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ABSTRAK 

Nada Apriliani, 2210411220056, 2026. Evaluasi Inovasi Layanan Online 
Berbasis Web Digital Melayani (DILAN) di Badan Narkotika Nasional Kota 
Banjarmasin. Di bawah bimbingan Avela Dewi. 
 

Inovasi layanan publik berbasis digital merupakan salah satu upaya 
pemerintah dalam meningkatkan kualitas pelayanan, transparansi, dan kemudahan 
akses bagi masyarakat. Badan Narkotika Nasional Kota Banjarmasin 
mengembangkan layanan berbasis web Digital Melayani (DILAN) sebagai inovasi 
pelayanan publik dalam mendukung pelaksanaan Pencegahan dan Pemberantasan 
Penyalahgunaan dan Peredaran Gelap Narkotika (P4GN). Namun, pemanfaatan 
layanan DILAN masih belum optimal karena penggunaan layanan oleh masyarakat 
masih terbatas. 

Penelitian ini menggunakan metode kualitatif deskriptif. Evaluasi layanan 
DILAN dilakukan menggunakan kriteria evaluasi William N. Dunn yang meliputi 
efektivitas, efisiensi, kecukupan, pemerataan, responsivitas, dan ketepatan. Data 
penelitian diperoleh melalui wawancara, dokumentasi, dan arsip pendukung. 

Hasil penelitian menunjukkan bahwa layanan DILAN membantu proses 
pelayanan administratif, seperti permohonan magang dan pengajuan Surat 
Keterangan Hasil Pemeriksaan Narkotika (SKHPN). Dari aspek efisiensi, layanan 
ini tidak memerlukan biaya tambahan bagi pengguna maupun anggaran khusus 
dalam pengelolaannya. Namun, layanan DILAN masih memiliki keterbatasan pada 
pengembangan sistem dan pemerataan pemanfaatan layanan. Aspek responsivitas 
menunjukkan bahwa layanan cukup membantu masyarakat yang telah mengetahui 
layanan tersebut, meskipun penyebarluasan informasi masih belum maksimal. 
Sementara itu, aspek ketepatan menunjukkan bahwa layanan DILAN telah sesuai 
sebagai inovasi pelayanan publik berbasis digital di lingkungan BNN Kota 
Banjarmasin. 

Faktor penghambat dalam pemanfaatan layanan DILAN meliputi 
rendahnya literasi digital masyarakat, kurangnya sosialisasi layanan, keterbatasan 
sistem layanan, serta kebiasaan masyarakat yang masih memilih pelayanan 
konvensional. Oleh karena itu, diperlukan peningkatan sosialisasi dan 
pengembangan sistem layanan agar DILAN dapat dimanfaatkan secara lebih 
optimal oleh masyarakat. 

 
Kata Kunci: Evaluasi Pelayanan, Inovasi Pelayanan Publik, Digital Melayani 
(DILAN) 
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ABSTRACT 

Nada Apriliani, 2210411220056, 2026. Evaluation of Web-Based Online 
Service Innovation Digital Melayani (DILAN) at the National Narcotics Agency 
of Banjarmasin City. Under the supervision of Avela Dewi.  

 
Public service innovation through digital technology is one of the 

government’s efforts to improve service quality, transparency, and accessibility for 
the community. The National Narcotics Agency of Banjarmasin City developed the 
web based online service Digital Melayani (DILAN) as a public service innovation 
to support the implementation of the Prevention and Eradication of Narcotics Abuse 
and Illicit Trafficking (P4GN). However, the utilization of the DILAN service has 
not been optimal because its use by the community is still limited. 

This study employed a qualitative descriptive method. The evaluation of the 
DILAN service was conducted using William N. Dunn’s evaluation criteria, which 
include effectiveness, efficiency, adequacy, equity, responsiveness, and 
appropriateness. Data were collected through interviews, documentation, and 
supporting archives. 

The results indicate that the DILAN service assists administrative processes, 
such as internship applications and the submission of Narcotics Test Result 
Certificates (SKHPN). In terms of efficiency, the service does not require additional 
costs for users or special budget allocations in its management. However, 
limitations were identified in system development and the uneven utilization of the 
service. In terms of responsiveness, the service is considered helpful for users who 
are already aware of it, although the dissemination of information remains less than 
optimal. Meanwhile, the appropriateness aspect shows that DILAN is suitable as a 
digital public service innovation within the National Narcotics Agency of 
Banjarmasin City. 

The inhibiting factors in the utilization of the DILAN service include low 
digital literacy among the community, lack of service dissemination, limitations in 
the service system, and the public’s preference for conventional services. Therefore, 
improvements in service dissemination and system development are necessary to 
optimize the utilization of the DILAN service by the community. 
 
Keywords: Service Evaluation, Public Service Innovation, Digital Melayani 
(DILAN). 
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