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INTISARI 

          Penelitian ini dilakukan dengan tujuan untuk mengetahui bagaimana 

kualitas pelayanan administrasi pernikahan di Kantor Urusan Agama Kecamatan 

Lubuk Keliat Kabupaten Ogan Ilir. 

 Dalam penelitian ini, peneliti menggunakan metode kualitatif karena data 

yang dihasilkan dalam penelitian ini berupa kata-kata tertulis dan lisan sehingga 

mampu mengambarkan persoalan yang sedang ada di Kantor Urusan Agama 

Kecamatan Lubuk Keliat Kabupaten Ogan Ilir. Pendekatan penelitian kualitatif 

yang digunakan oleh peneliti dalam penelitian ini adalah studi kasus, teknik 

pengumpulan data secara tiga metode yaitu observasi, wawancara, dokumentasi, 

teknik analisis data dengan mengolah, membaca semua data, memulai coding 

semua data, penerapan proses coding, tunjukkan bagaimana uruian dan tema 

tersebut direprensikan dalam bentuk narasi dan analisis data. 

  Kemudian hasil analisis dan temuan di lapangan dari penelitian ini 

menunjukkan bahwa kualitas pelayanan administrasi pernikahan di kantor urusan 

agama memiliki kendala pada sarana dan prasarana yang belum maksimal yang 

dianalisis menggunakan teori kualitas pelayanan dari Zeithaml, et al (2019) 

terdapat 5 indikator yang digunakan yaitu 1. Tangibles (Bukti langsung), 2. 

Reliability (Kehandalan), 3. Responsiveness (Ketanggapan), 4. Assurance 

(Jaminan), 5. Empathy (Empati). 

 Berdasarkan hasil penelitian dan pembahasan yang dilakukan, maka 

peneliti mendapatkan kesimpulan mengenai kualitas pelayanan administarasi 

pernikahan di kantor urusan agama kecamatan lubuk keliat, hal ini timbul dari 

berbagai masalah mulai dari prasarana dan sarana seperti kantor masih 

menumpang di rumah warga, tempat parkir yang mengganggu aktivitas warga, 

ruang tunggu, masyarakat belum dianggap optimal dalam bagian administrasi 

pernikahan, terkendala sumber daya manusia, komunikasi sumber daya manusia 

dan pemerintah desa masih belum optimal.  Saran dalam penelitian ini adalah 

perlu dilakukan evaluasi dan perhatian khusus pada Kantor Urusan Agama 

Kecamatan Lubuk Keliat Kabupaten Ogan Ilir terkhusus tempat atau gedung 

khusus untuk kantor sehingga tidak menyewa di rumah warga, sarana dan 

prasarana administrasi pernikahan, kedisiplinan dan penambahan sumber daya 

manusia. 

 

Kata Kunci: Kualitas Pelayanan, Administrasi Pernikahan, Kantor Urusan  

           Agama, Kecamatan Lubuk Keliat Kabupaten Ogan Ilir. 
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ABSTRAK 

      This research was conducted with the aim of knowing how the quality of 

marriage admistration services at the Religious affairs Office in Lubuk Keliat 

sub-district, Ogan Ilir district. 

      In this study, researchers used qualitative method because the data generated 

in this study were in the form of written and spoken words so as to describe the 

problems that currently exist in the Office of Religious affairs in Lubuk Keliat 

sub-district, Ogan Ilir district. The qualitative ressearch approach used by the 

research in this study is a case study, data collection techniques using three 

methods, namely observation, interveiws, documentation, data analysis techiquees 

by processing, reading all data, starting and the theme is represented in the from 

of narrative and data analysis. 

       Then the results of the analysis and findings in the field from this study 

indicate that the quality of marriage administration services at the religious 

affairs office is still constrained by facilities and infrastructure that are not 

optimal. They are analyzed using the theory of service quality from Zeithaml, et al 

(2019). There are 5 indicators used, namely 1. Tangibles (direct evidance), 2 

Reliability (Reliability), 3. Responsiveness (Responsiveness), 4. Assurance 

(Guarantee), 5. Empathy (Empathy). 

       Based on the results of the research and discussion counducted, the 

researchers drew conclusions regarding the quality of marriage administration 

services at the Religious affairs Office of the Lubuk Keliat sub-district, this arises 

from various problems ranging from infrastructure and facilities such as offices 

still staying in residents’ homes, parking lots that interfere with 

residents’activities, waiting room, the community has not been considered optimal 

in terms of marriage administration, constrained by human resources, 

communication between human resources and village government is still not 

optimal. The suggestion in this study is that it i necessary to evaluate and pay 

special attention to the Office of Religious Affairs in Lubuk Keliat District, Ogan 

Ilir Regency, especially a special place or building for offices so that they do not 

rent in residents’ homes, facilities and infrastructure for marriage admnistration, 

discipline and additional human resources. 

 

Keywords: Service quality, Marriage administration, Office of Religious Affairs,  

                Office in Lubuk Keliat sub-district, Ogan Ilir district. 
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