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ABSTRAK 

Firdha Norhaziah, 2210411220040, 2026. Implementasi Pengelolaan 

Pelayanan Dalam Perekaman Dan Percetakan KTP-EL Melalui Inovasi 

PAKASAM. Dibawah Bimbingan Sugiannor. 

Pelayanan administrasi kependudukan, khususnya perekaman dan 

pencetakan KTP-EL merupakan pelayanan dasar yang harus diberikan secara 

efektif dan mudah dijangkau oleh masyarakat. Keterbatasan waktu masyarakat pada 

hari kerja mendorong DISDUKCAPIL Kota Banjarmasin menghadirkan inovasi 

PAKASAM (Palayanan Kada Sing Ampihan) sebagai upaya mendekatkan layanan 

kepada masyarakat. Penelitian ini bertujuan untuk menganalisis implementasi 

pengelolaan pelayanan perekaman dan pencetakan KTP-EL melalui inovasi 

PAKASAM serta mengidentifikasi faktor-faktor yang menjadi penghambat dalam 

pelaksanaannya. 

Penelitian ini menggunakan pendekatan kualitatif dengan tipe penelitian 

deskriptif. Teknik pengumpulan data dilakukan melalui wawancara mendalam, 

observasi, dan dokumentasi. Informan penelitian adalah pegawai DISDUKCAPIL 

Kota Banjarmasin yakni Kabid Pemanfaatan Data dan Inovasi Pelayanan, 

pengawas lapangan PAKASAM, petugas pelaksana PAKASAM, Kemudian 

masyarakat sebagai pengguna layanan. Analisis data dilakukan dengan 

menggunakan metode Miles dan Huberman, yaitu melalui tahapan reduksi data, 

penyajian data, dan penarikan kesimpulan. 

Hasil penelitian menunjukkan bahwa implementasi pengelolaan pelayanan 

perekaman dan pencetakan KTP-el melalui inovasi PAKASAM secara umum telah 

berjalan cukup baik. Analisis implementasi dilakukan dengan menggunakan model 

implementasi kebijakan George C. Edward III yaitu: komunikasi, sumber daya, 

disposisi, dan struktur birokrasi. Namun, dalam pelaksanaannya masih ditemukan 

beberapa faktor penghambat, antara lain gangguan jaringan yang memengaruhi 

proses perekaman dan pencetakan KTP-el, keterbatasan lokasi pelayanan yang 

berada di kawasan publik dan wisata, pembatasan kuota pelayanan harian, 

ketidakteraturan sistem antrean, serta belum tersedianya media informasi cetak 

yang memadai, sehingga berdampak pada kelancaran pelayanan dan pemahaman 

masyarakat terhadap jenis layanan yang disediakan. 

Berdasarkan hasil penelitian, disarankan agar DISDUKCAPIL Kota 

Banjarmasin meningkatkan kapabilitas petugas pelayanan melalui penambahan 

jumlah petugas yang kompeten dalam perekaman dan pencetakan KTP-el. Selain 

itu, diperlukan dukungan sarana pendukung pelayanan, penerapan sistem nomor 

antrean yang jelas, serta penyediaan media informasi pelayanan guna meningkatkan 

ketertiban, kelancaran, dan pemahaman masyarakat terhadap layanan PAKASAM. 

Kata Kunci: Implementasi pengelolaan pelayanan, Inovasi PAKASAM, KTP-

EL, Pelayanan administrasi kependudukan. 
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ABSTRACT 

Firdha Norhaziah, 2210411220040, 2026. Implementation of Service 

Management in Recording and Printing Electronic Identity Cards Through 

PAKASAM Innovation. Under the guidance of Sugiannor. 

Population administration services, particularly the recording and printing 

of electronic identity cards, are basic services that must be provided effectively and 

be easily accessible to the public. The limited time available to the public on 

weekdays has prompted the Banjarmasin City Population Administration and Civil 

Registry Office to introduce the PAKASAM (Palayanan Kada Sing Ampihan) 

innovation as an effort to bring services closer to the community. 

This study uses a qualitative approach with a descriptive research type. 

Data collection techniques were conducted through in-depth interviews, 

observation, and documentation. The research informants were employees of the 

Population and Civil Registration Office (DISDUKCAPIL) of Banjarmasin City, 

namely the Head of Data Utilization and Service Innovation, PAKASAM field 

supervisors, PAKASAM implementing officers, and the community as service users. 

Data analysis was conducted using the Miles and Huberman method, namely 

through the stages of data reduction, data presentation, and conclusion drawing. 

The results of the study show that the implementation of electronic ID card 

recording and printing services through the PAKASAM innovation has generally 

been quite successful. The implementation analysis was conducted using George C. 

Edward III's policy implementation model, namely: communication, resources, 

disposition, and bureaucratic structure. However, several obstacles were still 

encountered during implementation, including network disruptions that affected the 

ID card recording and printing process, limited service locations in public and 

tourist areas, daily service quotas, irregular queuing systems, and the lack of 

adequate printed information media, which impacted the smooth running of 

services and public understanding of the types of services provided. 

Based on the results of the study, it is recommended that the Population and 

Civil Registration Office of Banjarmasin City improve the capabilities of service 

officers by increasing the number of officers who are competent in recording and 

printing electronic ID cards. In addition, support facilities are needed, a clear 

queue number system must be implemented, and service information media must be 

provided to improve order, smoothness, and public understanding of PAKASAM 

services. 

Keywords: Service management implementation, PAKASAM innovation, 

electronic identity cards, population administration services. 
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