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ABSTRACT 

 

This study aims to determine the influence of population administra-

tion policy implementation to service quality Issuance of a death cer-

tificate in the Department of Population and Civil Registration 

Tasikmalaya District, which is based on the theories that are relevant 

to the research conducted. The method used in this research is ex-

planatory research, that is research based survey. Data collection 

techniques used through observation, documentation and question-

naires, while data analysis is used through multiple regression testing 

subsequent partial (lane) of each dimension studied (path analysis). 

From the results of the study showed that the implementation of a 

policy of population administration influence on the quality of service 

the issuance of a death certificate in the Department of Population 

and Civil Registration Tasikmalaya Regency is determined by the size 

and purpose of the policy, policy resources, characteristics or proper-

ties of entities implementing agencies, communication among rele-

vant organizations with implementation activities, the attitude of the 

executive, and the environment as economic, social, political. 
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Introduction 

The government in realizing good govern-
ance requires institutional reform and public 
management reform. Institutional reform in-
volves revamping all local government tools, 
both in terms of structure and infrastructure. In 
addition to institutional reform and public sec-
tor management reform, to support the crea-
tion of good governance, one of which is related 
to the population administration management 

system, so that it becomes important because it 
is politically and economically related. 

The government itself in regulating popula-
tion problems has passed Law Number 23 of 
2006 which has been changed to Law Number 
24 of 2013 concerning Population Administra-
tion, which in order to improve Population Ad-
ministration services in line with the demands 
of professional Population Administration ser-
vices, meeting information technology  
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standards , dynamic, orderly, and non-discrim-
inatory in achieving minimum service stand-
ards towards excellent comprehensive services 
to overcome population problems. 

Through the Law it is also stated that Popu-
lation Administration is a series of structuring 
and controlling activities in the issuance of 
Population documents and Data through Popu-
lation Registration, Civil Registration, Popula-
tion Administration information management 
and the utilization of the results for public ser-
vices and other sector development. 

One of the things that get less attention in 
Population Administration is the administra-
tion of people who have died. The death of a cit-
izen can be said as an important event, where 
in Law Number 24 of 2013 it is stated that Im-
portant Events are events experienced by a 
person including birth, death, stillbirth, mar-
riage, divorce, child recognition, child ratifica-
tion, child adoption, change of name and 
change of citizenship status. 

The implementation of Population Admin-
istration in Tasikmalaya Regency is carried out 
by the Department of Population and Civil Reg-
istration. One of the tasks of the Department of 
Population and Civil Registration of Tasikma-
laya Regency is to issue official documents re-
lated to an important event in population doc-
uments that have legal force as authentic evi-
dence produced from the Population Registra-
tion and Civil Registration services. 

In practice, the services provided by the De-
partment of Population and Civil Registration 
of Tasikmalaya Regency related to the issuance 
of Death Certificates have not been running in 
accordance with public expectations, this is re-
lated to the implementation of Law Number 24 
of 2013 concerning Population Administration 
by the Department of Population and Civil Reg-
istry. Tasikmalaya Regency. 

The research conducted in this case is about 
the implementation of Law Number 24 of 2013 
concerning Population Administration by the 
Department of Population and Civil Registry of 
Tasikmalaya Regency. According to Anderson 
in Wahab (2004) provides an understanding of 
policy by stating: "Policy is the behavior of a 
number of official actors, groups of government 
agencies or a series of actors in a particular 
field of activity". 

While the definition of public policy accord-
ing to Dunn (2003) by stating that: 

Public policy is a complex pattern of  
interdependence of interdependent collective 
choices, including decisions not to act, made by 
government agencies or offices. 

Government policies must be implemented 
properly, so that a policy can run according to 
its objectives. Winarno (2002) provides an un-
derstanding of policy implementation by stat-
ing the following: 

Policy implementation is seen in a broad 
sense, as a legal administration tool where var-
ious factors, organizations, procedures, and 
techniques work together to carry out policies 
to achieve the desired impact or goal. Further-
more, Meter and Horn in Wahab (2004) state 
that policy implementation will be influenced 
by the following variables: 
1. Policy size and purpose 
2. Policy Resources 
3. Characteristics or characteristics of the im-

plementing agency 
4. Communication between organizations re-

lated to implementation activities 
5. Attitude of implementers 
6. Environmental, social, political 

 Public policies that will be implemented by 
the government and have obtained legitimacy 
from the people's representative institutions, 
allow the government to act in the implemen-
tation of these policies. The implementation of 
public policies in the form of Laws or Regional 
Regulations is the implementation of explana-
tory public policies or is often said or termed as 
implementing regulations. 

Public policy in its implementation must be 
useful for its target, in this case the community 
or the public. Policy implementation must of 
course be carried out through excellent service 
by the relevant organizational unit. 

Goetsh and Davis in Tjiptono (2000), states 
that "Quality is a dynamic condition associated 
with products, services, people, processes, and 
the environment that meet or exceed expecta-
tions". Furthermore, Wyckop in Tjiptono 
(2000) states that "Service quality or service 
quality is the level of excellence expected and 
control over the level of excellence to meet cus-
tomer desires". 
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Parasuraman, Zeithaml, and Berry in 
Tjiptono (2005) state that measuring the qual-
ity of public services can be done through: 
1. Tangibles (Physical Evidence), including 

physical facilities, equipment and supplies 
used, employee appearance, means of com-
munication, cleanliness, tidiness and com-
fort. 

2. Empathy (Empathy), including the ease of 
making good communication relationships, 
sincere personal attention and trying to un-
derstand consumer desires. 

3. Reliability, namely the ability to provide 
services that are presented immediately, 
accurately and so on. 

4. Responsiveness, namely the ability of em-
ployees to help customers and provide re-
sponsive service, employee alertness, em-
ployee speed in providing services, em-
ployee speed in handling transactions, han-
dling consumer complaints and so on. 

5. Assurance, includes knowledge, ability, 
courtesy, skills in providing information, 
friendliness of company employees. 

 
Method 

The research uses explanatory research 
methods, namely research based on surveys. 
The data obtained in the study were sourced 
from primary data and secondary data. Pri-
mary data is data obtained by researchers di-
rectly in the field, while secondary data is data 
obtained by researchers from existing sources, 
such as document data, records and regulations 
related to research. While the type of data in 
this study consists of qualitative data, namely 
data obtained in the form of information from 
agencies and other parties related to the prob-
lem to be discussed, and quantitative data, 
namely data obtained in the form of numbers 
that can be calculated. 

Data collection techniques are used 
through observation, documentation and ques-
tionnaires, while data analysis is used through 
multiple regression which is then carried out 
partial testing (paths) of each dimension stud-
ied (path analysis). Respondents in this study 
were 36 employees at the Department of Popu-
lation and Civil Registry of Tasikmalaya Re-
gency, not including the Head of the Service. 

 

Result and Discussion  
The government in an effort to orderly Pop-

ulation Administration for citizens of the Re-
public of Indonesia has regulated it through 
Law Number 24 of 2013 concerning Amend-
ments to Law Number 23 of 2006 concerning 
Population Administration which was made in 
the context of realizing orderly population ad-
ministration nationally, the Unitary State of the 
Republic of Indonesia which Based on Pan-
casila and the 1945 Constitution of the Repub-
lic of Indonesia, it is essentially obligatory to 
provide protection and recognition of the de-
termination of personal status and legal status 
for any Population Events and Important 
Events experienced by Residents and/or Indo-
nesian Citizens who are outside the territory of 
the Unitary State. Republic of Indonesia. 

Furthermore, the law was also made in the 
context of improving Population Administra-
tion services in line with the demands of pro-
fessional Population Administration services, 
meeting information technology standards, dy-
namic, orderly, and non-discriminatory in 
achieving minimum service standards towards 
excellent comprehensive services to overcome 
population problems. 

The Tasikmalaya Regency Government in 
carrying out the population administration of 
its citizens is carried out by the Population and 
Civil Registry Office as the main tasks and func-
tions are regulated through the Tasikmalaya 
Regency Regional Regulation Number 15 of 
2008 concerning the Tasikmalaya Regency Re-
gional Office, while the details of the tasks of 
the Tasikmalaya Regency Population and Civil 
Registry Office have been regulated through 
Regulation of the Regent of Tasikmalaya Num-
ber 12 of 2012 concerning the Details of the 
Tasks of Units within the Department of Popu-
lation and Civil Registration of the Regency of 
Tasikmalaya. 

Every time a baby is born, the parents are 
required to make a birth certificate as well as if 
a family member dies, other family members 
are also required to make a death certificate. 
One of the purposes of making a death certifi-
cate is to prevent the data of the deceased from 
being misused by irresponsible parties. While 
the benefits of the Death Certificate include, 
among others, taking care of the determination 
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of heirs, taking care of retired widows/widow-
ers, managing insurance claims, and also the re-
quirements to carry out remarriage for their 
spouses who have been abandoned. 

The Population and Civil Registry Office of 
Tasikmalaya Regency in carrying out popula-
tion administration as mandated by the law has 
not yet run smoothly, this is related to the pol-
icy information factor that has not yet reached 
the public, namely the importance of a Death 
Certificate for a family or community member 
in Tasikmalaya Regency. The issuance of a 
Death Certificate is one of the government  

policies related to population administration, 
where the service must be oriented to commu-
nity satisfaction, so that the community can 
take care of their families or other communities 
in the issuance of Death Certificates. 

Based on the results of data testing in find-
ing the value of the influence between the im-
plementation of population administration pol-
icies on the quality of service for issuing Death 
Certificates at the Population and Civil Registry 
Office of Tasikmalaya Regency, it is calculated 
through linear regression through a statistical 
program with the following results:

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

From the table model summary, it is known 
that the R square number is 0.686, this shows 
that 68.6% of the quality of the Death Certifi-
cate issuance service at the Department of Pop-
ulation and Civil Registry of Tasikmalaya Re-
gency can be explained by the implementation 
of population administration policies, while the 
rest (100% – 68.6%) = 31.4%) explained by 
other causes (factors) that were not examined. 

The effect of policy implementation on the 
quality of death certificate issuance services at 
the Department of Population and Civil Regis-
try of Tasikmalaya Regency is tested through 
several factors that influence it, which include 
human resource factors where in the manage-
ment of issuing Death Certificates at the De-
partment of Population and Civil Registry of 
Tasikmaya Regency are quite available, plus 

participation from village officials in each re-
gion of Tasikmalaya Regency, however, costs 
are a separate problem for the community, es-
pecially for the underprivileged, as well as the 
processing time until the issuance of the Death 
Certificate is not as expected due to many fac-
tors, including the availability of board mem-
bers family as well as the distance to the place 
of service for the issuance of a Death Certificate. 

The ability of employees at the Department 
of Population and Civil Registry of Tasikmalaya 
Regency has been selected according to the ed-
ucation and work experience of the employees. 
The ability to work is very influential on the 
success of the organization, especially in 
providing services to the community. Every 
employee needs to have responsibility and dis-
cipline in carrying out their duties, so that the 
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services provided can provide satisfaction to 
the community. 

An important factor in implementing a gov-
ernment policy is communication, because 
without good communication, any good policy 
will not succeed in achieving the desired goal. 
Communication between employees imple-
menting policies and communicating policies 
to the public is the key to the success of what is 
the goal of the policy. So every employee at the 
Department of Population and Civil Registry of 
Tasikmalaya Regency needs to understand and 
have the ability to communicate every policy 
that must be implemented by his organization. 

The success of achieving the goals of the ex-
istence of a policy is very dependent on the at-
titude of the implementers of the policy, where 
every employee must have a sense of owner-
ship and responsibility for his work duties. 
Achievements in population administration by 
the Department of Population and Civil Regis-
try of Tasikmalaya Regency, in this case espe-
cially the issuance of Death Certificates, it is 
necessary for employees to make efforts to 
make it successful through pro-active involve-
ment in the community by providing infor-
mation about the importance of Death Certifi-
cates for families or someone who has died. . 

Other factors in achieving the success of 
population administration policies through 
this research involve economic, social and po-
litical, economic, social and political environ-
ment. Of these problems, the most dominant 
are economic and social factors, firstly, the eco-
nomic level in the rural area of Tasikmalaya Re-
gency has not fully supported the policy due to 
the cost factor that must be borne and incurred 
by a family, then social values in the community 
that have not made a deed. Death as an im-
portant document. 

From the results of testing and data analy-
sis shows that the magnitude of the effect of the 
Implementation of Population Administration 
Policy on the Quality of Death Certificate issu-
ance services at the Population and Civil Regis-
try Office of Tasikmalaya Regency is deter-
mined by the size and objectives of the policy, 
policy sources, characteristics or nature of the 
implementing agency, communication between 
organizations related to implementation  

activities, the attitude of the implementers, and 
the economic, social, political environment. 

Furthermore, in achieving the success of 
the implementation of population administra-
tion policies by the Department of Population 
and Civil Registry of Tasikmalaya Regency, the 
main key is the commitment of various parties, 
starting from policy implementers and the 
community themselves who must understand 
and understand the importance of Death Certif-
icates for their families who have died. 
 
Conclusions 

Implementation of policies regarding popu-
lation administration carried out by the De-
partment of Population and Civil Registry of 
Tasikmalaya Regency through the size and ob-
jectives of the policy, policy sources, character-
istics or characteristics of the implementing 
agency, communication between organizations 
related to implementation activities, the atti-
tude of the implementers, and the economic en-
vironment , social and political activities have 
not been fully implemented optimally, which is 
shown by the large number of people who do 
not document their families who have died, 
which means that the objectives of the policy 
have not yet reached the community. 

The services provided related to the issu-
ance of Death Certificates by the Department of 
Population and Civil Registry of Tasikmalaya 
Regency still need to be improved so that they 
can provide excellent service to the community 
as service recipients. There is a need for service 
innovation so that population administration 
policies, especially for residents who have died, 
have their death certificates made by the per-
son's family. 

The conclusion of this study is that the im-
plementation of population administration pol-
icies affects the quality of the issuance of Death 
Certificates at the Department of Population 
and Civil Registry of Tasikmalaya Regency is 
determined by the size and objectives of the 
policy, policy sources, characteristics or nature 
of the implementing agency, communication 
between organizations related to implementa-
tion activities, the attitude of the implementers, 
and the economic, social, political environment. 
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