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MOTTO 

 

“Semua impian kita bisa terwujudkan jika kita memiliki keberanian untuk 

mengejarnya” 
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ABSTRAK 

 

Laporan tugas akhir ini dibuat dengan judul “Kualitas Pelayanan Publik 

Terhadap Kepuasan Masyarakat Pada Dinas Kependudukan dan 

Pencatatan Sipil Kabupaten Musi Banyuasin”. Peneliti ini menggunakan 

penilitian deskriptif kualitatif.  Kualitas Pelayanan Publik pada Dinas 

Kependudukan dan Pencatatan Sipil Kabupaten Musi Banyuasin  diukur 

menggunakan 5 dimensi kualitas pelayanan publik yaitu tangible (bukti 

fisik), reliability (keandalan), responsivenes (daya tanggap), assurance 

(jaminan), dan empathy (empaty). Kemudian metode pengumpulan data 

yang digunakan yaitu observasi, wawancara, dan dokumenter pada Dinas 

Kependudukan dan Pencatatan Sipil Kabupaten Musi Banyuasin. 

 

Kata kunci: Kualitas Pelayanan, Kepuasan Masyarakat. 

 

  



ABSTRACT 

 

This final project report was made with the title "Quality of Public 

Services for Community Satisfaction in the Population and Civil 

Registration Service of Musi Banyuasin Regency". This researcher used 

qualitative descriptive research. Quality of Public Services at the 

Population and Civil Registration Service of Musi Banyuasin Regency is 

measured using 5 dimensions of public service quality, namely tangible 

(physical evidence), reliability (reliability), responsiveness 

(responsiveness), assurance (guarantee), and empathy (empaty). Then the 

data collection methods used were observation, interviews, and 

documentaries at the Population and Civil Registration Office of Musi 

Banyuasin Regency. 

 

 

Keywords: Service Quality, Community Satisfaction 
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