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ABSTRAK 

Nama    : Yacobus Yansen Bahy 

Program Studi   : Administrasi Publik 

Judul : Kualitas Pelayanan Publik (Studi Pada Aksesibilitas Jalur        

pedestrian Bagi Penyandang Disabilitas Di Kota Administrasi 

Publik) 

Salah satu permasalahan dalam penelitian ini, Kondisi jalur pedestrian (jalan umum) yang 

kurang nyaman bagi penyandang disabilitas, Aksesibilitas pada trortoar/jalur yang masih 

kurang bahkan jika sudah disedikan masi kurang diperhatikan. Sarana pelayanan 

aksessibilitas bagi penyandang disabilitas yang disediakan Pemkot jakarta timur dalam 

mempermudah aktivitas penyandang disabilitas sebelumnya masi belum dipermudah 

penyandang disabilitas. Melihat dari latar belakang yang sudah di paparkan maka sudah 

semestinya pemerintah melakukan pembangunan, penataan serta perawatan aksesibiltas di 

jalur pedestrian agar masyarakat terkususnya penyandang disabilitas merasa nyaman dan 

terlindungi. Dalam Penelitian ini bertujuan untuk mengetahui bagaimana Kualitas 

Pelayanan Pada Aksesibilitas Jalur pedestrian Bagi penyandang Disabilitas Di Kota 

Adminitrasi Jakarta Timur. Dilihat dari teori New Public Service Indikator kualitas 

pelayanan menurut Carlson dan Schwarz (2007), Yaitu Kemudahan (Convenience), 

Keamanan (Security), Keandalan (Reliability), Perhatian pribadi (Personal attention), 

Pendekatan pemecahan masalah (Problemsolving), Keadilan (Fairness), Tanggung jawab 

fiskal (Fiscal responsibility), Pengaruh warga (Citizen influence). Metode penelitian yang 

digunakan adalah deskriptif kualitatif. Jumlah informan yang diwawancarai, yaitu sebanyak 

7 orang. Diantaranya  3 orang dari suku dinas Suku Dinas Bina Marga dan 4 orang 

penyandang disabilitas. Jenis sumber data yang digunakan adalah data primer yang 

diperoleh dari hasil wawancra dengan informan, sedangkan data sekunder bersumber dari 

data-data dari Suku Dinas Bina Marga Jakarta  Timur serta dokumnetasi foto-foto.  

Berdasarkan penelitian yang telah dilakukan dapat diketahui bahwa pelayanan yang di 

sedikan oleh Suku Dina Bina Marga Jakarta Timur  Pada Sarana aksessibilitas Jalur 

pedestrian bagi penyandang disabilitas di Kota Administrasi Jakarta Timur,  masih di 

katakan belum baik. Dimana akses yang disedikan pada trotoar/jalur pedestrian seperti Jalur 

pemandu dan Ram untuk membantu penyandang disabilitas dalam melakukan      aktivitas, 

masih di rasa belum dapat membantu.  Hal tersebut dapat di lihat mulai dari sisi 

Kemudahan, Keamanan, Keandalan, Perhatian Pribadi, Pendekatan Pemecahan Masalah, 

Keadilan, Tanggung Jawab Fiskal serta pengaruh warga, dalam mengkur kualitas Pelayanan 

Pada Aksesibilitas Jalur Pedestrian di kota administrasi  Jakarta Timur. 

Kata Kunci   : Kualitas Pelayanan, Aksesibilitas, Jalur pedestrian,  

  Penyandang disabilitas 

Dosen Penguji  : Dr. Syaipudin, M. Si 
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ABSTRACT 

One of the problems in this study, the condition of pedestrian paths (public roads) that are 

less comfortable for people with disabilities, accessibility to sidewalks/paths that are still 

lacking even if they have been provided are still not paid attention to. Accessibility service 

facilities for persons with disabilities provided by the East Jakarta City Government in 

facilitating the activities of persons with disabilities have not previously been facilitated by 

persons with disabilities. Seeing from the background that has been described, the 

government should carry out the development, arrangement and maintenance of accessibility 

on pedestrian paths so that people with disabilities, especially people with disabilities, feel 

comfortable and protected. This study aims to find out how the quality of service on the 

accessibility of pedestrian paths for people with disabilities in the administrative city of East 

Jakarta. Judging from the theory of New Public Service, service quality indicators according 

to Carlson and Schwarz (2007), namely Convenience, Security, Reliability, Personal 

attention, Problem solving approach, Fairness, Fiscal responsibility, Citizen influence. The 

research method used is descriptive qualitative. The number of informants interviewed, as 

many as 7 people. Among them are 3 people from the Tribe of the Bina Marga Tribe and 4 

people with disabilities. The type of data source used is primary data obtained from the 

results of interviews with informants, while secondary data comes from data from the East 

Jakarta Highways Office and documentation of photographs. 

Based on the research that has been carried out, it can be seen that the services provided by 

the East Jakarta Bina Marga Tribe in Accessibility Facilities for pedestrians for people with 

disabilities in the East Jakarta Administrative City are still not good. Where access is 

provided on sidewalks/pedestrian paths such as guide lanes and Rams to help people with 

disabilities in carrying out activities, it is still not felt to be able to help. This can be seen 

from the aspect of Ease, Security, Reliability, Personal Attention, Problem Solving Approach, 

Justice, Fiscal Responsibility and the influence of citizens, in measuring the quality of Service 

on Pedestrian Accessibility in the administrative city of East Jakarta. 

Keywords : Quality of Service, Accessibility, Pedestrian Paths, Persons with                    

Disabilities 

Dosen Penguji : Dr. Syaipudin, M. Si 
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