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ABSTRAK 

Penelitian ini bertujuan untuk melakukan evaluasi terhadap program Pusat 

Kesejahteraan Sosial (Puskesos) dalam upayanya meningkatkan kualitas pelayanan 

kepada masyarakat menengah bawah di Kecamatan Bekasi Utara. Pendekatan yang 

digunakan dalam penelitian ini adalah metode kualitatif dengan mengacu pada teori 

evaluasi William N. Dunn.Penelitian ini menggunakan pendekatan kualitatif yang 

melibatkan pengumpulan data melalui wawancara mendalam dengan pihak terkait 

seperti petugas Puskesos, masyarakat penerima manfaat, serta pemangku 

kepentingan terkait. Selain itu, juga dilakukan observasi langsung terhadap 

pelaksanaan program Puskesos serta studi dokumentasi terkait kebijakan dan 

prosedur yang ada. Hasil penelitian menunjukkan bahwa program Puskesos telah 

memberikan kontribusi yang signifikan dalam meningkatkan kualitas pelayanan 

kepada masyarakat menengah bawah di Kecamatan Bekasi Utara. Program ini 

berhasil memberikan bantuan sosial, akses pelayanan kesehatan, pendidikan, serta 

pelatihan kerja yang bermanfaat bagi masyarakat. Namun demikian, penelitian ini 

juga mengidentifikasi beberapa tantangan yang dihadapi dalam implementasi 

program Puskesos, antara lain terbatasnya anggaran, kurangnya koordinasi 

antarinstansi, serta rendahnya kesadaran masyarakat terhadap program yang ada. 

Oleh karena itu, penelitian ini memberikan rekomendasi untuk meningkatkan 

efektivitas program Puskesos, antara lain dengan mengoptimalkan alokasi 

anggaran, meningkatkan koordinasi antar instansi, serta melakukan kampanye dan 

sosialisasi yang lebih intensif kepada masyarakat. 

Kata Kunci: Evaluasi Program, Pusat Kesejahteraan Sosial, Kualitas 

Pelayanan,Metode Kualitatif, William N. Dunn.  
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WELFARE IN IMPROVING THE QUALITY OF SERVICES TO 

COMPANIES AT LOW RISK IN THE NORTH 
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ABSTRACT 

The study aims to evaluate the Social Welfare Center (Puskesos) program in an 

effort to improve the quality of services to the lower middle community in the 

Northern Bekasi district. The approach used in this study is a qualitative method 

with reference to the William N. Evaluation Theory. This research uses a qualitative 

approach that involves data collection through in-depth interviews with relevant 

parties such as Puskesos officials, beneficiary communities, as well as related 

stakeholders. In addition, direct observations of the implementation of the Puskesos 

program and the study of documentation related to existing policies and procedures 

were also carried out. The results of the research showed that the Puskesos program 

has made a significant contribution in improving the quality of services to the lower 

middle community in the Northern Bekasi district. The program successfully 

provides social assistance, access to health services, education, and work training 

that is beneficial to the community. However, the study also identified several 

challenges faced in the implementation of the Puskesos program, including budget 

constraints, lack of interinstitutional coordination, and low public awareness of the 

existing program. Therefore, the study provides recommendations for improving 

the effectiveness of the Puskesos program, among other things by optimizing the 

allocation of budgets, improving inter-institutional coordination, as well as 

conducting more intensive campaigns and socialization to the community. 

Keywords: Program Assessment, Center for Social Welfare, Quality of Service, 

Qualitative Methods, William N. by Dunn. 
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