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ABSTRAK

Elma, 2010413320009, Strategi Pelayanan Administrasi Kependudukan Dan
Pencatatan Sipil Online Melalui Web Aplikasi Parak Acil Online Kepada
Masyarakat Di Kota Banjarmasin. Dibimbing oleh M. Najeri Al Syahrin, S.IP.,
M.A.

Penelitian ini bertujuan untuk mengetahui Strategi Pelayanan Administrasi
Kependudukan dan Pencatatan Sipil Online Melalui Web Aplikasi Parak Acil
Online oleh Dinas Kependudukan dan Pencatatan Sipil Kota Banjarmasin. Metode
penelitian yang digunakan oleh peneliti yaitu metode deskriptif analisis dengan
fokus pada pendekatan kualitatif. Teknik pengumpulan data dilakukan dengan cara
Observasi, Wawancara, dan dokumentasi serta pedoman wawancara berkaitan
dengan strategi dalam administrasi dan pencatatan sipil yang dilakukan oleh Dinas
Kependudukan Dan Pencatatan Sipil melalui Website Aplikasi Parak Acil Online.

Strategi pelayanan administrasi kependudukan dan pencatatan sipil online melalui
Website Aplikasi Parak Acil Online telah diterapkan oleh Dinas Kependudukan dan
Pencatatan Sipil Kota Banjarmasin. Estimasi waktu pelayanan, penyediaan sarana
alternatif, layanan gratis kepada masyarakat, inovasi aplikasi, sistem umpan balik,
survei kepuasan masyarakat, evaluasi kinerja internal, dan sosialisasi proaktif
merupakan beberapa strategi yang telah diterapkan untuk meningkatkan kualitas
dan aksesibilitas layanan. Meskipun demikian, terdapat sejumlah kendala yang
perlu diatasi, seperti potensi gangguan teknis dalam sistem, keterlambatan
penyelesaian permohonan, masalah kinerja dan keandalan aplikasi, serta
keterbatasan akses dan keterampilan teknologi masyarakat. Untuk mengatasi
kendala tersebut, perbaikan infrastruktur dan teknologi, pelatihan keterampilan
teknologi bagi masyarakat, perbaikan teknis dalam aplikasi, serta peningkatan
aksesibilitas aplikasi dan respons terhadap umpan balik diperlukan. Strategi yang
telah diterapkan pada Website Aplikasi Parak Acil Online telah sesuai dengan teori
Tjiptono (2000) mengenai strategi peningkatan kualitas jasa dan layanan.
Diharapkan dengan adanya analisis strategi, kekurangan, saran yang diberikan
peneliti pada penelitian ini dapat mampu meningkatkan efektivitas dan efisiensi
layanan administrasi, meningkatkan aksesibilitas layanan, agar dapat menciptakan
inklusi sosial dalam pelayanan publik bagi semua masyarakat Kota Banjarmasin.

Kata kunci : Strategi pelayanan, Web Aplikasi parak acil online, Dinas
Kependudukan dan Pencatatan Sipil Kota Banjarmasin.



ABSTRACT

Elma, 2010413320009, Strategy for Online Population Administration and Civil
Registration Services via the Parak Acil Online Web Application to the Community
in the City of Banjarmasin. Supervised by M. Najeri Al Syahrin, S.IP., M.A..

This research aims to determine the strategy of civil registration and population
administration services online through the Parak Acil Online web application by
the Civil Registration and Population Administration Office of Banjarmasin City.
The research method used by the researcher is descriptive analysis method focusing
on qualitative approach. Data collection techniques were carried out through
Observation, Interviews, and documentation, as well as interview guidelines
related to the strategies in civil registration and population administration
conducted by the Civil Registration and Population Administration Office through
the Parak Acil Online Application Website.

The strategy of civil registration and population administration services online
through the Parak Acil Online Application Website has been implemented by the
Civil Registration and Population Administration Office of Banjarmasin City.
Service time estimation, provision of alternative facilities, free services to the
public, application innovation, feedback system, customer satisfaction surveys,
internal performance evaluation, and proactive socialization are some of the
strategies that have been implemented to improve the quality and accessibility of
services. However, there are several obstacles that need to be addressed, such as
potential technical disruptions in the system, delays in processing requests,
application performance and reliability issues, as well as limited access and
technological skills among the public. To overcome these challenges, infrastructure
and technology improvements, technology skills training for the public, technical
improvements in the application, and increased accessibility to the application and
responsiveness to feedback are needed. The strategies implemented on the Parak
Acil Online Application Website are in line with Tjiptono's theory (2000) regarding
strategies for improving service quality. It is hoped that with the analysis of
strategies, shortcomings, and recommendations provided by the researcher in this
study, it can enhance the effectiveness and efficiency of administrative services,
improve service accessibility, and create social inclusion in public services for all
residents of Banjarmasin City.

Keywords: Service strategy, Parak Acil Online Web Application, Banjarmasin
City Population and Civil Registration Service.
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