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ABSTRAK 

Yusnadhiya Aulia. 1910411320026. 2024. Kualitas Pelayanan E-KTP Di UPT 

Disdukcapil Kantor Kecamatan Banjarrmasin Utara Kota Banjarmasin.  

Kualitas pelayanan e-KTP yang dilaksanakan oleh UPT Disdukcapil 

Kecamatan Banjarmasin Utara sangat menentukan apakah pelayanan tersebut 

berkualitas atau tidak sebagaimana masyarakat mendapatkan pelayanan tersebut. 

Penelitian ini dengan judul “Kualitas Pelayanan E-KTP di UPT Disdukcapil Kantor 

Kecamatan Banjarrmasin Utara Kota Banjarmasin” bertujuan untuk memberikan 

gambaran bagaimana kualitas pelayanan e-KTP di UPT Disdukcapil Kecamatan 

Banjarmasin Utara Kota Banjarmasin dan apa faktor yang menghambat kualitas 

pelayanan e-KTP di UPT Disdukcapil Kecamatan Banjarmasin Utara Kota 

Banjarmasin.  

Penelitian ini menggunakan metode penelitian pendekatan kualitatif dengan 

jenis penelitian deskriptif kualitatif. Teknik pengumpulan data yang digunakan 

yaitu observasi, wawancara, dan dokumentasi. Kualitas pelayanan e-KTP di UPT 

Disdukcapil Kecamatan Banjarmasin Utara Kota Banjarmasin dilaksanakan 

berdasarkan prosedur Standar Operasional Standar Pelayanan (SOP) yang 

mencakup Pendaftaran, Pengecekkan Berkas, Penerimaan Berkas, 

Pencatatan/Perekaman E-KTP, dan Hasil E-KTP. 

Dalam hasil penelitian yang dilakukan peneliti diketahui bahwa kualitas 

pelayanan e-KTP di UPT Disdukcapil Kecamatan Banjarmasin Utara Kota 

Banjarmasin dinilai cukup memuaskan. Hal ini dapat dilihat berdasarkan indikator 

kualitas pelayanan publik yang dimana masyarakat menyatakan kepuasannya 

terhadap 4 (empat) indikator. Pada Reliability (kehandalan), pegawai UPT dengan 

cermat memeriksa berkas-berkas pengaju pembuatan e-KTP dan mampu memakai 

alat-alat penunjang pembuatan e-KTP dengan baik. Pada Responsiveness (daya 

tanggap), pegawai UPT sigap menanggapi setiap keluhan masyarakat dan 

memberikan solusi untuk masyarakat. Pada Assurance (jaminan), jaminan waktu 

sudah sesuai dengan harapan masyarakat yang dimana proses e-KTP dapat 

diselesaikan dalam 1 hari, dan juga pelayanan yang diberikan tidak dipungut biaya. 

Pada Emphaty (empati), sikap pegawai UPT dinilai ramah dan telah memberikan 

kepuasan pada masyarakat. Untuk Tangible (berwujud) dinilai dari beberapa aspek 

cukup bagus, namun terdapat kekurangan yang terlihat, prasarana yang tersedia 

seperti kursi tunggu masih terbatas dan tidak adanya pendingin ruangan, dan juga 

keamanan dan kenyamanan lingkungan dinilai kurang bersih dan rapi serta 

keamanan lingkungannya juga kurang sehingga belum memenuhi kepuasan 

masyarakat. 

Kata Kunci: Pelayanan, Kualitas Pelayanan, E-KTP 
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ABSTRACT 

Yusnadhiya Aulia. 1910411320026. 2024. Quality of E-KTP Services at the UPT 

Disdukcapil North Banjarmasin District Office. Banjarmasin City.  

The quality of the e-KTP service implemented by the UPT Disdukcapil North 

Banjarmasin District really determines whether the service is of high quality or not 

as the community receives the service. This research with the title "Quality of E-

KTP Services at the UPT Disdukcapil North Banjarmasin District Office, 

Banjarmasin City" aims to provide an overview of the quality of e-KTP services at 

the UPT Disdukcapil North Banjarmasin District Banjarmasin City and what 

factors hinder it quality of e-KTP services at UPT Disdukcapil North Banjarmasin 

District, Banjarmasin City. 

This research uses a qualitative research approach with descriptive qualitative 

research type. The data collection techniques used were observation, interviews 

and documentation. The quality of e-KTP services at the UPT Disdukcapil, North 

Banjarmasin District, Banjarmasin City is carried out based on Standard 

Operational Service Standards (SOP) procedures which include Registration, 

Checking Files, Receiving Files, Recording/Recording E-KTP, and E-KTP Results.  

In the result of research conducted by researcher it is known that the quality of e-

KTP services at the UPT Disdukcapil, North Banjarmasin District, Banjarmasin 

City is considered quite satisfactory. This can be seen based on public service 

quality indicators where the public expresses their satisfaction with 4 (four) 

indicators. in Reliability, UPT employees carefully check the files of applicants for 

making e-KTP and are able to use supporting tools for making e-KTP properly. In 

Responsiveness, UPT employees are ready to respond to every public complaint 

and provide solutions for the community. In Assurance (guarantee), the guaranteed 

time is in line with people's expectations, where the e-KTP process can be 

completed in 1 day, and also the services provided are free of charge. In Emphaty 

(empathy), the attitude of UPT employees is considered friendly and has provided 

satisfaction to the community. For Tangible (tangible) it is assessed from several 

aspects as quite good, however there are visible shortcomings, the available 

infrastructure such as waiting chairs is still limited and there is no air conditioning, 

and also the security and comfort of the environment is considered to be less clean 

and tidy and environment safety is also lacking so it does not meet community 

satisfaction. 

Keywords: Service, Service Quality, E-KTP 
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