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ABSTRAKSI

IMPLIKASI MERGER KELURAHAN TERHADAP PELAYANAN
PUBLIK DI KELURAHAN KAUMAN KOTA PEKALONGAN

Merger kelurahan yang dilakukan oleh pemerintah Kota Pekalongan
merupakan wujud reformasi birokrasi dalam hal pelayanan publik. Berdasarkan
Perda Kota Pekalongan Nomor 8 Tahun 2013, pelaksanaan merger kelurahan
salah satunya bertujuan guna meningkatkan pelayanan kepada masyarakat secara
efektif dan efisien. Tujuan dari penelitian ini adalah untuk mengetahui implikasi
merger kelurahan terhadap pelayanan publik di Kelurahan Kauman Kota
Pekalongan.

Penelitian ini menggunakan mixed methods yaitu gabungan antara tipe
penelitian kuantitatif dan kualitatif. Pada penelitian kuantitatif digunakan metode
penyebaran kuesioner kepada 68 responden di Kelurahan Kauman dengan
menggunakan model pendekatan SERVQUAL dari Parasuraman yang terdiri dari
varibel tangible, reliability, responsiveness, assurance, empathy. Responden
ditentukan menggunakan teknik sampel accident sampling atau secara kebetulan.
Sementara pendekatan kualitatif digunakan guna mendapat data primer maupun
data sekunder sehingga dapat melengkapi penemuan data kuantitatif. Dalam
pengumpulan data, peneliti menggunakan 3 (tiga) metode yaitu wawancara,
kuesioner dan dokumen.

Hasil dari penelitian ini menunjukkan bahwa merger kelurahan di
Kelurahan Kauman berhasil dan sesuai dengan tujuan merger yaitu guna
efektifitas dan efisiensi pelayanan publik. Hal ini terlihat dari perhitungan nilai
rata-rata penilaian masyarakat terhadap pelayanan publik yaitu sebesar 45.5 atau
dalam kategori baik. Adapun untuk nilai masing-masing varibel adalah tangible
12.75 (baik), reliability 9.94 (baik), responsiveness 6.66 (sangat baik), assurance
9.91 (baik), dan empathy 6.73 (sangat baik).

Saran yang diberikan kepada pemerintah Kelurahan Kauman adalah
dengan meningkatkan mutu SDM seperti kemampuan mengoperasikan komputer,
meningkatkan kedisiplinan pegawai, penyediakan kotak saran serta nomor antrian
pelayanan.

Kata kunci : merger kelurahan, pelayanan publik



ABSTRACK

IMPLICATION OF MERGER POLICY TOWARDS PUBLIC SERVICES
IN

KAUMAN VILLAGE PEKALONGAN CITY

ABSTRACT

Merger policy of village is implemented by local government of
Pekalongan city as a form of bureaucratic reformation in public services. Based on
local regulation (Perda) Kota Pekalongan Nomor 8 Tahun 2013, the
implementation of merger policy of village leads to improving the services to be
more effective and efficient. The aim of the research is to understand the
implications of merger policy in village toward Public Services in Kauman
Village Pekalongan City.

The research uses mix methods, which merges the type of qualitative and
quantitative method. Questionnaire method is used as the quantitative method,
which is spread to 68 respondents in Kauman Village with SERQUAL approach
by Parasuraman, which consists of tangible, reliability, responsiveness, assurance,
empathy variable. Respondents are determined by accident sampling. Meanwhile,
the qualitative one consists of primer and secondary data, so they complete the
data which is found by the quantitative one. Researcher uses in-depth interview
and study of the document as the qualitative one.

The result shows that village merger policy in Kauman village works out
and fits with the goal of merger policy, which is improving the effectivity and
efficiency of public services. It can be seen from the average score of the
assessment by the community towards public services is 45.5, and it categorizes at
good level. The score of each variable is tangible has score 12.75, reliability score
is 9.94. Both of them are good average. And the responsiveness score is 6.66, the
assurance score is 9.91, and the empathy score is 6.73. Both the responsiveness
and assurance variable are very good average, meanwhile the assurance variable is
very good average.

But there are a few things that have to be improved from the merger policy
in Kauman village, such as improving the human resources of the village
government such as improving their IT (Information and Technology) skills, the
discipline of the staffs, the existence of suggestion box, and queue number for the
Services.

Keywords : village merger policy, public service
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