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ABSTRAK

Muhammad Khatami, Program sarjana, Jurusan Ilmu Pemerintahan,
Fakultas Ilmu Sosial dan Ilmu Politik, Universitas Palangka Raya, 2026,
Pelayanan Pembuatan KTP Elektronik (E-KTP) Melalui Website SI-DOI
Studi Dinas Kependudukan dan Pencatatan Sipil Kota Palangka Raya

Tim Pembimbing : Dr. Jhon Retei Alfri Sandi, S.Sos., M.Si & Murniyati Yanur,
M.L.P

Penelitian ini dilatar belakangi oleh pentingnya peningkatan kualitas pelayanan
publik dalam administrasi kependudukan, khususnya pembuatan Kartu Tanda
Penduduk Elektronik (E-KTP) melalui website SI-DOI di Dinas Kependudukan dan
Pencatatan Sipil Kota Palangka Raya, yang masih menghadapi berbagai kendala
teknis dan non-teknis. Penelitian ini menggunakan teori pelayanan publik dengan
indikator produktivitas, kualitas layanan, responsivitas, responsibilitas, dan
akuntabilitas, serta konsep Sistem Pemerintahan Berbasis Elektronik (SPBE).
Metode penelitian yang digunakan adalah kualitatif dengan pendekatan deskriptif.
Teknik pengumpulan data dilakukan melalui observasi, wawancara, dan
dokumentasi, dengan sumber data primer dan sekunder. Hasil penelitian
menunjukkan bahwa pelayanan pembuatan E-KTP melalui website SI-DOI telah
berjalan cukup baik dan memberikan kemudahan akses bagi masyarakat, namun
masih ditemukan hambatan seperti keterbatasan jaringan, kurangnya pemahaman
masyarakat terhadap penggunaan sistem, serta ketersediaan blanko. Faktor
pendukung meliputi adanya inovasi digital, komitmen aparatur, dan kemudahan
akses layanan. Kesimpulan penelitian ini adalah bahwa pelayanan E-KTP berbasis
website telah meningkatkan efisiensi pelayanan, namun masih perlu optimalisasi
dalam aspek teknis dan sosialisasi kepada masyarakat.

Kata kunci : Pelayanan publik, E-KTP, Si-DOI, E Government, SPBE
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ABSTRACT

Muhammad Khatami, Undergraduate Program, Department of Government
Science, Faculty of Social and Political Sciences, Palangka Raya University,
2026, Electronic ID Card (E-KTP) Making Services Through the SI-DOI Website
Study of the Population and Civil Registration Service of Palangka Raya City

Advisory team : Dr. Jhon Retei Alfri Sandi, S.Sos., M.Si & Murniyati Yanur,
ML.LP

This research is motivated by the importance of improving the quality of public
services in population administration, particularly the issuance of Electronic
Identity Cards (E-KTP) through the SI-DOI website at the Palangka Raya City
Population and Civil Registration Office, which still faces various technical and
non-technical challenges. This research utilizes public service theory with
indicators of productivity, service quality, responsiveness, responsibility, and
accountability, as well as the concept of an Electronic-Based Government System
(SPBE). The research method used is qualitative with a descriptive approach.Data
collection techniques were conducted through observation, interviews, and
documentation, using primary and secondary data sources. The results indicate that
the E-KTP issuance service through the SI-DOI website has been running quite well
and provides easy access for the public. However, obstacles remain, such as
network limitations, lack of public understanding of the system's use, and the
availability of forms.Supporting factors include digital innovation, commitment
from officials, and ease of service access. The study concludes that the website-
based E-KTP service has improved service efficiency, but still requires optimization
in technical aspects and public outreach.

Keywords: Public services, E-KTP, Si-DOI, E Government, SPBE
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