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ABSTRAK

Dian Syachrani Febriyanti (2281090128): Strategi Kepala Sekolah dalam
Meningkatkan Pelayanan Administrasi Pendidikan di SMPN 4 Palimanan
Kabupaten Cirebon

Penelitian ini dilatarbelakangi oleh masih adanya permasalahan dalam pelayanan
administrasi sekolah, seperti kurang optimalnya koordinasi kerja, pembagian tugas
yang belum merata, serta keterbatasan sistem administrasi berbasis teknologi.
Selain itu, kekosongan jabatan Kepala Tata Usaha selama beberapa tahun turut
memengaruhi efektivitas pelayanan administrasi di sekolah. Kondisi tersebut
menunjukkan pentingnya strategi kepala sekolah dalam meningkatkan kualitas
pelayanan administrasi agar lebih efektif dan efisien. Penelitian ini bertujuan untuk
mengetahui pelaksanaan pelayanan administrasi, mendeskripsikan strategi kepala
sekolah, serta menganalisis dampaknya terhadap peningkatan kualitas pelayanan
administrasi di SMPN 4 Palimanan Kabupaten Cirebon. Penelitian ini
menggunakan pendekatan kualitatif dengan jenis penelitian deskriptif. Teknik
pengumpulan data dilakukan melalui wawancara, observasi, dan dokumentasi.
Hasil penelitian menunjukkan bahwa: 1) pelayanan administrasi telah berjalan
cukup baik berdasarkan dimensi kualitas pelayanan (SERVQUAL), meliputi
keandalan, daya tanggap, jaminan, empati, dan bukti fisik, meskipun masih terdapat
kendala pada ketelitian kerja dan keterbatasan infrastruktur teknologi; 2) strategi
kepala sekolah dilakukan melalui tahap perumusan, implementasi, dan evaluasi
strategi dengan fokus pada penataan pembagian tugas, peningkatan disiplin kerja,
serta penguatan sistem administrasi; dan 3) strategi tersebut berdampak pada
meningkatnya kepuasan pengguna layanan, efektivitas kerja, dan efisiensi
administrasi sekolah. Dengan demikian, strategi kepala sekolah berperan penting
dalam meningkatkan kualitas pelayanan administrasi yang efektif, efisien, dan
berkelanjutan.

Kata kunci: strategi kepala sekolah, pelayanan administrasi, kualitas
pelayanan, manajemen pendidikan, SERVQUAL
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ABSTRACT

Dian Syachrani Febriyanti (2281090128): The Principal’s Strategy in
Improving Educational Administrative Services at SMPN 4 Palimanan, Cirebon
Regency

This research was motivated by several problems in school administrative services,
such as ineffective work coordination, unequal distribution of administrative tasks,
and limited technology-based administrative systems. In addition, the vacancy of
the Head of Administration position for several years also affected the effectiveness
of administrative services at the school. These conditions indicate the importance
of the principal’s strategy in improving the quality of administrative services to
become more effective and efficient. This study aimed to identify the implementation
of administrative services, describe the principal’s strategies, and analyze their
impact on improving the quality of administrative services at SMPN 4 Palimanan,
Cirebon Regency. This study used a qualitative approach with a descriptive
research type. Data collection techniques were conducted through interviews,
observations, and documentation. The results showed that: 1) administrative
services had been running quite well based on the dimensions of service quality
(SERVQUAL), including reliability, responsiveness, assurance, empathy, and
tangibles, although there were still obstacles related to work accuracy and limited
technological infrastructure; 2) the principal’s strategies were carried out through
the stages of strategy formulation, implementation, and evaluation, focusing on
organizing task distribution, improving work discipline, and strengthening the
administrative system, and 3) these strategies had an impact on increasing user
satisfaction, work effectiveness, and efficiency in school administrative
implementation. Therefore, it can be concluded that the principal’s strategy plays
an important role in improving the quality of administrative services to be more
effective, efficient, and sustainable.

Keywords: principal strategy, administrative services, service quality, educational
management, SERVQUAL
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