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ABSTRAK

Zeindina Shalomyta. 2110413320045. 2025. Kualitas Pelayanan E-Government
Melalui Aplikasi Online Single Submission (OSS) Pada Dinas Penanaman Modal
Dan Pelayanan Terpadu Satu Pintu (DPMPTSP) Di Kota Banjarbaru. Dibimbing
oleh Farah Qubayla.

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan e-
Government melalui aplikasi Online Single Submission (OSS) pada Dinas
Penanaman Modal dan Pelayanan Terpadu Satu Pintu (DPMPTSP) di Kota
Banjarbaru. Dengan menggunakan pendekatan kualitatif deskriptif dan teori
kualitas pelayanan SERVQUAL dari Parasuraman yang meliputi dimensi bukti
fisik, reliabilitas, daya tanggap, jaminan, dan empati, penelitian ini mengkaji
persepsi dan pengalaman masyarakat pengguna layanan OSS.

Hasil penelitian menunjukkan bahwa DPMPTSP Kota Banjarbaru telah
menyediakan fasilitas fisik yang memadai dan nyaman, termasuk ruang tunggu,
mushola, ruang laktasi, area bermain anak, serta fasilitas ramah disabilitas seperti
kursi roda dan toilet khusus. Dari sisi reliabilitas, OSS memberikan layanan
perizinan yang akurat, cepat, dan sesuai prosedur, memudahkan pelaku usaha
dalam pengurusan izin secara online. Daya tanggap petugas sangat baik dengan
respons cepat dan penjelasan mudah dipahami, baik secara langsung maupun
melalui call center. Aspek jaminan tercermin dari profesionalisme petugas,
sosialisasi intensif, serta transparansi biaya layanan yang gratis untuk pembuatan
Nomor Induk Berusaha (NIB). Empati petugas terlihat dari perhatian personal,
pelatihan khusus bagi penyandang disabilitas, dan pendampingan bagi masyarakat
yang kurang familiar teknologi. Penelitian merekomendasikan peningkatan
literasi digital masyarakat dan penguatan sinergi antarinstansi untuk mengatasi
kendala teknis dan memperbaiki akses layanan OSS secara berkelanjutan. Secara
keseluruhan, kualitas pelayanan e-government melalui OSS di DPMPTSP Kota
Banjarbaru telah memenuhi bahkan melampaui ekspektasi masyarakat, menjadi
model pelayanan publik berbasis teknologi yang efektif, efisien, dan inklusif.

Kata Kunci: Kualitas Pelayanan, E-government, Online Single Submission (OSS),
Dinas Penanaman Modal, pelayanan publik, Kota Banjarbaru.



ABSTRACT

Zeindina Shalomyta. 2110413320045. 2025. Quality Of E-Government Services
Through The Online Single Submission (OSS) application at the Investment and
One-Stop Integrated Service Office (DPMPTSP) in Banjarbaru City. Supervised
by Farah Qubayla.

This study aims to examine the quality of e-government services through
the Online Single Submission (OSS) application at the Investment and One-Stop
Integrated Service Office (DPMPTSP) in Banjarbaru City. Using a qualitative
descriptive approach and the SERVQUAL service quality theory by Parasuraman,
which includes five dimensions: tangibles, reliability, responsiveness, Assurance,
and empathy, this research explores public perceptions and experiences of OSS
users.

The results show that DPMPTSP Banjarbaru provides adequate and
comfortable physical facilities, including waiting rooms, prayer rooms, lactation
rooms, children’s play areas, and disability-friendly facilities such as wheelchairs,
walking aids, and special toilets. In terms of reliability, OSS offers accurate, fast,
and procedural licensing services, facilitating business actors in managing
permits online. The responsiveness of staff is excellent, with quick responses and
clear explanations both in person and via call center. Assurance is reflected in the
professionalism of staff, intensive socialization, and transparent, free issuance of
Business Identification Numbers (NIB). Empathy is demonstrated through
personal attention, special training for persons with disabilities, and assistance
for users less familiar with technology. The study recommends improving digital
literacy among the community and strengthening inter-agency synergy to
overcome technical obstacles and enhance OSS service accessibility sustainably.
Overall, the quality of e-government services via OSS at DPMPTSP Banjarbaru
meets and even exceeds public expectations, serving as an effective, efficient, and
inclusive model of technology-based public service.

Keywords: Service Quality, E-government, Online Single Submission (OSS),
Investment Office, public service, Banjarbaru City.
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