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ABSTRAK 

Pelayanan administrasi kependudukan merupakan salah satu bentuk 

pelayanan publik yang berperan penting dalam menjamin terpenuhinya hak masyarakat 

atas dokumen kependudukan. Untuk meningkatkan kemudahan akses pelayanan, 

Kecamatan Taman Kabupaten Sidoarjo menghadirkan Program Siap Melayani 

Masyarakat Malam Hari (SIMMAMAH) yang memberikan pelayanan administrasi 

kependudukan di luar jam kerja. Meskipun demikian, pelaksanaan program masih 

menghadapi beberapa kendala, antara lain keterbatasan blangko KTP elektronik, 

gangguan jaringan Sistem Informasi Administrasi Kependudukan (SIAK), serta 

penyampaian informasi persyaratan pelayanan yang belum optimal. Penelitian ini 

bertujuan mendeskripsikan kualitas pelayanan administrasi kependudukan melalui 

Program SIMMAMAH di Kecamatan Taman Kabupaten Sidoarjo. Penelitian 

menggunakan pendekatan kualitatif dengan jenis penelitian deskriptif. Data diperoleh 

melalui wawancara, observasi, dan dokumentasi, kemudian dianalisis menggunakan 

model Miles, Huberman, dan Saldaña dengan teknik kondensasi data, penyajian data, 

serta penarikan kesimpulan. Hasil penelitian menunjukkan bahwa kualitas pelayanan 

melalui Program SIMMAMAH secara umum telah terlaksana dengan baik berdasarkan 

lima dimensi kualitas pelayanan menurut Zeithaml, Parasuraman, dan Berry dalam 

Hardiansyah. Pada dimensi tangible, sarana dan prasarana pelayanan telah memadai 

meskipun media informasi persyaratan masih perlu dioptimalkan. Dimensi reliability 

menunjukkan pelayanan telah dilaksanakan sesuai prosedur, namun masih dipengaruhi 

oleh gangguan jaringan SIAK dan keterbatasan blangko KTP elektronik. Pada dimensi 

responsiveness, petugas mampu memberikan pelayanan secara cepat dan tanggap 

terhadap kebutuhan masyarakat. Dimensi assurance tercermin melalui kompetensi 

petugas, kepastian prosedur, serta sikap yang sopan dan profesional, sedangkan dimensi 

empathy terlihat dari pelayanan yang ramah, adil, dan tidak membedakan masyarakat. 

Hasil penelitian diharapkan menjadi bahan evaluasi bagi Kecamatan Taman dalam 

meningkatkan kualitas pelayanan administrasi kependudukan melalui optimalisasi 

penyampaian informasi, penguatan sarana pendukung, serta keberlanjutan pelaksanaan 

Program SIMMAMAH. 

Kata Kunci: Kualitas pelayanan, pelayanan administrasi kependudukan, pelayanan publik, 

Program SIMMAMAH 
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ABSTRACT 

 Population administration services constitute an essential aspect of public service in 

ensuring citizens' rights to obtain official civil registration documents. To improve service 

accessibility for residents who are unable to visit government offices during regular working hours, 

the Taman District Office of Sidoarjo Regency introduced the Siap Melayani Masyarakat Malam 

Hari (SIMMAMAH) Program, which provides population administration services in the evening. 

However, the implementation of the program continues to encounter several challenges, including 

the limited availability of electronic identity card (e-KTP) blanks, disruptions to the Population 

Administration Information System (SIAK), and inadequate dissemination of service requirements. 

This study aims to describe the quality of population administration services through the 

SIMMAMAH Program in Taman District, Sidoarjo Regency. This research employed a qualitative 

descriptive approach. Data were collected through interviews, observations, and documentation 

and were analyzed using the Miles, Huberman, and Saldaña interactive model through data 

condensation, data display, and conclusion drawing. The findings indicate that the quality of 

services provided through the SIMMAMAH Program has generally been implemented well based 

on the five dimensions of service quality proposed by Zeithaml, Parasuraman, and Berry as cited 

in Hardiansyah. The tangibles dimension demonstrates that service facilities are adequate, 

although information media regarding service requirements should be improved. The reliability 

dimension shows that services are delivered according to established procedures despite being 

affected by SIAK network disruptions and the limited availability of e-KTP blanks. The 

responsiveness dimension reflects the promptness of officers in responding to community needs. 

The assurance dimension is reflected in staff competence, procedural certainty, and professional 

conduct, while the empathy dimension is demonstrated through friendly, fair, and 

nondiscriminatory services. The findings are expected to serve as an evaluation reference for 

improving the quality and sustainability of population administration services through the 

SIMMAMAH Program. 

Keywords: service quality, population administration services, public service, 

SIMMAMAH Program 
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