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ABSTRAK

“PERAN KOMUNIKASI ORGANISASI PEMERINTAH DESA DALAM
MENINGKATKAN KUALITAS PELAYANAN PUBLIK DI BALAI DESA
KENDAL KECAMATAN ASTANAJAPURA KABUPATEN CIREBON”

FIQIH HIDAYAT
NIM. 1608302063

Pelayanan publik di balai desa Kendal berdasarkan hasil pengamatan peneliti
masih banyak kekurangan dan terjadi keluhan yang berasal dari masyarakat. Hal ini
bisa terjadi dikarenakan kurang intensnya komunikasi antar atasan dan bawahan
atau sebaliknya, juga kurang disiplinnya perangkat desa dimana asumsi peneliti
kepala desa setempat sudah memberikan intruksi atau teguran bagi aparatur desa
yang bekerja tidak sesuai dengan prosedur yang berlaku, dan lain sebagainya.

Pertanyaan penelitian dalam- skripsi ini- yaitu bagaimana peran komunikasi
organisasi antar aparat desa dalam melayani masyarakat?, bagaimana aparat desa
memaksimalkan faktor:faktor pendukung efektifitas dalam melayani masyarakat?,
dan bagaimana aparat desa mengatasi hambatan-hambatan komunikasi dalam
melayani masyrakat Desa Kendal Kecamatan Astanajapura Kabupaten Cirebon?.

Tujuan penglitian ini adalah untuk ‘mendeskripsikan - peran komunikasi
organisasi antar.aparat desa dalam melayani masyarakat, faktor-faktor pendukung
efektifitas komunikasi dalam melayani -masyarakat, dan hambatan-hambatan
komunikasi dalam melayani masyarakat Desa Kendal Kecamatan Astanajapura
Kabupaten Cirebon.

Penelitian ini-=menggunakan jenis penelitian kualitatif deskriptif degan
menggunakan pendekatan studi kasus. Sumber pengumpulan data yang digunakan
sumber primer dan sekunder.|Teknik -pengumpulan data dilakukan dengan
menggunakan observasi, wawancara mendalam, dokumentasi. Dan teknik analisis
data dilakukan dengan pengumpulan data-atau interpretasi data, reduksi data,
matriks, pengkodean, dan kemudian disesuaikandengan model kualitatif yang
dipilih yaitu studi kasus.

Hasil penelitian ini dapat disimpulkan bahwa: 1) Peran komunikasi organisasi
pemdes Kendal berperan menjalin hubungan dengan kekeluargaan, fasilitator
warga, koordinasi antara atasan dengan bawahan, dan menjalankan tugas sesuai
tupoksi. 2) Faktor-faktor pendukung efektifitas komunikasi organisasi dalam
pelayanan publik di balai desa Kendal yaitu sarana prasarana atau fasilitas,
kedekatan emosional antar perangkat desa, dan perangkat desa yang ramah. 3)
Hambatan-hambatan komunikasi organisasi dalam pelayanan publik di balai desa
Kendal bisa diatasi dengan mengupayakan peningkatan intensitas komunikasi antar
lembaga, pelatihan SDM, evaluasi kinerja, memperbanyak dialog dengan warga,
dan menghidupkan kembali papan informasi yang tersedia.

Kata Kunci : Komunikasi Organisasi, Kualitas Pelayanan.
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ABSTRACT

"THE ROLE OF COMMUNICATION OF RURAL GOVERNMENTS IN
IMPROVING PUBLIC SERVICE QUALITY AT DESA KENDAL
KECAMATAN ASTANAJAPURA KABUPATEN CIREBON"

FIQIH HIDAYAT
NIM. 1608302063

Public services at the Kendal village hall based on the observations of
researchers are still many shortcomings and there are complaints from the
community. This can happen due to the lack of intense communication between
superiors and subordinates or vice versa, also the lack of discipline of village
officials where the assumption of the local village head researcher has given
instructions or warnings to village officials who work not in accordance with
applicable procedures, and others.

The research questions in this thesis are how is the role of organizational
communication between village officials in serving the eommunity?, how do village
officials maximize the factors that support-effectiveness in serving the community?,
and how do village officials overcome communication barriers in serving the
community of Kendal Village?.

The purpose of this study was-to describe the role of organizational
communication-between village officials in serving the community, the factors
supporting the effectiveness of communication in serving the community, and
communication barriers in serving the community of Kendal Village, Astanajapura
District, Cirebon Regency.

This research-uses descriptive qualitative research using a case study
approach. Sources of data-collection used primary and-secondary sources. Data
collection techniques were carried out using observation, in-depth interviews, and
documentation. And the data analysis technique is done hy collecting data or data
interpretation, data reduction, matrix, coding, and then adjusted to the selected
qualitative model, namely case studies.

The results of this study can-be,concluded that: 1) The role of Kendal village
government organizational communication plays a role in establishing relationships
with kinship, facilitating citizens, coordinating between superiors and subordinates,
and carrying out tasks according to the main tasks and functions. 2) The factors that
support the effectiveness of organizational communication in public services at the
Kendal village hall are infrastructure or facilities, emotional closeness between
village officials, and friendly village officials. 3) Organizational communication
barriers in public services at the Kendal village hall can be overcome by increasing
the intensity of communication between institutions, training human resources,
evaluating performance, increasing dialogue with residents, and reviving the
available information boards.

Keywords: Organizational Communication, Quality of Service.
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