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ABSTRACT:  The sustmnablity of natonal development and pubhic services must include a special atten-
tion o the population factior as the subpect and object, A binth certificate is an identity form and an integral
part of citizen el and political nzhits. Unfortunately, the people in Garut still consider the service quality of
the local Population and Civil Regstration Agency s ot yet effective i serving the socoty dunng bath cer-
tificate appheation process. Therefore, this study aims 1o find oul the mfluence of service quality provided
during the process of birth oertificate application toward public sansfaction i the Population and Cril Regrs-
wation Agency of Garst. Using o quantitative approach, dats were collected through observiations, mtervicws,
litermure studies and guestionnare distnbutions. Questinnnaires wore spresd to 100 respondents using son
probability samphing wechiigque which is & purposive sampling. The result of this study indicates that there is
an influcnce of service quality during the process of birth certificate spplication toward Pubbe Satisfaction in
the Popalation and Civil Registration Agency of Cuanut as big as 3% The results of this study can be treated

as a reflection of the performance of the Gannt gavernment s serving a birth certificate e Gana

I INTRODUCTION

The quality of service will create a streng relation-
ship botween customer perception and the service
provader agency (Ramseook-Munhurrun & 1 ukea-
Bhiwajee 20103 According o Mimistenal Decree
no. 2SMPAN2 2004, public satisfaction s meas-
wred by public opimon and judgment on the perform-
ance of public service  administrators  (Menteri
20041 Meanwhile, refer-nng w the Decree of the
State Minister on Admmistrative reform Number
HUKEPMPANT 2003 that every public service
must have a standard and 1t must be published as
a guarantee of certminty for the servive wsers (Men-
teni 2003).

In the profile of local Populstion and Civil Regstra-
tion Agency of Ganat Regency in 2016, it s mentioned
that the population data resource is from the population
registration service through the Population Registration
and Record st of Garst Regency Population and el
registration agency which has been consolidated with
the Ministry of Intemnal Afliars by integrating the PAIS
Databese  (Populstion  Adnenistraion  Information
System) funchommg 10 unprove the service effective
ness and validity of the resulied data. The good rele-
tionshsp  between Public and the Cnvil Registration
Otfice of Garul regendy & important in understanding
the expectations and needs of the socety.

A birth cortificate s an sdentity form ol every
child which is an integral part of citizen civil and
polincal nghts. The nght for identity is a stale recog-
nition form of & person existence before the luw, and
cach child & entitled 10 0 name as an identity and

citizenship status, Gerber ot al. (2017) stated that it
is imponant 1o include the nght w bink ceruficate.

Govemment apparatus, especially in the Popela-
bon and Civil Registation Agency of Gannt
Regeney as the senace provider should provide the
best service 1o public in order o fulfill the need for
birth cestiticates which are valid for a Iifetane and
useful for dealing with vanous needs 1 socikety.
Therelore, service becomes one of the most import-
ant things to be provided by the Popuiation and Cril
Registration Agency of Garnt regency 1o influence
the level of public satisfaction,

This w0 hine with the mission of the Popula-
von and Cial llcﬁwnmu A.gc-:y of hm.u
Regency o reali ‘
population and civil mgmnuun SerVIce wluch s
clshorated more m the goal to improve public ser-
vices which can be accessed casily and preciscly
through the avallability of guality [T-based ser-
vices. In 2018, Gonat Regency  Government
through the Agency of Populatwn and Civil Reges-
tration has issued 1,800 free binth certificates for
the residents of Kadungora Sub-distnict (Galame-
dunewscom)  Hesd of Populaon  and  Cwil
Registration Office of Gant regency, Rina Sit
Svabanah, apprecwtes the Head of Sub-district
and the service staffl at the Sub-Disinet Office
wha have provided good senvice in the issuance of
the documents.

The mensures of public satisfaction assessment
as a global concept are stll considerad Timited and
still need 1o be developed (Vecugdenhil & Rigby
2010, Salim et al (2017) state how mmportant
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