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ABSTRAK

Tujuan dari penelitian ini yaitu untuk mengetahui analisis kepuasan pemohon
terhadap fasilitas dan pelayanan pada Kantor Imigrasi Kelas | TPI Palembang.
Metode dalam penelitian ini menggunakan deskriptif kuantitatif digunakan
untuk memberikan gambaran yang jelas mengenai analisis kepuasan pemohon
terhadap fasilitas dan pelayanan pada Kantor Imigrasi Kelas | TPI Palembang.
Sampel dalam penelitian adalah pemohon di Kantor Imigrasi Kelas 1 TPI
Palembang, yang berjumlah 33 orang. Analisis yang digunakan dalam penelitian
ini adalah analisis deskriptif, untuk mengukur analisis kepuasan pemohon
terhadap fasilitas dan pelayanan pada Kantor Imigrasi Kelas | TPI Palembang.
Hasil penelitian didapatkan tangible atau bukti fisik meliputi sarana dan
prasarana serta kecanggihan peralatan pelayanan. Reliability (kehandalan)
merupakan kemampuan aparatur dalam menyediakan pelayanan yang telah
dijanjikan. Responsiveness (daya tangap) merupakan kerelaan penyedia layanan
dalam menolong pengguna layanan dan memberikan pelayanan secara cepat.
Assurance (jaminan) menilai kualitas pelayanan dengan melihat kemampuan
penyedia layanan dalam memberikan pelayanan agar pengguna layanan merasa
aman dan dapat percaya kepada aparatur. Emphaty (empati) merupakan
kemampuan aparatur dalam memberikan perhatian terhadap pengguna layanan.

Kata Kunci : Kepuasan, Fasilitas,Pelayanan



ABSTRACT

The purpose of this study is to find out the analysis of the applicant's satisfaction
with the facilities and services at the TPI Palembang Class | Immigration Office.
The method in this study using quantitative descriptive is used to provide a clear
picture of the analysis of the applicant's satisfaction with the facilities and
services at the TPl Palembang Class | Immigration Office. The sample in this
study was the applicant at the Palembang Immigration Class | Office, totaling
33 people. The analysis used in this research is descriptive analysis, to measure
the analysis of the applicant's satisfaction with the facilities and services at the
TP1 Palembang Class | Immigration Office. The results obtained tangible or
physical evidence including facilities and infrastructure as well as the
sophistication of service equipment. Reliability (reliability) is the ability of the
apparatus in providing services that have been promised. Responsiveness
(responsiveness) is the willingness of service providers to help service users and
provide services quickly. Assurance assesses the quality of service by looking at
the ability of service providers in providing services so that service users feel
safe and can trust the apparatus. Emphaty (empathy) is the ability of the
apparatus to pay attention to service users.

Key Words :  Satisfaction, Amenities, Service
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