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ABSTRAK 

 

Hatimatul Husna, 2320419320059. 2025. Tesis. Pelayanan Publik Berbasis 

Digital Melalui Website Sistem Informasi Layanan Terpadu (SILAT) Di 

Universitas Lambung Mangkurat.  Di Bawah Bimbingan Fahrianoor. 

Penelitian ini bertujuan untuk menganalisis proses pelayanan publik 

berbasis digital di ULM dengan fokus pada pelayanan publik berbasis digital 

melalui website SILAT dan menganalisis elemen kunci dalam keberhasilan 

menerapkan konsep digitalisasi pelayanan publik di ULM.  

Metode penelitian ini menggunakan pendekatan kualitatif dengan tipe 

penelitian deskriptif kualitatif. Data diperoleh melalui wawancara mendalam, 

observasi, serta analisis dokumen terkait implementasi pelayanan publik di ULM. 

Analisis dilakukan dengan pendekatan kualitas pelayanan publik yang mencakup 

lima dimensi: tangible, reliability, responsiveness, assurance, dan empathy, serta 

untuk melihat elemen kunci keberhasilan penerapan konsep digitalisasi terdiri dari 

support, capacity dan value. 

Hasil penelitian menunjukkan bahwa implementasi website SILAT telah 

menggantikan sistem manual, memberikan dampak positif dalam meningkatkan 

aksesibilitas, transparansi, serta efektivitas pelayanan publik di ULM. Faktor utama 

keberhasilan implementasi SILAT adalah dukungan kebijakan pimpinan dan 

manfaat nyata yang dirasakan pengguna. Selain itu juga terindentifikasi tantangan 

seperti keterbatasan SDM yang kompeten dalam pengelolaan sistem, stabilitas 

sistem yang masih perlu diperbaiki, cakupan layanan yang belum menyeluruh, serta 

kurangnya sosialisasi kepada pengguna layanan. Pelayanan publik berbasis digital 

di ULM merupakan langkah strategis dalam meningkatkan kualitas pelayanan 

publik.    

Kata Kunci: Pelayanan publik, Transformasi digital, kualitas layanan 
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ABSTRACT 

Hatimatul Husna, 2320419320059. 2025. Thesis. Digital-Based Public Service 

Through the Integrated Service Information System (SILAT) Website at 

Lambung Mangkurat University. Under the guidance of Fahrianoor. 

This study aims to analyze the digital-based public service process at ULM 

with a focus on digital-based public services through the SILAT website and 

analyze key elements in the success of implementing the concept of digitalization 

of public services at ULM. 

This research method uses a qualitative approach with a qualitative 

descriptive research type. Data were obtained through in-depth interviews, 

observations, and document analysis related to the implementation of public 

services at ULM. The analysis was carried out using a public service quality 

approach that includes five dimensions: tangible, reliability, responsiveness, 

assurance, and empathy, and to see the key elements of the success of implementing 

the digitalization concept consisting of support, capacity and value. 

The results of the study show that the implementation of the SILAT website 

has replaced the manual system, providing a positive impact in increasing 

accessibility, transparency, and the effectiveness of public services at ULM. The 

main factors for the success of SILAT implementation are the support of leadership 

policies and the real benefits felt by users. In addition, challenges were also 

identified such as limited competent human resources in system management, 

system stability that still needs to be improved, service coverage that is not yet 

comprehensive, and lack of socialization to service users. Digital-based public 

services at ULM are a strategic step in improving the quality of public services. 

Keywords: Public services, Digital transformation, service quality 
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