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ABSTRAK 

Muhammad Rifani, 2210411110013, 2026. Efektivitas Pelayanan E-KTP Di 

Mal Pelayanan Publik Kota Banjarmasin. Di bawah Bimbingan Sidderatul 

Akbar 

Mal Pelayanan Publik (MPP) Kota Banjarmasin merupakan inovasi pelayanan 

publik yang bertujuan mengintegrasikan berbagai jenis pelayanan dalam satu 

lokasi, termasuk pelayanan E-KTP oleh Dinas Kependudukan dan Pencatatan Sipil 

(Disdukcapil) Kota Banjarmasin. Dalam pelaksanaannya, pelayanan E-KTP di 

MPP hanya mencakup proses perekaman, sedangkan tahapan penerbitan dan 

pengambilan E-KTP masih dilakukan melalui mekanisme di luar lokasi perekaman 

sesuai kebijakan yang berlaku. Kondisi tersebut menimbulkan pertanyaan 

mengenai efektivitas pelayanan E-KTP di Mal Pelayanan Publik Kota Banjarmasin. 

Oleh karena itu, penelitian ini bertujuan untuk menganalisis efektivitas pelayanan 

E-KTP di Mal Pelayanan Publik Kota Banjarmasin serta mengidentifikasi faktor-

faktor yang menghambatnya. 

Penelitian ini menggunakan pendekatan kualitatif dengan tipe deskriptif. Data 

dikumpulkan melalui wawancara, observasi, dan dokumentasi, kemudian dianalisis 

melalui reduksi data, penyajian data, serta penarikan kesimpulan dan verifikasi. 

Hasil penelitian menunjukkan bahwa pelayanan E-KTP di Mal Pelayanan 

Publik Kota Banjarmasin ditinjau dari perspektif proses pelayanan telah berjalan 

efektif. Mekanisme pelayanan dilaksanakan melalui tahapan pendaftaran, verifikasi 

berkas, perekaman E-KTP, hingga penerbitan E-KTP. Berdasarkan tiga indikator 

efektivitas Sumaatmadja (2006), yaitu efektivitas waktu, efektivitas tenaga, dan 

hasil yang diperoleh, setiap tahapan tersebut telah memenuhi indikator efektivitas. 

Meskipun demikian, masih terdapat kekurangan pada mekanisme pelayanan, 

khususnya pencetakan dan pengambilan E-KTP yang belum dapat dilakukan di Mal 

Pelayanan Publik Kota Banjarmasin sehingga masyarakat harus melanjutkan proses 

di lokasi lain. Faktor penghambat pelayanan meliputi ketergantungan terhadap 

sistem pusat dalam pemrosesan data hingga status Print Ready Record (PRR), 

keterbatasan sumber daya manusia, serta kebijakan pencetakan E-KTP yang belum 

dilakukan di lokasi perekaman. 

Saran untuk Disdukcapil Kota Banjarmasin yaitu tingkatkan koordinasi dengan 

pemerintah pusat, mengoptimalkan sumber daya manusia, serta mengupayakan 

penyediaan fasilitas pencetakan E-KTP di Mal Pelayanan Publik atau alternatif 

mekanisme pelayanan yang lebih terintegrasi. 

Kata Kunci: Efektivitas, Pelayanan Publik, E-KTP, Mal Pelayanan Publik  
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ABSTRACT 

 

Muhammad Rifani, 2210411110013, 2026. The Effectiveness of E-KTP Services 

at the Public Service Mall of Banjarmasin City. Under the guidance of Sidderatul 

Akbar. 

The Public Service Mall (Mal Pelayanan Publik/MPP) of Banjarmasin City is 

a public service innovation designed to integrate various public services within a 

single location, including Electronic Identity Card (E-KTP) services provided by 

the Department of Population and Civil Registration (Disdukcapil) of Banjarmasin 

City. In practice, however, the E-KTP service at the MPP only covers the biometric 

recording process, while the issuance and collection of the E-KTP are still carried 

out through a mechanism outside the recording location in accordance with the 

applicable policy. This condition raises questions regarding the effectiveness of E-

KTP services at the Public Service Mall of Banjarmasin City. Therefore, this study 

aims to analyze the effectiveness of E-KTP services at the Public Service Mall of 

Banjarmasin City and to identify the factors that hinder their implementation. 

This study employed a qualitative approach with a descriptive research design. 

Data were collected through interviews, observations, and documentation, and 

were analyzed through data reduction, data presentation, as well as conclusion 

drawing and verification. 

The results showed that E-KTP services at the Public Service Mall of 

Banjarmasin City have been effectively implemented from the perspective of the 

service process. The service mechanism consists of several stages, namely 

registration, document verification, E-KTP recording, and E-KTP issuance. Based 

on the three effectiveness indicators proposed by Sumaatmadja (2006), namely time 

effectiveness, labor effectiveness, and results achieved, each stage has met the 

effectiveness indicators. Nevertheless, shortcomings remain in the service 

mechanism, particularly because E-KTP printing and collection cannot be carried 

out at the Public Service Mall, requiring citizens to continue the process at another 

location. Factors hindering the service include dependence on the central system 

for processing data until it reaches Print Ready Record (PRR) status, limited human 

resources, and the policy that E-KTP printing is not carried out at the recording 

location.  

The recommendations for the Banjarmasin City Civil Registration Office are 

to strengthen coordination with the central government, optimize human resources, 

and pursue the provision of E-KTP printing facilities at the Public Service Mall or 

develop a more integrated service mechanism. 

Keywords: Effectiveness, Public Service, Electronic Identity Card (E-KTP), Public 

Service Mall 
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