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ABSTRAK

Delia Puspita Sari (1708109016): Peran Kepala Tata Usaha Dalam
Meningkatkan Kualitas Pelayanan Administrasi Di SMK PGRI
Kandanghaur Kabupaten Indramayu

Skripsi ini membahas tentang peran tata usaha dalam meningkatkan kualitas dan
pelayanan administrasi di SMK PGRI Kandanghaur. Kajian ini dilatarbelakangi melihat
kompetensi Kepala Tata Usaha (TU) kurang menjadi perhatian utama sehingga
manajemen atau pelayanan administrasi kurang mendukung pelaksanaan pendidikan.
Penelitian ini bertujuan untuk mengetahui konsep kompetensi kepala tata usaha, konsep
pelayanan administrasi serta cara mengatasi kendala kepala tata usaha dalam
meningkatkan kualitas pelayanan administrasi di SMK PGRI Kandanghaur Kab.
Indramayu. Penelitian ini termasuk ke dalam penelitian kualitatif deskriptif dengan teknik
pengumpulan data yang digunakan adalah observasi, wawancara, dan dokumentasi. Data-
data yang berhasil dikumpulkan tersebut kemudian dianalisis secara kualitatif deskriptif.

Hasil penelitian menunjukan bahwa kepala TU telah melaksanakan perannya dengan baik
, hal ini menurut beberapa dari pendapat yakni kepala sekolah, staff tata usaha, guru dan
siswa. Yang dimana peran tersebut terdiri dari peran sebagai educator, manajer,
administrator dan motivator. Berdasarkan kualitas pelayanan di SMK PGRI Kandanghaur
dilihat dari aspek Wujud Fisik (Tangibility) dan aspek Kepastian (Assurance)
menunjukan bahwa kurang baik. Sementara untuk aspek lainnya sudah cukup baik. Bila
dilihat dari kompetensi kepala tata usaha di SMK PGRI Kandanghaur dalam
meningkatkan kualitas pelayanan administrasi menunjukan bahwa perlu adanya
perbaikan pada kompetensi social, kompetensi teknis, dan kompetensi manajerial.

Kesimpulan yang dapat ditarik berdasarkan kualitas pelayanan di SMK PGRI
Kandanghaur dilihat dari aspek wujud fisik (Tangibility) bahwa perlu adanya perbaikan
fasilitas sarana untuk menunjang administrasi dan melengkapi ATK untuk pelayanan
administrasi. Dan dari aspek kepastian (Assurance) bahwa perlu ada perbaikam dalam
keterlambatan pelayanan yang dilakukan kepala tata usaha, dan perlu adanya pelatihan
bagi kepala tata usaha.

Kata kunci: Peran Tata Usaha , Kualitas Pelayanan Administrasi



ABSTRACT

Delia Puspita Sari (1708109016): Competence of the Head of Administration
in Improving the Quality of Administrative Services at SMK PGRI
Kandanghaur, Indramayu Regency

This thesis discusses the role of administration in improving the quality
and administrative services at SMK PGRI Kandanghaur. This study is motivated
by seeing that the competence of the Head of Administration (TU) is not a major
concern so that management or administrative services do not support the
implementation of education. This study aims to determine the concept of
competence of the administrative head, the concept of administrative services and
how to overcome the obstacles of the administrative head in improving the quality
of administrative services at SMK PGRI Kandanghaur Kab. Indramayu. This
research is a descriptive qualitative research with data collection techniques used
are observation, interviews, and documentation. The data that was collected was
then analyzed descriptively qualitatively.

The results showed that the head of TU had carried out his role well, according to
some opinions, namely the principal, administrative staff, teachers and students.
Which role consists of roles as educator, manager, administrator and motivator.
Based on the quality of service at SMK PGRI Kandanghaur seen from the aspect
of Physical Appearance (Tangibility) and Assurance aspects, it shows that it is not
good. While for other aspects it is quite good. When viewed from the competence
of the administrative head at SMK PGRI Kandanghaur in improving the quality of
administrative services, it shows that there needs to be improvements in social
competence, technical competence, and managerial competence.

The conclusion that can be drawn based on the quality of service at SMK PGRI
Kandanghaur seen from the aspect of physical form (Tangibility) is that it is
necessary to improve facilities to support administration and complete stationery
for administrative services. And from the aspect of certainty (Assurance) that
there needs to be improvements in service delays carried out by the administrative
head, and there is a need for training for the administrative head.

Keywords: The Role of the Head of Administration, Quality of
Administrative Services
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"Sesungguhnya Aku hendak menjadikan seorang khalifah di muka
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