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ABSTRAK 

KEPUASAN MASYARAKAT TERHADAP PELAYANAN  

ADMINISTRASI KEPENDUDUKAN DI KANTOR  

DESA WAGE KABUPATEN SIDOARJO 

Berlian Surya Maharani 

21041010208 

 

Penelitian ini menganalisis kepuasan masyarakat terhadap pelayanan administrasi 

kependudukan di Kantor Desa Wage Kabupaten Sidoarjo sebagai upaya 

mewujudkan pemerintahan yang berorientasi pada kepuasan masyarakat. 

Tujuannya adalah mengukur dan menganalisis tingkat kepuasan berdasarkan 

indikator PERMENPAN RB Nomor 14 Tahun 2017. Penelitian ini menggunakan 

metode kuantitatif deskriptif dengan populasi masyarakat penerima layanan dan 

diambil sampel sebanyak 80 responden dengan teknik purposive sampling. Data 

dikumpulkan melalui kuesioner dan dianalisis menggunakan IKM. Hasil penelitian 

menunjukkan nilai IKM per unsur diantaranya persyaratan (80,00, baik), sistem 

mekanisme dan prosedur (82,5, baik), waktu penyelesaian (72,5, baik), pemahaman 

SIPRAJA (67,5, kurang baik), produk spesifikasi jenis pelayanan (85,00, baik), 

kompetensi pelaksana (80,00, baik), perilaku pelaksana (75,00, kurang baik), 

penanganan saran dan masukan (75,00, kurang baik), sarana prasarana (85,00, 

baik). Hasil Indeks kepuasan pelayanan administrasi kependudukan sebesar 77,00 

dengan kategori baik yang menandakan kinerja memuaskan namun perlu perbaikan 

pada unsur kurang baik seperti perlunya pengadaan sosialisasi terkait pelayanan 

digital, melakukan evaluasi pelayanan secara rutin baik dari perbaikan sumber daya 

pegawai maupun keluhan dari masyarakat. 

Kata kunci: Administrasi Kependudukan, Indeks Kepuasan Masyarakat, Kantor 

Desa Wage, Kualitas Pelayanan. 
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ABSTRACT 

 ANALYSIS OF COMMUNITY SATISFACTION INDEX ON 

POPULATION ADMINISTRATION SERVICES AT WAGE 

 VILLAGE OFFICE, SIDOARJO REGENCY 

Berlian Surya Maharani 

21041010208 

 

This study analyzes public satisfaction with population administration services at 

the Wage Village Office in Sidoarjo Regency as an effort to realize a government 

that is oriented towards public satisfaction. The goal is to measure and analyze the 

level of satisfaction based on the indicators of PERMENPAN RB Number 14 of 

2017. This study uses a descriptive quantitative method with a population of service 

recipients and a sample of 80 respondents taken using the technique purposive 

sampling. Data were collected through questionnaires and analyzed using IKM. The 

results of the study showed that the IKM value per element included requirements 

(80.00, good), system mechanisms and procedures (82.5, good), completion time 

(72.5, good), understanding of SIPRAJA (67.5, less good), product specifications 

for types of services (85.00, good), implementer competence (80.00, good), 

implementer behavior (75.00, less good), handling of suggestions and input (75.00, 

less good), infrastructure (85.00, good). The results of the population administration 

service satisfaction index were 77.00 with a good category which indicates 

satisfactory performance but needs improvement in less good elements such as the 

need for socialization related to digital services, conducting regular service 

evaluations both from improving employee resources and complaints from the 

public. 

Keywords: Population Administration, Community Satisfaction Index, Village 

Office Wage, Service Quality. 


