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ABSTRAK

Widya Ulva, 2110411220009, 2025. Analisis Penerapan Aplikasi Parak Acil
Online Melalui Pendekatan Citizen Centric di Dinas Kependudukan dan
Pencatatan Sipil Kota Banjarmasin. Dibawah bimbingan Sugeng Karyadi.

Pelayanan administrasi kependudukan menjadi salah satu unsur penting
dalam mencapai kesejahteraan masyarakat. Dinas Kependudukan dan Pencatatan
Sipil Kota Banjarmasin berupaya meningkatkan kualitas layanan administrasi
kependudukan melalui penerapan inovasi digital, yaitu Aplikasi Pelayanan
Pendaftaran Penduduk dan Pencatatan Sipil Online atau dikenal dengan Aplikasi
Parak Acil Online. Untuk mencapai keberhasilan dalam penerapannya, pemerintah
perlu memahami kebutuhan dan kondisi masyarakat serta mengatasi tantangan yang
dihadapi mereka saat menerima layanan. Penelitian ini bertujuan untuk
menganalisis penerapan Aplikasi Parak Acil Online melalui pendekatan yang
berpusat pada masyarakat atau Citizen Centric, serta mengidentifikasi faktor-faktor
yang mendukung dan menghambat penerapan aplikasi tersebut.

Metode penelitian yang digunakan yaitu kualitatif deskriptif yang berfokus
pada eksplorasi pemahaman makna dari gambaran mengenai karakteristik dan
fenomena yang terjadi. Sumber data terdiri atas data primer yang diperoleh peneliti
dari hasil wawancara dengan 16 informan kunci dan observasi secara langsung pada
saat mengamati layanan serta data sekunder yang didapat dari dokumen-dokumen
pendukung yang kemudian diolah dengan model interaktif dari Miles dan
Huberman melalui pengumpulan data, reduksi data, penyajian data, dan penarikan
kesimpulan dari data yang telah ditemukan.

Hasil analisis menunjukkan penerapan Aplikasi Parak Acil Online telah
berpusat pada masyarakat dengan memperhatikan 3 aspek dari pendekatan citizen-
centric oleh Shah & Andrews (2003). Pertama, Citizens Empowerment Throught A
Right-Based (Citizen Charter) Approach, terwujud melalui keterlibatan pengguna
dalam proses pengembangan sampai penggunaan serta adanya regulasi sebagai
kontrak layanan. Kedua, Bottom-Up Accountability For Result, ditunjukkan
melalui komunikasi dan bantuan yang disediakan pengelola aplikasi untuk
masyarakat memberikan umpan balik dan mengatasi keluhan. Ketiga, Evaluation
of Government Performance of Citizen as Direct-User of Public Service yang
memberikan kesempatan kepada pengguna untuk menilai efektivitas layanan yang
diterima, terlihat penerimaan yang positif dari masyarakat terhadap aplikasi. Faktor
yang mendukung Penerapan Aplikasi Parak Acil Online ini yakni adanya kebijakan
yang jelas, dukungan infrastruktur teknologi, dan keterampilan teknis pengelola
sehingga meningkatkan akses dan efisiensi layanan. Namun begitu, juga masih
terdapat hambatan dalam penerapannya seperti konektivitas internet yang buruk,
rendahnya kesadaran masyarakat terhadap layanan, dan keterbatasan literasi digital.

Kata Kunci : Administrasi Kependudukan, Aplikasi Parak Acil Online, Citizen
Centric



ABSTRACT

Widya Ulva, 2110411220009, 2025. Analysis of the Application of Parak Acil
Online Application through a Citizen Centric Approach at the Population and
Civil Registration Office of Banjarmasin City. Under the guidance of Sugeng
Karyadi.

Population administration services are one of the important elements in
achieving community welfare. The Banjarmasin City Population and Civil
Registration Office seeks to improve the quality of population administration
services through the implementation of digital innovation, namely the Online
Population Registration and Civil Registration Service Application or known as the
Parak Acil Online Application. To achieve success in its implementation, the
government needs to understand the needs and conditions of the community and
overcome the challenges they face when receiving services. Therefore, this study
aims to analyze the implementation of the Parak Acil Online Application through a
citizen-centric approach, as well as identify factors that support and hinder the
application.

The research method used is descriptive qualitative which focuses on
exploring the understanding of the meaning of the description of the characteristics
and phenomena that occur. Data sources consisted of primary data obtained by
researchers from interviews with 16 key informants and direct observation and
documentation when observing services and secondary data obtained from
obtained from supporting documents then processed with the interactive model of
Miles and Huberman through data collection, data reduction, data presentation,
and conclusion drawing from the data that has been found.

The results of the analysis show that the application of the Parak Acil Online
Application has been centered on the community by paying attention to 3 aspects
of the citizen-centric approach by Shah & Andrews (2003). First, Citizens
Empowerment Throught A Right-Based (Citizen Charter) Approach, realized
through user involvement in the development process to use and the existence of
regulations as a service contract. Second, Bottom-Up Accountability For Results,
shown through communication and assistance provided by the application manager
for the community to provide feedback and resolve complaints. Third, Evaluation
of Government Performance of Citizen as Direct-User of Public Service which
provides an opportunity for users to assess the effectiveness of the services received,
showing positive acceptance from the community towards the application. Factors
that support the Application of Parak Acil Online Application are the existence of
clear policies, technological infrastructure support, and technical skills of
managers so as to improve service access and efficiency. However, there are also
obstacles in its implementation such as poor internet connectivity, low public
awareness of services, and limited digital literacy.

Keywords: Population Administration, Parak Acil Online Application, Citizen
Centric
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