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ABSTRAK 

 

 

Penelitian ini bertujuan untuk mengetahui bagaimanakah tingkat kepuasan 

masyarakat terhadap kualitas pelayanan perekaman e-ktp pada Kantor Kecamatan 

Semidang Aji, OKU berdasarkan dimensi dalam kualitas pelayanan yaitu tangible, 

reliability, responsiveness, assurance, dan emphaty dan untuk mengetahui 

dimensi yang paling dominan terhadap  kepuasan masyarakat.  Populasi dalam 

penelitian ini adalah masyarakat Kecamatan Semidang Aji. Sampel yang diambil 

sebanyak 100 orang dengan menggunakan teknik Probability Sampling dengan 

Propotional Random Sampling dan Simple Random Sampling, yaitu suatu teknik 

sampel yang digunakan dengan cara kebetulan dan cocok sebagai sumber data.  

Berdasarkan hasil penelitian, diperoleh persentase dari setiap dimensi kualitas 

pelayanan yaitu, dimensi tangible sebesar 72,6%, dimensi reliability sebesar 

67,5%, lalu dimensi responsiveness sebesar 61,35%, kemudian dimensi assurance 

sebesar 65,4% dan emphaty sebesar 71%. Berdasarkan analisis data interpretasi 

skor dimensi yang memiliki persentase yang paling besar adalah dimensi yang 

paling dominan. Kantor Kecamatan Semidang Aji perlu mempertahankan 

dimensi-dimensi pelayanan yang sudah dinilai baik oleh Masyarakat serta 

memperbaiki elemen atau dimensi yang masih dinilai kurang oleh masyarakat. 

 

Kata Kunci:  Bukti Fisik, Kehandalan, Daya Tanggap, Jaminan dan Empati 
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ABSTRACT 

 

 

This study aims to determine the level of community satisfaction with the quality 

of E-KTP recording services at the Semidang Aji District Office, OKU based on 

the dimensions of service quality, namely tangible, reliability, responsiveness, 

assurance, and empathy and to find out the most dominant dimensions of public 

satisfaction. The population in this study were the people of Semidang Aji 

District. Samples were taken as many as 100 people using the Probability 

Sampling technique with Propotional Random Sampling and Simple Random 

Sampling, which is a sample technique used by chance and suitable as a data 

source. Based on the research results, the percentage of each dimension of service 

quality is obtained, namely, tangible dimensions of 72.6%, reliability dimensions 

of 67.5%, then responsiveness dimensions of 61.35%, then assurance dimensions 

of 65.4% and empathy of 71. %. Based on the data analysis, the interpretation of 

the dimension score that has the largest percentage is the most dominant 

dimension. The Semidang Aji District Office needs to maintain service 

dimensions that have been assessed well by the public and improve elements or 

dimensions that are still considered lacking by the public. 

 

Keyword: Tangible, Reliability, Responsivenees, Assurance and Empathy 
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