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Abstrak  

 Penelitian ini dilatarbelakangi oleh fenomena keterlambatan penyelesaian 

dokumen pelayanan administrasi kependudukan di Kecamatan Mojoanyar 

Kabupaten Mojokerto yang belum sesuai dengan standar waktu pelayanan tiga hari 

kerja. Permasalahan ini teridentifikasi melalui data buku registrasi warga dan survei 

kepuasan masyarakat tahun 2021–2024, yang menunjukkan dimensi waktu sebagai 

unsur pelayanan dengan nilai terendah. Penelitian ini bertujuan untuk 

mendeskripsikan dan menganalisis kualitas pelayanan administrasi terpadu di 

Kecamatan Mojoanyar. Penelitian menggunakan metode deskriptif kualitatif 

dengan teknik pengumpulan data melalui wawancara terstruktur, observasi, dan 

dokumentasi. Informan penelitian terdiri dari Kepala Seksi Pelayanan Kecamatan, 

staf pelayanan, serta masyarakat pengguna layanan. Teknik keabsahan data 

dilakukan melalui triangulasi sumber, teknik, dan waktu. Hasil penelitian 

menunjukkan bahwa secara umum pelayanan administrasi kependudukan ditinjau 

dari dimensi Tangible, Responsiveness, Competence, Courtesy, Credibility, 

Security, Access, Communication, Dan Understanding The Customer sudah 

berkualitas. Namun, pada aspek Reliability masih ditemukan kendala akibat 

keterbatasan blanko, gangguan jaringan, serta prosedur bertahap yang memerlukan 

koordinasi lintas instansi yang berdampak pada ketepatan waktu penyelesaian 

dokumen.khususnyaterkait layanan kependudukan. Keterlambatan ini berdampak 

pada penurunan kepuasan masyarakat meskipun aspek lain dianggap sudah 

memadai. Oleh karena itu, evaluasi secara berkelanjutan terkait ketersediaan 

logistik layanan, optimalisasi prosedur, serta perbaikan infrastruktur teknologi 

sangat diperlukan agar kualitas pelayanan publik di Kecamatan Mojoanyar semakin 

optimal dan dapat memenuhi harapan masyarakat. 

 

Kata Kunci : Kualitas Pelayanan, PATEN, Kecamatan Mojoanyar  
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Abstract  

  This research is motivated by the phenomenon of delays in completing 

population administration service documents in Mojoanyar District, Mojokerto 

Regency, which does not meet the standard service time of three working days. This 

problem was identified through citizen registration book data and a public 

satisfaction survey from 2021–2024, which indicated that the time dimension was 

the lowest-scoring element of service. This study aims to describe and analyze the 

quality of integrated administrative services in Mojoanyar District. The study used 

a qualitative descriptive method, with data collection techniques including 

structured interviews, observation, and documentation. The research informants 

consisted of the Head of the Subdistrict Service Section, service staff, and 

community service users. Data validity was validated through triangulation of 

sources, techniques, and time. The results indicate that, in general, population 

administration services, reviewed from the dimensions of Tangible, 

Responsiveness, Competence, Courtesy, Credibility, Security, Access, 

Communication, and Understanding the Customer, are of high quality. However, 

in the Reliability aspect, obstacles were still found due to limited forms, network 

disruptions, and gradual procedures that require cross-agency coordination, which 

impacted the timeliness of document completion, especially related to population 

services. These delays have an impact on decreasing public satisfaction even 

though other aspects are considered adequate. Therefore, continuous evaluation of 

the availability of service logistics, optimization of procedures, and improvements 

to technological infrastructure are essential to optimize the quality of public 

services in Mojoanyar District and meet public expectations. 

Keywords : Service Quality, PATEN, Mojoanyar District  

  

  


