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“Even all the scars from your mistakes make up your censtellation.’
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“Sabar, satu per satu.”

—Marchella EP
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ABSTRAK

Desi Rahmawati. Pelaksanaan Pelayanan Administrasi di Subbagian
Akademik Fakultas Keguruan dan Ilmu Pendidikan Universitas Sebelas
Maret. Skripsi, Fakultas Keguruan dan Ilmu Pendidikan Universitas Sebelas
Maret Surakarta, Maret 2021.

Penelitian ini bertujuan untuk mengetahui: 1) pelaksanaan pelayanan
administrasi di Subbagian Akademik FKIP UNS, 2) kendala yang dihadapi oleh
Subbagian Akademik FKIP UNS dalam pelaksanaan pelayanan administrasi, dan
3) upaya dari kendala yang dihadapi oleh Subbagian Akademik FKIP UNS dalam
melaksanakan pelayanan administrasi.

Jenis penelitian yang dilakukan ialah penelitian deskriptif kualitatif
dengan pendekatan studi kasus. Teknik:pengumpulan data yang digunakan ialah
wawancara, observasi,  dan analisis  dokumen. Teknik pengambilan sampel
menggunakan teknik purposive sampling dan teknik snowball sampling. Uji
validitas data menggunakan triangulasi sumber-dan metode. Teknik analisis data
menggunakan model-analisis interaktif yaitu dengan reduksi data, penyajian data,
penarikan kesimpulan‘dan verifikasi.

Hasil penelitian menunjukkan bahwa: 1) Subbagian Akademik FKIP UNS
menyediakan layanan administrasi akademik, layanan-administrasi penelitian dan
layanan administrasi pengabdian masyarakat, prosedur pelayanan di Subbagian
Akademik UNS dilakukan‘dengan mengacu pada Standar Operasional Prosedur
(SOP) yang diterhitkan tanggal 3 Juni 2013 sesuai dengan ISO 9001 : 2008, waktu
penyelesaian pelayanan tidak dapat dipastikan karena bergantung pada waktu
selesainya pimpinan menandatangani berkas, Subbagian Akademik FKIP UNS
menyediakan sarana dan_prasarana pelayanan.serta menggunakan peralatan
teknologi informasi penunjangpelayanan seperti komputer, koneksi internet,
printer, dan scanner, petugas pelaksana pelayanan berjumlah empat pegawai
dengan jobdesk yang berbeda namun memerlukan kompetensi yang sama; 2)
kendala yang dihadapi ialah terdapat prosedur pelayanan yang tidak sederhana
dan berbelit-belit, sarana pelayanan kurang lengkap, terdapat petugas pelayanan
yang kurang menguasai teknologi informasi, jumlah petugas pelayanan kurang;
dan 3) upaya dalam mengatasi kendala yang dihadapi ialah menyederhanakan
prosedur dengan mekanisme pelayanan secara daring, melakukan pengadaan
sarana pelayanan, memberikan pelatihan untuk meningkatkan kompetensi petugas
pelayanan, melakukan permintaan penambahan pegawai dan memanfaatkan
mahasiswa magang.

Kata kunci: pelayanan publik, pelayanan prima, penelitian kualitatif, studi kasus
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ABSTRACT

Desi Rahmawati. The Implementation of Administrative Services at the
Academic Subdivision of the Faculty of Teacher Training and Education,
Sebelas Maret University. Skripsi, Faculty of Teacher Training and Education
Sebelas Maret University Surakarta, March 2021.

This research aims to find out: 1) implementation of administrative
services at the Academic Subdivision of the Faculty of Teacher Training and
Education Sebelas Maret University, 2) obstacles that occur in the
implementation of administrative serviees, and (3) the efforts that have been done
to overcome the obstaclesthe implementations of administrative.

The type of this research is descriptive qualitative research with a study
case approach. The-data collection technigue.was using-interviews, observation,
and document analysis. Fhe sampling technique using purposive sampling and
snowball sampling. The data validity test was using.the triangulation of sources
and methods. The data-analysis technique was using an interactive analysis model
which consist: of data reduction, data display; conclusion drawing, and
verification.

The result of the research shows that: 1)*Academic Subdivision of the
Faculty of Teacher Training and Education Sebelas Maret University provides
academic administrations . services, research ‘administration services, and
community dedication administration services;.the service procedures in the
Academic Subdivisionare carried out by referring to Standard Operating
Procedures (SOP) issued on:3 June2013'in aceordance with 1SO 9001:2008, the
time for service completion cannot be ascertained because it depends on the time
when the leader completes signing the file, Academic Subdivision provides service
facilities and infrastructure and uses information technology equipment to
support services such as computers, internet connections, printers, and scanners,
there are four service officers with different job desk but requiring the same
competence; 2) the obstacles faced by Academic Subdivision of the Faculty of
Teacher Training and Education, Sebelas Maret University are there are service
procedures that are not simple and complicated, service facilities are incomplete,
there are service officers who do not understand information technology, less
number of service officers; and 3) Academic Subdivision of the Faculty of Teacher
Training and Education Sebelas Maret University efforts to handling the
obstacles in the implementation of administrative services are simplifying the
service procedure with online mechanisms, doing a facilities procurement,
holding a training to improve the service officer competence, making a request
for additional service officers and utilizing the college students for internships.

Keywords: public services, excellence services, qualitative research, case study
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