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ABSTRAK

Nazariah, 2210413220061, 2026 Efektivitas Pelayanan Administrasi Melalui
Penggunaan Aplikasi Palui: Studi Komparatif antara Kelurahan Kuin Utara dan
Kelurahan Pangeran. Dibimbing oleh Netty Herawaty

Penelitian ini bertujuan untuk mengetahui efektivitas pelayanan
administrasi di Kelurahan Kuin Utara dan Kelurahan Pangeran, menganalisis
efektivitas pelayanan administrasi melalui penggunaan Aplikasi Palui berdasarkan
studi komparatif antara Kelurahan Pangeran (pengguna Aplikasi Palui) dan
Kelurahan Kuin Utara (yang tidak menggunakan aplikasi Palui (manual)) untuk
menegaskan bahwa efektivitas Aplikasi Palui dapat ditentukan melalui studi
komparatif dengan kelurahan yang tidak menggunakan lagi serta mengidentifikasi
faktor-faktor yang memengaruhi efektivitas pelayanan. Penelitian menggunakan
teori efektivitas organisasi Richard M. Steers yang meliputi indikator pencapaian
tujuan, integrasi, dan adaptasi. Metode penelitian yang digunakan adalah
pendekatan kualitatif dengan tipe penelitian deskriptif komparatif. Teknik
pengumpulan data dilakukan melalui wawancara, observasi, dan dokumentasi
dengan 14 informan yang terdiri atas lurah, sekretaris lurah, kepala seksi
pemerintahan, staf pelayanan, dan masyarakat. Analisis data menggunakan model
Miles dan Huberman yang meliputi reduksi data, penyajian data, serta penarikan
kesimpulan dan verifikasi.

Hasil penelitian menunjukkan bahwa efektivitas pelayanan administrasi di
Kelurahan Pangeran lebih baik dibandingkan Kelurahan Kuin Utara. Pada indikator
pencapaian tujuan, penggunaan Aplikasi Palui mampu mempercepat pelayanan,
meningkatkan ketepatan dokumen, mempermudah prosedur, serta meningkatkan
kepuasan masyarakat dibandingkan sistem manual. Pada indikator integrasi, kedua
kelurahan telah memiliki komunikasi dan koordinasi yang baik, namun sosialisasi
Aplikasi Palui belum dilakukan secara berkelanjutan sehingga pemanfaatannya
oleh Masyarakat masih rendah. Pada indikator adaptasi, aparatur di kedua
kelurahan telah mampu menyesuaikan diri dengan sistem pelayanan yang
diterapkan, tetapi masyarakat masih cenderung memilih pelayanan secara langsung
dibandingkan menggunakan layanan digital. Dengan demikian, penggunaan
Aplikasi Palui terbukti relatif lebih efektif dibandingkan sistem manual, terutama
pada aspek pencapaian tujuan. Namun, efektivitas penggunaannya belum
sepenuhnya optimal karena masih dipengaruhi oleh kurangnya sosialisasi,
rendahnya pemanfaatan aplikasi oleh masyarakat, serta perlunya penguatan sarana
pendukung dan adaptasi terhadap pelayanan berbasis digital.

Kata kunci: Efektivitas, Aplikasi Palui, Studi Komparatif



ABSTRACT

Nazariah, 2210413220061, 2026. The Effectiveness of Administrative Services
Through the Use of the Palui Application: A Comparative Study between Kuin
Utara Urban Village and Pangeran Urban Village. Supervised by Netty Herawaty.

This study aims to examine the effectiveness of administrative services in
Kuin Utara Urban Village and Pangeran Urban Village, analyze the effectiveness
of administrative services through the use of the Palui Application based on a
comparative study between Pangeran Urban Village (which implements the Palui
Application) and Kuin Utara Urban Village (which uses a manual system), in order
to demonstrate that the effectiveness of the Palui Application can be assessed
through comparison with an urban village that no longer uses the application, and
identify the factors influencing service effectiveness. This study employs Richard M.
Steers' Organizational Effectiveness Theory, which consists of three indicators:
goal attainment, integration, and adaptation. A qualitative approach with a
comparative descriptive research design was employed. Data were collected
through interviews, observations, and documentation involving 14 informants,
including the village head, village secretary, head of the governance section,
administrative service staff, and community members. Data were analyzed using
the Miles and Huberman interactive model, consisting of data reduction, data
display, and conclusion drawing and verification.

The findings indicate that the effectiveness of administrative services in
Pangeran Urban Village is higher than that in Kuin Utara Urban Village.
Regarding the goal attainment indicator, the implementation of the Palui
Application has accelerated service delivery, improved document accuracy,
simplified service procedures, and increased public satisfaction compared with the
manual system. In terms of integration, both urban villages have established
effective communication and coordination; however, the dissemination of
information regarding the Palui Application has not been conducted continuously,
resulting in low levels of public utilization. Regarding adaptation, government
officials in both urban villages have successfully adjusted to their respective service
systems. Nevertheless, community members still tend to prefer face-to-face
administrative services rather than utilizing digital services. Therefore, the Palui
Application has proven to be relatively more effective than the manual system,
particularly in achieving service objectives. However, its overall effectiveness has
not yet reached an optimal level due to limited public socialization, low community
utilization of the application, and the need to strengthen supporting facilities and
encourage greater public adaptation to digital administrative services.

Keywords: Effectiveness, Palui Application, Comparative Study.
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