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ABSTRAK 

 

Nama : Nasywa Dania Rahmawati 

Program Studi : Administrasi Publik 

Judul : Kualitas Pelayanan Dalam Pembuatan Surat Izin 

Mengemudi (SIM) di Kantor Satuan Penyelenggara 

(SATPAS) Kepolisian Resort Bogor 

 

 

Kata Kunci, Penelitian ini bertujuan untuk menganalisis 

Kualitas Pelayanan, Surat kualitas pelayanan dalam pembuatan Surat 

Izin Mengemudi, kepuasan Izin Mengemudi (SIM) di Kantor Satpas 

masyarakat, pelayanan Polres Bogor. Kualitas pelayanan 

publik, Satuan merupakan faktor penting yang 

Penyelenggara mempengaruhi terhadap kepuasan 

Administrasi (SATPAS) masyarakat dan kepercayaan terhadap 

SIM Kepolisian Resort institusi kepolisian. Metode yang digunakan 

Bogor dalam penelitian ini adalah pendekatan 

 kualitatif dengan melalui data melalui 

 wawancara, dan studi dokumentasi. Hasil 

 penelitian menunjukkan mesikpun terdapat 

 upaya untuk memberikan pelayanan yang 

 baik, masih terdapat tantangan dalam 

 konsisten terhadap sikap petugas. 

 Hal ini dibuktikan pelayanan yang sudah 

 sesuai SOP yang berlaku, biaya yang 

 transparan, dan jelasnya proses pembuatan 

 Surat  Izin  Mengemudi  dari  tahap  awal 

 hingga akhir. Namun masih ada beberapa 

 masalah terhadap keramahan atau tidak nya 

 petugas, hingga pemohon kurang jelas 

 dalam menerima informasi. 

Pembimbing Dr. Heru Dian Setiawan,S.T.,M.Si 
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ABSTRACT 

 

Name : Nasywa Dania Rahmawati 

Major : Public Administration 

Thesis Title : Quality of Service In Making Driving Liceness 

(SIM) At Resor Police Organizing Unit Office 

 

Keywords, 

Service Quality, Driving 

License, Community 

Satisfaction, Public 

Service, Administrative 

Unit, Bogor Resor Police 

This research aims to analyze services in 

making driving permits (SIM) at the Bogor 

Police security office. Service quality is an 

imporrtant factor that influences public 

satisfaction and trust in police institutions. The 

method used in this research is a qualitative 

approach using data through interviews and 

documentation studies. The results of the 

reserach show that although there are effort to 

provide good service, there are still challenges 

in being consistent with the attitude of officers. 

This is proven by services that comply with 

applicable SOP, transparant cost, and clarity 

in the process of making a driving license from 

the beginning to the end. However, there are 

still several problems regarding whether the 

officers are friendly or not, so that applicants 

are less clear about receiving information 

Menthor Dr. Heru Dian Setiawan,S.T., M.Si 



x 
Universitas Nasional 

 

 

 

DAFTAR ISI 

HALAMAN PERNYATAAN ORISINALITAS............................................................... i 

HALAMAN PERSETUJUAN .......................................................................................... ii 

HALAMAN PENGESAHAN .......................................................................................... iii 

HALAMAN PENGESAHAN SKRIPSI .......................................................................... iv 

FORMULIR PERSETUJUAN PERBAIKAN SKRIPSI ............................................... v 

KATA PENGANTAR ....................................................................................................... vi 

ABSTRAK ...................................................................................................................... viii 

ABSTRACT ....................................................................................................................... ix 

DAFTAR ISI ....................................................................................................................... x 

DAFTAR TABEL ............................................................................................................ xii 

DAFTAR GAMBAR ...................................................................................................... xiii 

BAB I ................................................................................................................................... 1 

PENDAHULUAN .............................................................................................................. 1 

1.1 Latar Belakang ............................................................................................. 1 

1.2 Rumusan Masalah ...................................................................................... 11 

1.3 Tujuan Penelitian ........................................................................................ 11 

1.4 Manfaat Penelitian...................................................................................... 11 

1.5 Sistematika Penulisan ................................................................................. 11 

BAB II TINJAUAN PUSTAKA ...................................................................................... 13 

2.1 Penelitian Terdahulu ................................................................................... 13 

2.2 Kerangka Teori ........................................................................................... 16 

2.2.1 Kualitas Pelayanan ..................................................................................... 16 

2.2.2 Prinsip – Prinsip Kualitas Pelayanan .......................................................... 18 

2.2.3 Faktor – Faktor Yang Mempengaruhi Kualitas Pelayanan ......................... 20 

2.2.4 Konsep dan Teori Pelayanan Publik ........................................................... 22 

2.2.5 Pengertian Surat Izin Mengemudi (SIM).................................................... 25 

2.2.6 Pelayanan Penerbitan SIM Satlantas Polres Bogor ..................................... 26 

2.3 Kerangka Pemikiran ................................................................................... 28 

BAB III METODE PENELITIAN ................................................................................. 30 

3.1 Pendekatan Penelitian ................................................................................. 30 

3.2 Informan Penelitian .................................................................................... 31 

3.3 Teknik Pengumpulan Data ......................................................................... 34 

3.4 Teknik Analisis Data .................................................................................. 36 

3.5 Teknik Pengesahan Data ............................................................................ 38 

BAB IV .............................................................................................................................. 40 

4.1 Hasil Penelitian ........................................................................................... 40 

4.1.1 Gambaran Umum Kabupaten Bogor .......................................................... 40 

4.1.2 Profil Umum Polres Bogor ......................................................................... 41 

4.1.3 Visi dan Misi Polres Bogor ......................................................................... 42 

4.1.4 Tugas dan Fungsi Satuan Kerja Polres Bogor ............................................ 43 

4.2 Kualitas Pelayanan Pembuatan Surat Izin Mengemudi di Kantor Satuan 

Lalu Lintas Kepolisian Resort Bogor ......................................................................... 58 

4.2.1 Reliability (Keandalan) dalam Sebuah Kualitas Pelayanan ........................ 60 

4.2.2 Tangibles (Bukti Fisik) ............................................................................... 63 

4.2.3 Responsiveness (Ketanggapan) .................................................................. 65 

4.2.4 Assurance (Jaminan) .................................................................................. 66 



xi 
Universitas Nasional 

 

 

4.2.5 Empathy (Empati) dalam Sebuah Kualitas Pelayanan ................................ 68 

BAB V KESIMPULAN DAN SARAN............................................................................ 71 

5.1 Kesimpulan ................................................................................................. 71 

5.2 Saran ........................................................................................................... 73 

DAFTAR PUSTAKA ....................................................................................................... 74 

LAMPIRAN ..................................................................................................................... 75 



DAFTAR TABEL 

xii 
Universitas Nasional 

 

 

Tabel 1.1 *** ......................................................................................................... - 
 

 

 

 

 

 



DAFTAR GAMBAR 

xiii 
Universitas Nasional 

 

 

Gambar 3.1 Triangulasi Sumber ...................................................................... 35 

Gambar 3.2 Triangulasi Teknik ....................................................................... 36 

Gambar 6.1 *** .................................................................................................. - 

Gambar 7.1 *** .................................................................................................. - 

Gambar 8.1 *** .................................................................................................. - 

Gambar 9.1 *** .................................................................................................. - 

Gambar 10.1 *** .................................................................................................. - 
 


