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ABSTRAK

Pelayanan administrasi publik merupakan salah satu fungsi utama pemerintah yang dituntut
mampu memberikan pelayanan secara cepat, tepat, dan efisien kepada masyarakat. Namun, proses
penerbitan surat keterangan domisili di Kantor Kecamatan Pamarican masih berpotensi mengalami
variasi waktu pelayanan karena belum memiliki standar waktu kerja yang terukur secara sistematis.
Kondisi tersebut dapat menyebabkan ketidakkonsistenan pelayanan serta menimbulkan aktivitas
yang tidak memberikan nilai tambah. Penelitian ini bertujuan untuk memetakan alur proses
pelayanan administrasi, menentukan waktu baku pelayanan menggunakan metode Maynard
Operation Sequence Technique (MOST), serta merumuskan usulan perbaikan untuk meningkatkan
efisiensi pelayanan.

Penelitian ini menggunakan metode deskriptif dengan pendekatan studi kerja. Unit analisis
penelitian adalah aktivitas pelayanan administrasi penerbitan surat keterangan domisili di Kantor
Kecamatan Pamarican. Teknik pengumpulan data dilakukan melalui observasi langsung,
wawancara, dokumentasi, serta pencatatan elemen kerja pelayanan. Analisis data dilakukan
menggunakan Flow Process Chart (FPC), metode MOST untuk menentukan waktu baku kerja, serta
pendekatan Lean Office untuk mengidentifikasi aktivitas Non-Value Added (NVA).

Hasil penelitian menunjukkan bahwa proses pelayanan terdiri atas aktivitas operasi, inspeksi,
transportasi, delay, dan penyimpanan sementara. Berdasarkan perhitungan MOST diperoleh total
indeks sistem aktual sebesar 467 indeks dengan total waktu 4. 670 TMU, waktu normal sebesar 168,
12 detik, dan waktu baku sebesar 193, 34 detik setelah penambahan allowance 15%. Analisis Lean
Office menunjukkan adanya pemborosan berupa perpindahan dokumen yang berlebihan, gerakan
kerja yang tidak diperlukan, serta waktu menunggu proses pengesahan dokumen. Usulan perbaikan
dilakukan melalui penataan ulang tata letak fasilitas kerja dan penyederhanaan metode kerja
sehingga total indeks MOST menurun menjadi 358 indeks, waktu normal menjadi 128, 88 detik,
dan waktu baku menjadi 148, 21 detik. Hasil penelitian menunjukkan bahwa usulan perbaikan yang
dirancang memiliki potensi meningkatkan efisiensi proses kerja sebesar 23, 33% melalui
pengurangan aktivitas non-value added dan penyederhanaan alur pelayanan. Oleh karena itu,
penerapan standar waktu kerja dan perbaikan sistem kerja direkomendasikan untuk meningkatkan
efektivitas pelayanan administrasi di Kantor Kecamatan Pamarican.

Kata kunci: administrasi publik, flow process chart, lean office, maynard operation sequence
technique, pelayanan administrasi, waktu baku



ABSTRACT

Public administrative services are one of the primary functions of government institutions
and are expected to provide fast, accurate, and efficient services to the community. However, the
process of issuing domicile certificates at the Pamarican District Office still has the potential to
experience variations in service time due to the absence of a systematically measured standard
working time. This condition may lead to service inconsistency and the occurrence of activities that
do not add value to the service process. This study aims to map the administrative service process
flow, determine standard service time using the Maynard Operation Sequence Technique (MOST),
and propose improvement strategies to enhance service efficiency.

This research employed a descriptive method with a work measurement approach. The unit
of analysis was the administrative service activities involved in issuing domicile certificates at the
Pamarican District Office. Data were collected through direct observation, interviews,
documentation, and recording of service work elements. Data analysis was conducted using Flow
Process Chart (FPC), the MOST method for determining standard time, and the Lean Office
approach to identify Non-Value Added (NVA) activities.

The results showed that the service process consisted of operation, inspection,
transportation, delay, and temporary storage activities. Based on the MOST calculation, the current
system obtained a total index of 467, equivalent to 4. 670 TMU, with a normal time of 168, 12
seconds and a standard time of 193, 34 seconds after applying a 15% allowance factor. Lean Office
analysis identified several wastes, including excessive document movement, unnecessary motions,
and waiting time during the document approval process. Improvement proposals were developed
through workplace layout redesign and work method simplification, resulting in a reduction of the
MOST index to 358, a normal time of 128, 88 seconds, and a standard time of 148, 21 seconds.
These improvements increased service efficiency by 23, 33%. Therefore, the implementation of
standard work procedures and improved work systems is recommended to enhance the effectiveness
of administrative services at the Pamarican District Office.

Keywords: administrative service, flow process chart, lean office, maynard operation sequence
technique, public administration, standard time
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