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ABSTRAK 

Ahmad Rafiq. 2210411210046. 2026. Kualitas Pelayanan Pembuatan Surat 

Izin Praktik (SIP) Perawat Melalui Aplikasi SALAM-RINDU (Sistem Aplikasi 

Layanan Mudah Perizinan Terpadu) di Dinas Penanaman Modal dan 

Pelayanan Terpadu Satu Pintu Kota Banjarmasin. Di bawah bimbingan Anjani. 

 

Pelayanan publik berbasis elektronik merupakan salah satu upaya pemerintah 

dalam meningkatkan kualitas pelayanan melalui pemanfaatan teknologi informasi. 

Dalam konteks pelayanan perizinan kesehatan, kualitas pelayanan menjadi aspek 

penting karena berkaitan dengan kepastian hukum, efektivitas pelayanan, dan 

kemudahan akses bagi tenaga kesehatan. Dinas Penanaman Modal dan Pelayanan 

Terpadu Satu Pintu (DPMPTSP) Kota Banjarmasin menghadirkan aplikasi 

SALAM-RINDU (Sistem Aplikasi Layanan Mudah Perizinan Terpadu) sebagai 

inovasi pelayanan digital untuk mempermudah proses perizinan di luar sistem OSS 

(Online Single Submission), termasuk penerbitan Surat Izin Praktik (SIP) Perawat. 

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan pembuatan Surat Izin 

Praktik (SIP) Perawat melalui aplikasi SALAM-RINDU serta mengetahui faktor-

faktor penghambat dalam pelaksanaannya. 

 

Metode penelitian yang digunakan adalah metode kualitatif dengan tipe 

deskriptif. Pengumpulan data dilakukan melalui wawancara, observasi, dan 

dokumentasi. Teknik analisis data menggunakan reduksi data, penyajian data, dan 

penarikan kesimpulan. Penelitian ini menggunakan teori kualitas pelayanan 

menurut Zeithaml, Parasuraman, dan Berry dalam Hardiyansyah (2018) yang terdiri 

dari tangibles, reliability, responsiveness, assurance, dan empathy. 

 

Hasil penelitian menunjukkan bahwa kualitas pelayanan pembuatan Surat Izin 

Praktik (SIP) Perawat melalui aplikasi SALAM-RINDU secara umum berada pada 

kategori cukup baik. Aplikasi telah menyediakan akses layanan online dan fitur 

pelacakan permohonan, sementara pelayanan telah berjalan sesuai prosedur dan 

terintegrasi secara digital. Layanan komunikasi melalui notifikasi dan WhatsApp 

juga telah tersedia, serta penggunaan tanda tangan elektronik (TTE) memberikan 

kepastian hukum terhadap dokumen SIP yang diterbitkan. Selain itu, pelayanan 

memudahkan pengguna tanpa harus datang langsung ke kantor. Namun, masih 

ditemukan beberapa hambatan seperti gangguan sistem, ketidakjelasan panduan 

teknis dan prosedur, rendahnya responsivitas helpdesk, ketidaksesuaian estimasi 

waktu pelayanan akibat tingginya jumlah permohonan dan revisi dokumen, serta 

kurang optimalnya pendampingan dan transparansi dalam proses verifikasi 

dokumen. Oleh karena itu, diperlukan peningkatan kualitas sistem aplikasi, 

responsivitas pelayanan, panduan teknis, dan transparansi informasi agar kualitas 

pelayanan pembuatan SIP Perawat melalui aplikasi SALAM-RINDU dapat 

berjalan lebih optimal. 

 

Kata Kunci: Kualitas Pelayanan, Pelayanan Publik, Surat Izin Praktik, SALAM-

RINDU, E-Government.  
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ABSTRACT 

Ahmad Rafiq. 2210411210046. 2026. Service Quality of Nursing Practice License 

(SIP) Issuance Through the SALAM-RINDU Application (Integrated Easy 

Licensing Service Application System) at the Investment and One-Stop Integrated 

Service Office of Banjarmasin City. Under the supervision of Anjani. 

 

Electronic-based public service is one of the government’s efforts to improve 

service quality through the use of information technology. In health licensing 

services, service quality is important because it relates to legal certainty, 

effectiveness, and ease of access for health workers. The Investment and One-Stop 

Integrated Service Office (DPMPTSP) of Banjarmasin City introduced the SALAM-

RINDU application (Integrated Easy Licensing Service Application System) as a 

digital innovation to facilitate licensing services outside the OSS (Online Single 

Submission) system, including the issuance of Nursing Practice Licenses (SIP) for 

nurses. This study aims to determine the quality of Nursing Practice License 

services through the SALAM-RINDU application and identify the inhibiting factors 

in its implementation. 

 

This study used a qualitative method with a descriptive approach. Data 

collection was conducted through interviews, observations, and documentation. 

The data analysis technique used data reduction, data presentation, and conclusion 

drawing. This study applied the service quality theory of Zeithaml, Parasuraman, 

and Berry in Hardiyansyah (2018), consisting of tangibles, reliability, 

responsiveness, assurance, and empathy. 

 

The results show that the quality of Nursing Practice License services through 

the SALAM-RINDU application is generally fairly good. The application provides 

online access and application tracking features, while services have been carried 

out according to procedures and digitally integrated. Communication services 

through notifications and WhatsApp have also been provided, and the use of 

Electronic Signatures (TTE) gives legal certainty for SIP documents. In addition, 

the service facilitates users without requiring direct visits to the office. However, 

several obstacles are still found, including system disruptions, unclear technical 

guidance and procedures, low helpdesk responsiveness, inconsistency in service 

completion time estimates due to the high number of applications and document 

revisions, as well as limited assistance and lack of transparency in document 

verification. Therefore, improvements in the application system, service 

responsiveness, technical guidance, and transparency are needed to optimize the 

quality of Nursing Practice License services through the SALAM-RINDU 

application. 

 

Keywords: Service Quality, Public Service, Practice License, SALAM-RINDU, E-

Government.  
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