, dan tangibles secara parsial dan simultan terhadap kepuasan
masyarakat pada Kantor Kecamatan Candi Kabupaten Sidoarjo. Masalah
difokuskan pada lima indikator utama yang memberikan pengaruh pada kualitas
pelayanan yakni reliability, responsiveness, assurance, emphaty, dan tangibles.
Apabila pelayanan yang disediakan sudah memiliki karakteristik indikator
berikut, bisa dinyatakan bahwasanya kebutuhan sudah terpenuhi yang
menyebabkan warga yang menggunakan pelayanAn publik memperoleh
kepuasan. Guna mendekati masalah ini dipergunakan acuan teori dari Tjiptono,
2016 yang menyatakan bahwasanya ada lima indikator utama yang memberikan
pengaruh pada kualitas pelayanan. Data-data dikumpulkan melalui kuesioner yang
disebar kepada 72 responden yang mengunjungi Kantor Kecamatan Candi dan
dianalisis secara kuantitatif. Kajian ini menyimpulkan bahwa ada pengaruh positif
dan signifikan secara parsial dan simultan dari lima dimensi kualitas pelayanan
terhadap kepuasan masyarakat pada Kantor Kecamatan Candi Kabupaten Sidoarjo
pada masa pandemi Covid -109.

Kata Kunci: Kualitas Pelayanan; Pengurusan E-KTP; Kepuasan Masyarakat.



ABSTRACT

This article aims to determine the effect of five dimensions of service
quality for making electronic ID Card, which consists of reliability,
responsiveness, assurance, empathy, and physical evidence partially and
simultaneously on community satisfaction at the Candi Sub District, Sidoarjo
Regency. Problems is focused in the five main indicators that affect the quality of
service such as reliability, responsiveness, assurance, empathy, and tangible. If
the services provided have the following characteristics, it can be stated that the
needs have been met which causes residents who use public services to get
satisfaction. To approach this problem, it is used as a theoretical reference from
Tjiptono, 2016 which states that there are five main indicators that have an
influence on service quality. The data were collected through questionnaires
distributed to 72 respondents who visited the Candi Sub District Office and
analyzed quantitatively. This study concludes that there is a positive and
significant partial and simultaneous influence of the five dimensions of service
quality on community satisfaction at the Candi Sub District Office, Sidoarjo
during the Covid-19 pandemic.

Keywords: Service Quality; Making Electronic ID Card, Public Satisfaction
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