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ABSTRAK 

Judul: Analisis Kualitas Pelayanan Dinas Perpustakaan Dan Kearsipan 

Daerah Kabupaten Tulungagung Oleh: Ade Selvina Anggreini, NPM 

2463201200039, Progam Studi: Administrasi Publik Fakultas Ilmu Sosial dan 

Ilmu Politik, Universitas Tulungagung. 

 

Peningkatan pengetahuan manusia akan diperoleh salah satunya melalui 

kemampuan membaca. Masyarakat memerlukan dukungan dari penyelenggara 

pelayanan publik khususnya pemerintah daerah melalui Dinas Perpustakaan Dan 

Kearsipan Daerah untuk menfasilitasi masyarakat agar gemar membaca. Berbagai 

problematika dalam tata kelola seperti keterbatasan koleksi perpustakaan, fasilitas 

yang minim, responsiftas petugas layanan dan mekanisme pelayanan sering 

menjadi kendala. Penelitian ini bertujuan mendeskripsikan dan menganalisis 

pelayanan Dinas Perpustakaan dan Kearsipan Daerah Kabupaten Tulungagung 

beserta faktor yang mempengaruhi kualitas pelayanan. Jenis penelitian yang 

dipilih adalah deskriptif kualitatif.Hasil penelitian dianalisis menggunakan 4 

(empat) indikator kualitas pelayanan publik Parasuraman: responsiveness atau 

ketanggapan, reliability atau  keandalan, empathy atau etika, tangibles atau  bukti  

fisik menunjukkan bahwa  Dinas Perpustakaan dan Kearsipan Kabupaten 

Tulungagung sudah baik. Petugas adaptif dan cepat dalam melayani. Kehandalan 

pelayanan juga sudah baik. Adapun kendala pada bukti fisik yaitu koleksi 

perpustakaan belum lengkap namun ketersediaan ruang baca telah dilengkapi 

pendingin ruangan dan terdapat katalog online. Faktor pendukung adalah kesiapan 

petugas dalam memberikan pelayanan dan faktor penghambatnya adalah koleksi 

buku perlu ditambah dan dilengkapi, perpustakaan juga perlu dilengkapi open 

source berbasis digital.  

 

Kata Kunci : Kualitas Pelayanan, Pemerrintah Daerah, Perpustakaan 
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ABSTRACT 

 

 

Title: Analysis of Service Quality of the Regional Library and Archives 

Service of Tulungagung Regency By: Ade Selvina Anggreini, NPM 

2463201200039, Study Program: Public Administration, Faculty of Social 

and Political Sciences, Tulungagung University. 

 

One way to increase human knowledge is through reading skills. The community 

needs support from public service providers, especially the local government 

through the Regional Library and Archives Service to facilitate the community to 

enjoy reading. Various problems in governance such as limited library collections, 

minimal facilities, responsiveness of service officers and service mechanisms are 

often obstacles. This study aims to describe and analyze the services of the 

Regional Library and Archives Service of Tulungagung Regency along with 

factors that influence service quality. The type of research chosen is descriptive 

qualitative. The results of the study were analyzed using 4 (four) indicators of 

Parasuraman's public service quality: responsiveness, reliability, empathy, 

tangibles, showing that the Tulungagung Regency Library and Archives Service is 

good. Officers are adaptive and fast in serving. The reliability of the service is 

also good. The constraints on physical evidence are that the library collection is 

not yet complete, but the availability of reading rooms has been equipped with air 

conditioning and there is an online catalog. The supporting factor is the readiness 

of officers in providing services and the inhibiting factor is that the book 

collection needs to be added and completed, the library also needs to be equipped 

with digital-based open sources. 

 

Keywords: Service Quality, Regional Government, Library 
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