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ABSTRAK 
 

Penelitian yang ditulis di dalam skripsi ini yaitu pengujian kualitas 

pelayanan administrasi kependudukan yang ada di kantor Desa Landungsari 

Kabupaten Malang dengan menggunakan prinsip dan dasar teori dari ahli 

Christopher Pollitt dan Geert Boukaert yaitu prinsip Aksesibiltas, Reliabilitas dan 

Responsivitas. 

Prinsip aksesibilitas diuji dan dideskripsikan menjadi pengujian terhadap 

ketersediaan sarana dan prasarana pelayanan di kantor Desa Landungsari dan 

peningkatan kinerja pegawai pemerintahan Desa Landungsari. Prinsip Reliabilitas 

dideskripsikan menjadi standar pelayanan publik dan kompetensi pegawai 

pemerintahan di kantor Desa Landungsari untuk diuji pengoptimalannya. Prinsip 

responsivitas juga dideskripsikan menjadi kecepatan dan ketepatan pelayanan serta 

konsistensi pegawai dalam melakukan pelayanan. 

Berdasarakan tiga prinsip tersebut, pengujian terhadap kualitas pelayanan 

administrasi kependudukan di kantor Desa Landungsari Kabupaten Malang dapat 

disimpulkan terlaksana dengan optimal dan masyarakat Desa merasakan dampak 

positif dari tata kelola pemerintahan Desa yang tertib. Tindak lanjut terhadap 

penelitian ini adalah perlu penyesuaian dari perangkat Desa agar selalu sinkron 

antara prosedur dan implementasi nyata. 

 

Kata Kunci: Kualitas Pelayanan Administrasi Kependudukan, Kualitas 

Pelayanan Pemerintahan Desa 
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ABSTRACT 
 

The research conducted in this thesis examines the quality of population 

administration services at the Landungsari Village Office, Malang Regency, 

utilizing the principles and theoretical foundations established by Christopher 

Pollitt and Geert Bouckaert, namely accessibility, reliability, and responsiveness. 

The principle of accessibility is examined and operationalized into an 

evaluation of service facilities and infrastructure at the Landungsari Village Office, 

as well as the performance improvement of its government officials. The principle 

of reliability is defined through public service standards and the competence of 

government officials at the Landungsari Village Office to assess its optimization. 

Lastly, the principle of responsiveness is operationalized into the speed and 

accuracy of services, along with the consistency of staff in delivering those services. 

Based on these three principles, it can be concluded that the quality of 

population administration services at the Landungsari Village Office, Malang 

Regency, is optimally implemented, and the local community has experienced the 

positive impact of orderly village governance. As a follow-up, this research 

suggests that village officials must ensure continuous alignment between 

administrative procedures and their practical implementation. 

 

Keywords: Civil Administration Service Quality, The Quality of Village 

Governance Services 
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