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ABSTRAK 

Nama                           : Sari Ayu Kader 

Program Studi             : Administrasi Publik 

Judul                : Kualitas Pelayanan Di Bidang Kepegawaian Dalam Upaya Efektivitas        

Organisasi Di Kantor Wilayah Kementerian Agama Provinsi Maluku Utara  

Kata Kunci  

 

Kualitas Pelayanan 

Di Bidang 

Kepegawaian 

Dalam Upaya 

Efektivitas 

Organisasi Di 

Kantor Wilayah 

Kementerian 

Agama Provinsi 

Maluku Utara 

Kualitas, Pelayanan Di Bidang Kepegawaian, Kantor Wilayah 

Kementerian Agama Provinsi Maluku Utara. 

Kualitas Pelayanan di bidang kepegawaian dalam upaya efektivitas 

organisasi di Kantor Wilayah Kementerian Agama Provinsi Maluku Utara 

dilihat dari aspek fasilitas fisik (tangible), kehandalan (reliability), daya 

tanggap (responsiveness), jaminan (assurance), empati (empathy) yaitu: 

(1) Bagian Pelayanan Di Bidang Kepegawaian di Kantor Wilayah 

Kementerian Agama Provinsi Maluku Utara belum memenuhi fasilitas 

pelayanan yang memadai untuk memberikan pelayanan kepada pegawai 

seperti kursi diruang tunggu yang belum memadai, belum adanya meja 

diruang tunggu, sarana informasi yang belum tersedia. (2) Pegawai 

merasa puas dengan pelayanan yang diberikan Kantor Wilayah 

Kementerian Agama Provinsi Maluku Utara dalam aspek reliability 

(kehandalan) mengenai kehandalan dalam menangani setiap keluhan 

pegawai, handal dalam segi waktu dan ketepatan proses pelayanan (3) 

Pegawai dalam hal membantu yang membutuhkan pelayanan khususnya 

pegawai yang bingung dengan pelayanan sudah terlihat antara pegawai 

lain yang saling berkomunikasi. (4) keamanan di Kantor Wilayah 

Kementerian Agama Provinsi Maluku Utara sudah menunjukkan upaya 

meningkatkan kualitas pelayanannya terkait memberikan rasa aman bagi 

pegawai yaitu dengan ikut mengamankan keadaan. (5) Aspek empati 

(empathy), yang diberikan pihak Kantor Wilayah Kementerian Agama 

Provinsi Maluku Utara yaitu dengan memberikan kesan yang 

menyenangkan.  
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Quality, Service in the Field of  Personnel,  Regional  Office  of  the 

Ministry of  Religion of North Maluku Province.  

Quality of Service in the field of 

staffing in organizational effectiveness efforts at the Provincial Office of the 

Ministry of Religion 

North Maluku seen from the aspect of physical facilities (tangible), reliability 

(reliability), responsiveness 

(responsiveness), assurance (assurance), empathy (empathy), namely: (1) Service 

Division in the field of 

Staffing at the Regional Office of the Ministry of Religion of North Maluku Province 

has not met 

adequate service facilities to provide services to employees such as chairs 

the waiting room is not adequate, there is no table in the waiting room, good 

information facilities 

not yet available. Facilities such as generators are not optimized so that when the 

electricity goes out, 

the service process will also stop completely, which means employees cannot get 

service. This happens due to limited funds and no funds have been provided 

North Maluku Province for the procurement process. (2) Employees are satisfied 

with the service provided 

given the Regional Office of the Ministry of Religion of North Maluku Province in 

the aspect of reliability regarding reliability in handling every employee complaint, 

reliable in terms of 

time and accuracy of the service process (3) Employees in terms of helping those 

in need 

services, especially employees who are confused with service, have been seen 

among other employees 

who communicate with each other. (4) security at the Provincial Office of the 

Ministry of Religion 

North Maluku has shown efforts to improve the quality of its services related to 

provide a sense of security for employees by participating in securing the situation. 

(5) Empathy aspect 

(empathy), which was given by the Regional Office of the Ministry of Religion of 

North Maluku Province 

namely by giving a pleasant impression. 
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