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ABSTRAK

Ria Adini, 2010413220033, 2024, Kualitas Pelayanan Pembuatan E-KTP Via
Website Parak Acil Di UPT Disducapil Kecamatan Banjarmasin Selatan Kota
Banjarmasin, dibimbing oleh Saifudin.

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan pembuatan E-
KTP via Website Parak Acil di UPT Disdukcapil Kecamatan Banjarmasin Selatan
Kota Banjarmasin. Metode yang dipakai kualitatif dengan tipe deskriptif. Teori
pada penelitian ini memakai teori kualitas pelayanan secara online yang
dikemukakan oleh Papadomichelaki dan Mentzas (2012), yakni Ease of Use, Trust,
Functionality of Interaction Enviroment, Reliability, Content and Appearance, dan
Citizen Support. Sumber informan yaitu Kepala dan operator pelayanan UPT
Disdukcapil Kecamatan Banjarmasin Selatan, serta pengguna layanan E-KTP via
Parak Acil. Data yang dihasilkan melalui observasi, wawancara, dan dokumentasi.

Hasil penelitian menunjukkan bahwa kualitas pelayanan pembuatan E-KTP
via website Parak Acil di UPT Disdukcapil Kecamatan Banjarmasin Selatan Kota
Banjarmasin cukup memuaskan. Hal ini dapat dilihat dari pengguna yang
menyatakan kepuasannya terhadap 4 indikator, yaitu Ease of Use (Kemudahan
Penggunanaan), Trust (Kepercayaan), Functionality of Interaction (Fungsi
Interaksi Lingkungan), dan Citizen Support (Dukungan Warga). Namun pada
indikator Reliability (Kehandalan) dan Content and Appearance (Isi dan Tampilan
Informasi) masih belum memuaskan bagi sebagian pengguna.

Untuk ke depannya Dinas Kependudukan dan Pencatatan Sipil Kota
Banjarmasin hendaknya memberikannya sarana wifi yang jaringan dan sinyalnya
lebih kuat dan cepat di UPT Disdukcapil Kecamatan Banjarmasin Selatan. Selain
itu untuk ukuran font pada website Parak Acil agar dapat diperbesar menjadi ukuran
12 atau 14, mengingat adanya pengguna yang sudah lanjut usia kesulitan untuk
membacanya.

Kata Kunci: Kualitas Pelayanan Elektronik, Website Parak Acil, E-KTP



ABSTRACT

Ria Adini, 2010413220033, 2024, The Quality of E-KTP Making Services Via the
Parak Acil Website at UPT Disducapil South Banjarmasin District, Banjarmasin
City, supervised by Saifudin.

This study aims to determine the quality of E-KTP making services via the
Parak Acil Website at UPT Disdukcapil South Banjarmasin District, Banjarmasin
City. The method used is qualitative with descriptive type. The theory in this study
uses the theory of online service quality proposed by Papadomichelaki and Mentzas
(2012), namely Ease of Use, Trust, Functionality of Interaction Enviroment,
Reliability, Content and Appearance, and Citizen Support. Sources of informants
are the Head and service operators of UPT Disdukcapil South Banjarmasin
District, as well as users of E-KTP services via Parak Acil. Data generated through
observation, interviews, and documentation.

The results showed that the quality of E-KTP making services via the Parak
Acil website at UPT Disdukcapil South Banjarmasin District, Banjarmasin City
was quite satisfying. This can be seen from users who express their satisfaction with
4 indicators, namely Ease of Use, Trust, Functionality of Interaction, and Citizen
Support. However, the Reliability and Content and Appearance indicators are still
not satisfactory for some users.

For the future, the Banjarmasin City Population and Civil Registration
Office should provide wifi facilities with stronger and faster networks and signals
at the UPT Disdukcapil South Banjarmasin District. In addition, the font size on
the Parak Acil website should be enlarged to size 12 or 14, considering that elderly
users have difficulty reading it.

Keywords: Electronic Service Quality, Parak Acil Website, E-KTP
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