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ABSTRACT 

Mila Anggraini, Village Information System (SID) in Improving Public Services in 

Pulosari Village, Bareng District, Jombang Regency. Thesis for the Political 

Science Study Program, Faculty of Social and Political Sciences, Sunan Ampel 

State Islamic University, Surabaya. 

This research examines the quality of the use of the Village Information System in 

improving public services in Pulosari Village, Bareng District, Jombang Regency. 

This Village Information System is a village facility used for village administration 

and information services. The aim of this research is to find out how the Village 

Information System is used by the community and the Pulosari Village government 

itself. This research is qualitative research with a descriptive approach. Data 

collection was carried out through in-depth interviews, documentation and 

observation to support the data obtained. This research uses the Public Service 

Quality theory (Zeithaml-Parasuraman-Berry). The results of the research show 

that the quality of public services using the village information system in Pulosari 

village, Diwek district, Jombang district has been maximized. As can be concluded, 

the Pulosari Village Information System has succeeded in fulfilling the various 

dimensions of public service quality desired according to the theory of Zeithaml, 

Berry, and Parasuraman. This has a positive impact on the experience and 

satisfaction of the people of Pulosari Village in accessing public services. 

1.Tangible: Pulosari Village has adequate physical facilities such as the Village 

Digital Platform and digital kiosks, as well as the use of modern technological 

equipment such as SID and E-Report applications. This shows seriousness in 

facilitating good public services through physical aspects. 2.Reliability: SID has 

accelerated and simplified the administrative service process such as handling 

letters. The implementation of SID reduces people's waiting time significantly, 

demonstrating reliability in providing timely, accurate and satisfactory services. 3. 

Responsiveness: The Pulosari Village Government increases responsiveness in 

public services by utilizing technology and electronic media. They also actively 

accept community aspirations and carry out outreach to improve service quality. 

4.Assurance: Village officials have been provided with adequate knowledge and 

skills through training so as to increase public confidence in the services provided. 

5.Empathy: The Pulosari Village Government shows concern for the needs of the 

community by providing the necessary attention and information, as well as 

providing assistance to those who have difficulty using technology. 

 

Keywords: Public Services, Quality of Public Services, Village Information 

Systems.  
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ABSTRAK 

Mila Anggraini, Sistem Informasi Desa (SID) dalam Meningkatkan Pelayanan 

Publik di Desa Pulosari Kecamatan Bareng Kabupaten Jombang. Skripsi Program 

Studi Ilmu Politik Fakultas Ilmu Sosial dan Ilmu Politik Universitas Islam Negeri 

Sunan Ampel Surabaya.  

 Penelitian ini mengkaji kualitas penggunaan Sistem Informas Desa dalam 

meningkatkan pelayanan public di Desa Pulosari Kecamatan Bareng Kabupaten 

Jombang. Sistem Informasi Desa ini merupakan fasilitias desa digunakan untuk 

layanan administrasi maupun informasi desa. Tujuan dari penelitian ini adalah 

untuk mengetahui bagaimana penggunaan Sistem Informasi Desa bagi masyarakat 

maupun pemerintah Desa Pulosari sendiri. Penelitian ini merupakan penelitian 

kualiatif dengan jenis pendekatan deskriptif. Pengumpulan data dilakukan melalui 

wawancara mendalam, dokumentasi dan observasi dalam menunjang data yang 

diperoleh. Penelitian ini menggunakan teori Kuliatas Pelayanan Publik (Zeithaml-

Parasuraman-Berry). Hasil penelitian menunjukkan bahwa kualitas pelayanan 

public dengan penggunaan system informasi desa di desa pulosari kecematan diwek 

kabuten jombang telah maksimal. Sebagaimana dapat disimpulkan bahwa Sistem 

Informasi Desa Pulosari telah berhasil memenuhi berbagai dimensi kualitas 

pelayanan publik yang diinginkan menurut teori Zeithaml, Berry, dan Parasuraman. 

Hal ini berdampak positif terhadap pengalaman dan kepuasan masyarakat Desa 

Pulosari dalam mengakses layanan publik. 1.Tangible: Desa Pulosari memiliki 

fasilitas fisik yang memadai seperti Platform Digital Desa dan kios digital, serta 

penggunaan peralatan teknologi modern seperti aplikasi SID dan E-Report. Hal ini 

menunjukkan keseriusan dalam memfasilitasi pelayanan publik yang baik melalui 

aspek fisik. 2.Reliabillity: SID telah mempercepat dan menyederhanakan proses 

pelayanan administrasi seperti pengurusan surat. Penerapan SID mengurangi waktu 

tunggu masyarakat secara signifikan, menunjukkan keandalan dalam memberikan 

layanan yang tepat waktu, akurat dan memuaskan. 3.Responsiviness: Pemerintah 

Desa Pulosari meningkatkan daya tanggap dalam pelayanan publik dengan 

memanfaatkan teknologi dan media elektronik. Mereka juga aktif menerima 

aspirasi masyarakat dan melakukan sosialisasi untuk meningkatkan kualitas 

layanan. 4.Assurance: Aparat desa telah dibekali pengetahuan dan keterampilan 

yang memadai melalui pelatihan sehingga meningkatkan kepercayaan masyarakat 

terhadap layanan yang diberikan. 5.Empathy: Pemerintah Desa Pulosari 

menunjukkan kepedulian terhadap kebutuhan masyarakat dengan memberikan 

perhatian dan informasi yang diperlukan, serta memberikan bantuan kepada mereka 

yang kesulitan dalam memanfaatkan teknologi. 

 

Kata Kunci: Pelayanan Publik, Kualitas Pelayanan Publik, Sistem Infromasi Desa  
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