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MOTTO

“Don’t lose hope, or be sad.” [Quran 3:139]

If Allah has written something to be yours, it will be.

Time might be different. But it will be yours.
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ABSTRAK

Penelitian ini didasari oleh banyaknya keluhan masyarakat dalam mengurus Akta
kelahiran di Dinas Kependudukan dan Catatan Sipil Kota Semarang. Tujuan dalam
penelitian ini yaitu : (1) Mengetahui pengaruh prosedur pelayanan terhadap kualitas
pelayanan di Dinas Kependudukan dan Pencatatan Sipil Kota Semarang, (2)
Mengetahui pengaruh kemampuan pegawai terhadap kualitas pelayanan di Dinas
Kependudukan dan Pencatatan Sipil Kota Semarang, (3) Mengetahui pengaruh
prosedur pelayanan dan kemampuan pegawai terhadap kualitas pelayanan di Dinas
Kependudukan dan Pencatatan Sipil Kota Semarang. Metode penelitian yang
digunakan adalah kuantitatif eksplanatori, dengan sampel penelitian sebanyak 100
orang. Teknik pengambilan sampel yaitu menggunakan teknik Probability
Sampling. Khususnya menggunakan teknik Random Sampling. Teknik analisis
pada penelitian ini yaitu uji validitas, uji reliabilitas, korelasi Kendall Tau, dan
koefisien determinasi. Hasil penelitian menunjukkan bahwa (1) Prosedur Pelayanan
terhadap Kualitas Pelayanan memiliki korelasi sebesar 0,631 dengan taraf
signifikansi 0,01, (2) Kemampuan Pegawai terhadap Kualitas Pelayanan memiliki
korelasi sebesar 0,607 dengan taraf signifikansi 0,01, (3) Prosedur Pelayanan dan
Kemampuan Pegawai terhadap Kualitas Pelayanan (Y) memiliki nilai korelasi
sebesar 0,763 dengan taraf signifikan 0,01. Berdasarkan hasil tersebut dapat
disimpulkan bahwa terdapat pengaruh antara Prosedur Pelayanan terhadap Kualitas
Pelayanan; Kemampuan Pegawai terhadap Kualitas Pelayanan; dan Prosedur
Pelayanan dan Kemampuan Pegawai terhadap Kualitas Pelayanan. Saran yang
diberikan adalah memperluas informasi prosedur pembuatan akta kelahiran dan
meningkatkan kemampuan sumber daya manusia yang ada dengan evaluasi rutin
yang berdasar pada saran atau kritik masyarakat.

Kata Kunci : Prosedur Pelayanan, Kualitas Pelayanan, Kemampuan Pegawai.
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Title : The Influence of Service Procedures and Employee Ability on the Quality
of Birth Certificate Making Services at the Semarang City Population and
Civil Registry Service

Name : Kiki Meidiana Rosita
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ABSTRACK

This research is based on the number of complaints from the public in managing
birth certificates at the Semarang City Population and Civil Registry Office. The
objectives of this study are: (1) Knowing the effect of service procedures on service
quality at the Semarang City Population and Civil Registration Service, (2)
Knowing the effect of employee abilities on service quality at the Semarang City
Population and Civil Registration Service, (3) Knowing the effect of procedures
service and the ability of employees to the quality of service in the Department of
Population and Civil Registration of Semarang City. The research method used is
explanatory quantitative, with a sample of 100 people. The sampling technique is
using the Probability Sampling technique. Especially using the Random Sampling
technique. The analysis technique in this research is validity test, reliability test,
Kendall Tau correlation, and coefficient of determination. The results show that (1)
Service Procedures on Service Quality have a correlation of 0.631 with a
significance level of 0.01, (2) Employee Ability to Service Quality has a correlation
of 0.607 with a significance level of 0.01, (3) Service Procedures and Employee
Capabilities on Service Quality (Y) has a correlation value of 0.763 with a
significant level of 0.01. Based on these results, it can be concluded that there is an
influence between Service Procedures on Service Quality; Employee Ability to
Service Quality; and Service Procedures and Employee Ability to Service Quality.
The advice given is to expand the information on the procedure for making birth
certificates and improve the capacity of existing human resources with regular
evaluations based on suggestions or criticism from the community.

Keywords: Service Procedure, Service Quality, Employee Ability.
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