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MOTTO
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(Q.S. Al Isra’ :85)

... Orang berilmu yang sombong, akan direndahRan oleh ilmunya itu sendiri. Seperti

halnya banjir menghancurkan atau merobohkan bangunan yang tinggi.+*

HakeRat pelayanan publik adalah pemberian pelayanan prima kepada masyaraRat
yang merupakan perwujudan Rewajiban aparatur pemerintah sebagai abdi

masyarakat.

*) Departemen Agama Republik Indonesia. 2005. Alquranul Karim. Surabaya: Al-Hidayah

**) Az-Zarnuji. Ta’limul Muta’allim .Surabaya: Al-Hidayah

**%) W. Riawan Tjanda dkk. 2005. Peningkatan Kualitas Pemerintahan Daerah dalam Pelayana Publik.
Yogyakarta: Pembaruan.
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RINGKASAN

Analisis Kualitas Pelayanan Pelabuhan Penyeberangan Kalianget-Kangean di
Kabupaten Sumenep: Khairil Idaqga, 040910201033; 2008; 110 halaman;
Program Studi Administrasi Negara, Jurusan Ilmu Administrasi, Fakultas Ilmu
Sosial Dan Ilmu Politik (FISIP) Universitas Jember.

Seiring dengan perkembangan hidup masyarakat Indonesia yang lebih
dinamis menuntut adanya peranan dari daerah untuk dapat membangun dirinya
sendiri tanpa lagi harus bergantung kepada pemerintah pusat menjadi sebuah awal
ditetapknnya penerapan otonomi daerah yang ada di Indonesia. Maka pemerintah
sebagai penyelenggara pelayanan publik memberikan pelayanan publik merupakan
kegiatan yang harus dilakukan secara berkesinambungan, sesuai dengan
perkembangan harapan publik yang menuntut untuk dilakukan peningkatan kualitas
pelayanan publik.Hal tersebut sesuai dengan Pedoman Umum Penyelenggaraan
Pelayanan Publik yang tertera dalam Keputusan Menteri Pendayagunaan Aparatur
Negara No 63/KEP/M.PAN/7/2003, tentang Hakekat Pelayanan Publik, namun
kenyataan yang ada di tengah-tengah masyarakat bahwa kebijakan untuk
mewujudkan sebuah birokrasi yang sempurna dan tidak berpihak dalam
penyelenggaraan administrasi dan pemerintahan, ternyata dalam prakteknya banyak
mengalami hambatan.

Keluhan tersebut terjadi pada salah satu pelayanan yaitu Pelayanan Pelabuhan
Penyeberangan Kalianget-Kangean di Kabupaten Sumenep. Pada saat penumpang
atau pengguna jasa pelabuhan ingin menyeberang sementara fasilitas sarana dan
prasarana serta fasilitas penunjang lain kurang memadai maka yang dirasakan oleh
pengguna jasa pelabuhan/penumpang tidak maksimal atau tidak sesuai dengan yang
diharapkan. Hal tersebut ditunjukkan dengan diantaranya alat tranportasi laut (kapal)
gedung kantor yang kurang tertata dan kurang terpelihara dengan baik (kotor).
Fasilitas penunjang lain misalnya kurangnya ketersidiaan kursi di ruang tunggu, areal

parkir yang sempit. Ditambah lagi dengan ketidakadilan petugas dalam memberikan

vii



pelayanan dan ketidaktepatan informasi mengenai keberangkatan kapal. Serta
kesopanan dan kejujuran yang patut dipertanyakan.

Adapun rumusan masalah dalam penelitian ini adalah “bagaimana kualitas
pelayanan Pelabuhan Penyeberangan Kalianget-Kangean di Kabupaten Sumenep.
Sedangkan tujuan penelitian ini adalah “untuk mengetahui dan dapat
mendeskripsikan Kualitas Pelayanan Pelabuhan Penyeberangan Kalianget-Kangean
di Kabupaten Sumenep”.

Metode penelitian yang dipakai dalam penelitian ini adalah Service Quality
yakni untuk mengukur tingkat kualitas pelayanan. Pengukuran tingkat kualitas
pelayanan dalam model ini didasarkan pada beberapa item yang dirancang untuk
mengukur harapan dan persepsi pelanggan. Kesenjangan antara persepsi dan harapan
tersebut dilihat berdasarksan lima dimensi kualitas yang langsung dapat dinilai oleh
pelanggannya yaitu: Bukti Langsung (7angibles), Keandalan (Reliability), Daya
tanggap (Responsiveness ), Empati (Empathy) dan Jaminan (Assurance).

Adapun hasil penelitian yang diperoleh melalui hasil perhitungan
menggunakan model Servqual diketahui bahwa Kualitas Pelayanan Pelabuhan
Penyeberangan Kalianget-Kangean di Kabupaten Sumenep dengan skor -4,45 berarti
tidak berkualitas yang dapat dikategorikan ke dalam tingkat kualitas pelayanan yang
tidak baik. Artinya kualitas pelayanan yang ada di UPTD. Pelabuhan khususnya
Pelabuhan Penyeberangan Kalianget-Kangean di Kabupaten Sumenep tidak dapat
dipenuhi/tidak sesuai dengan apa yang dirasakan/dipersepsikan oleh pelanggan

(pengguna jasa pelabuhan).

Kata Kunci: Kualitas Pelayanan.
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SUMMARY

Analysis of Quality Crossing Harbour Service Kalianget-Kangean in Sumenep
District Office: Khairil Idaqa, 040910201033; 2008; 110 pages; Public
Administration Study Program, Administration Science Department, Faculty of
Social and Politic Science, Jember University.

Along with the development of Indonesia’s society life which is more
dynamic demands a role from the territory have to be able to construct that area
independently without any help from the central government being the starting point
in determining the application of an autonomy area in Indonesia. Therefore,
government, as the executor of public service should give the service to the society
continuously according to the public’s hope development which is demanded to
increase the quality of public services. It is based on The General Guidelines of
Public Services Implementation that printed in The State Minister for Control of
Machinery of the State Decree No 63/KEP/M.PAN/7/2003, about Public Service,
however, the fact in the society shows that the policy to get a perfect bureaucracy and
not taking sides in the administration and government implementation, obviously
there is some obstacle in the practices.

Some complaints are happened in one of the service place, which is in the
Kalianget-Kangean Crossing Harbor in Sumenep Regency. At the time the passenger
or the harbor service’s user wants to use the services while the facilities,
infrastructures and the other supporting facilities are inappropriate well, so the harbor
service’s user feels not satisfied enough about that service. For instance, it can be
shown in the sea transportation (ships) and in the office of harbor which are not
organized well. We can see it in other facilities, for example: there are no sufficient
chairs in the waiting room and the parking area is too narrow. Moreover, the official
is not fair in giving a service and there is no precise information about ship’s

departure. Then, politeness and integrity must be asked.
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The problem that will be discussed in this study is “How does the Service
Quality in Kalianget-Kangean Crossing Harbor in Sumenep Regency?” While the
goal of this study is to know and to be able to describe the Service Quality in
Kalianget-Kangean Crossing Harbor.

The method that used in this study is Service Quality that is to survey the
level of service quality. The measurement of the level of service quality in this model
based on some items that planned to survey the expectation and the perception of
consumers. Discrepancy between expectation and perception can be shown according
to five Dimensions’ Quality which directly can be value by the consumers, namely
Tangibles, Reliability, Responsiveness, Empathy and Assurance.

The result that gained in this study through the calculation result using
Servqual model indicates that Service Quality in Kalianget-Kangean Crossing Harbor
in Sumenep Regency with score -4,45; it means that the service is not have certain
quality which can be categorized into bad service quality. In conclusion, the Service
Quality in Harbor UPTD especially in Kalianget-Kangean Crossing Harbor in
Sumenep Regency cannot complete the desire of the consumers or in the other word
the service is inappropriate with something that felt or perceived by the consumers

(the user of harbor service).

Keyword: Service Quality.
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SUMMARY

“A Service Quality of Kalianget-Kangean Crossing Harbor”; Khairil Idaga,
040910201033; 2008: 110 pages; Public Administration Study Program,
Administration Science Department, Faculty of Social and Politic Science, Jember

University.

Along with the development of Indonesia’s society life which is more
dynamic demands a role from the territory have to be able to construct that area
independently without any help from the central government being the starting point
in determining the application of an autonomy area in Indonesia. Therefore,
government, as the executor of public service should give the service to the society
continuously according to the public’s hope development which is demanded to
increase the quality of public services. It is based on The General Guidelines of
Public Services Implementation that printed in The State Minister for Control of
Machinery of the State Decree No 63/KEP/M.PAN/7/2003, about Public Service,
however, the fact in the society shows that the policy to get a perfect bureaucracy and
not taking sides in the administration and government implementation, obviously
there is some obstacle in the practices.

Some complaints are happened in one of the service place, which is in the
Kalianget-Kangean Crossing Harbor in Sumenep Regency. At the time the passenger
or the harbor service’s user wants to use the services while the facilities,
infrastructures and the other supporting facilities are inappropriate well, so the harbor
service’s user feels not satisfied enough about that service. For instance, it can be
shown in the sea transportation (ships) and in the office of harbor which are not
organized well. We can see it in other facilities, for example: there are no sufficient
chairs in the waiting room and the parking area is too narrow. Moreover, the official
is not fair in giving a service and there is no precise information about ship’s

departure. Then, politeness and integrity must be asked.



The problem that will be discussed in this study is “How does the Service
Quality in Kalianget-Kangean Crossing Harbor in Sumenep Regency?” While the
goal of this study is to know and to be able to describe the Service Quality in
Kalianget-Kangean Crossing Harbor.

The method that used in this study is Service Quality that is to survey the
level of service quality. The measurement of the level of service quality in this model
based on some items that planned to survey the expectation and the perception of
consumers. Discrepancy between expectation and perception can be shown according
to five Dimensions’ Quality which directly can be value by the consumers, namely
Tangibles, Reliability, Responsiveness, Empathy and Assurance.

The result that gained in this study through the calculation result using
Servqual model indicates that Service Quality in Kalianget-Kangean Crossing Harbor
in Sumenep Regency with score -4,4; it means that the service is not have certain
quality which can be categorized into bad service quality. In conclusion, the Service
Quality in Harbor UPTD especially in Kalianget-Kangean Crossing Harbor in
Sumenep Regency cannot complete the desire of the consumers or in the other word
the service is inappropriate with something that felt or perceived by the consumers

(the user of harbor service).

Keyword: Service Quality.



