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ABSTRAK 

  

Tujuan penelitian ini yaitu, untuk mengetahui bagaimana kualitas pelayanan publik 

di Kantor Kelurahan Wai Mhorock Jayapura Selatan Kota Jayapura, Untuk 

mengetahui apa saja upaya-upaya terhadap kepuasan masyarakat di Kantor 

Kelurahan Wai Mhorock Jayapura Selatan Kota Jayapura dan Untuk mengetahui 

faktor-faktor kualitas pelayanan publik dan pendukung dalam pelaksanaan 

kepuasan masyarakat di Kantor Kelurahan Wai Mhorock Jayapura Selatan Kota 

Jayapura. Metode penelitian yang digunakan yaitu, metode penelitian kualitatif 

deskriptif dengan maksud untuk menggambarkan keadaan sebenarnya yang terjadi 

di lapangan. Teknik pengumpulan data yang digunakan adalah wawancara, 

observasi dan dokumentasi dan. Jenis data yang diperoleh adalah data primer dan 

data sekunder. Adapun teknik analisis data yang digunakan yaitu, kualitatif 

deskriptif. Hasil penelitian yaitu kualitas pelayanan publik di Kantor Kelurahan 

Wai Mhorock Distrik Abepura Kota Jayapura sangat baik. Petugas pemberi layanan 

ramah, sopan cepat dan akurat dalam memberikan pelayanan. Pelayanan publik di 

Kantor Kelurahan Wai Mhorock dilakukan sesuai dengan prosedur dan mekanisme 

yang diterapkan di Kantor Kelurahan Wai Mhorock, Distrik Abepura Kota 

Jayapura, oleh karena itu pelayanan yang diberikan akurat dan tepat sasaran, hanya 

saja sering terjadi keterlambatan dalam waktu pelayanan. Fasilitas penunjang 

pelayanan juga lengkap sesuai kebutuhan dalam pelayanan selain itu perwatan akan 

fasilitas juga dilakukan secara rutin. 

 

 

Kata kunci : Kualitas Pelayanan Publik, Kepuasan Masyarakat 
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ABSTRACT 

 

The purpose of this research is to determine the quality of public services at the 

Wai Mhorock Sub-District Office in South Jayapura, Jayapura City. It aims to 

identify the efforts made to ensure citizen satisfaction at the Wai Mhorock Sub-

District Office in South Jayapura, Jayapura City, and to understand the factors that 

contribute to the quality of public services and support the implementation of citizen 

satisfaction at the Wai Mhorock Sub-District Office in South Jayapura, Jayapura 

City. The research method used is descriptive qualitative research, which aims to 

depict the actual situation that occurs in the field. Data collection techniques used 

in this study include interviews, observations, and documentation. The data 

obtained consist of primary data and secondary data. The data analysis technique 

used is descriptive qualitative analysis The research results show that the quality 

of public services at the Wai Mhorock Sub-District Office in Abepura District, 

Jayapura City, is excellent. The service providers are friendly, polite, quick, and 

accurate in delivering services. The public services at the Wai Mhorock Sub-

District Office are conducted according to the procedures and mechanisms applied 

at the office. Therefore, the services provided are accurate and target-oriented, 

resulting in good quality public services and citizen satisfaction. The supporting 

facilities for services are also complete according to the needs, and regular 

maintenance of the facilities is conducted. 

 

Keywords: Quality of Public Services, Customer Satisfaction 
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