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@kotajakartaselatan) 

 

 

 

Kata Kunci: 

 

Kualitas 

Layanan, 

Layanan 

Informasi 

Penelitian ini dilakukan untuk  untuk Mendapatkan gambaran terkait 

kualitas layanan informasi Pemerintah Kota Adminsitrasi Jakarta 

Selatan Pada Akun Instagram @kotajakartaselatan.  Penelitian yang 

digunakan adalah penelitian kualitatif. Dengan menggunakan 

pendekatan kualitatif deskriptif. Teknik pengumpulan data yang 

digunakan adalah observasi, wawancara, dan dokumentasi. Sedangkan 

teknik analisis data meliputi reduksi data, penyajian data, penarikan 

kesimpulan. Teori yang menjadi landasan memakai Teori Zelithaml, 

Parasulraman & Belrry tentang telori ulkulran kulalitas pellayanan pulblik. 

Penelitian mencakup 5 (lima) ukuran yaitu Tangibel, Realiability, 

Responsiviness, Assurance dan Emphaty.  Analisis data dalam penelitian ini 

menggunakan tiga komponen yang terdiri dari reduksi data, penyajian data, 

dan penarikan kesimpulan.  Hasil penelitian ini menunjukan bahwa Kualitas 

layanan informasi Pemerintah Kota Administrasi Jakarta Selatan sudah 

diterapkan dimensi Tangibel, Reliability, Assurance dan Emphaty namun 

dalam dimensi  Responsiviness  belum  berjalan sesuai dengan keinginan 

masyarakat, karena mereka beranggapan balhwal terdapat kekuralngaln dallalm 

respons terhaldalp komenta lr daln keluhaln, yalng menalndalkaln perlunyal 

peningkaltaln dallalm kecepa ltaln da ln ketepaltaln talnggalpaln untuk membangun 

hubungan yang lebih baik dan meningkatkan kualitas layanan. 

Pembimbing: Angga Sulaiman, S.I.P., M.A.P 

Rujukan : 12 Buku, 7 Jurnal, 8 Peraturan perundang-undangan, 6 Website 
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@kotajakartaselatan) 

 

 

 

 

 

 

 

 

Keywords: 

Quality of 

Service, 

Information 

Service 

 

This research was conducted to obtain an overview regarding the 

quality of South Jakarta City Administration information services on 

the Instagram account @kotajakartaselatan. The research used is 

qualitative research. By using a descriptive qualitative approach. The 

data collection techniques used were observation, interviews and 

documentation. Meanwhile, data analysis techniques include data 

reduction, data presentation, drawing conclusions. The theory that is 

the basis uses the theory of Zelithaml, Parasulraman & Belrry 

regarding the theory of quality of public service. The research includes 

5 (five) measures, namely Tangibility, Reliability, Responsiveness, 

Assurance and Emphaty. Data analysis in this research uses three 

components consisting of data reduction, data presentation, and 

drawing conclusions. The results of this research show that the quality 

of the South Jakarta Administrative City Government's information 

services has been implemented in the dimensions of Tangibility, 

Reliability, Assurance and Emphaty, but in the Responsiveness 

dimension it has not been running in accordance with the wishes of the 

community, because they think that there is a lack of response to 

comments in complaints, which means there is a need for it. increasing 

speed of time in order to build better relationships and improve service 

quality. 
  Adviser Angga Sulaiman, S.I.P., M.A.P 

Rujukan : 12 Book, 7 Journal, 8 Legislative Rules, 6 Website 
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