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ABSTRAK 

 

Nama Maria Asumta Bria, NPM. 22180240, Judul Penelitian Pelayanan e.KTP di 

Kantor Dinas Kependudukan dan Pencatatan Sipil Kabupaten Malaka merupakan 

salah satu oraganisasi atau lembaga publik yang didirikan oleh pemerintah dan 

memiliki perkembangan teknologi informasi dan komonikasi untuk melayani 

kebutuhan masyarakat dan menbantu manusia dalam menjalankan aktivitasnya. 

adapun permasalahan yang diajukan adalah bagaimanakah sistem dari pelayanan e-

KTP di Kantor Dinas Kependudukan dan Pencatatan Sipil Kabupaten Malaka 

dengan sub fokus tangible (berwujut/bukti fisik), reliabelity (kehandalan), 

responsiveness (ketanggapan), assurance (jaminan), dan empaty (empati) 

(kesesuaiaan dengan aturan yang lebih tinggi). Metode yang digunakan adalah 

deskriptif kualitatif dan dalam pengumpulan data menggunakan teknik observasi, 

wawancara, informen dan dokumentasi Kepala Dinas Disdukcapil Malaka dan 

masyarakat Kabupaten Malaka. Dari hasil penelitian yang dilakukan maka dapat 

disimpulkan bahwa: hasil penelitian sistem pelayanan e-KTP yang belum 

profesional dari dinas kependudukan dan pencatatan sipil dalam melaksanakan 

kebijakan, program dan kegiatan karena masi terdapat sarana dan prasarana yang 

belum memadai. Dimensi reliability (kehandalan) , Pelayanan di Kantor Dinas 

Kependudukan  dan pencatatan Sipil Kabupaten Malaka sudah menerapkan 

Dimensi Reliability. Berdasarkan sub dimensi dalam Dimensi Realibility sudah 

berjalan dengan baik. Dimensi Renponsiveness (Tanggapan), Pada Pelayanan di 

Kantor Dinas Kependudukan dan Pencatatan Sipil Kabupaten Malaka sudah 

menerapkan dimensi Responsiveness beserta sub dimensinya. Namun terdapat 

beberapa sub dimensi seperti beberapa pegawai yang di nilai tidak ramah. Dimensi 

Asusrance (Jaminan), pada pelayanan Dikantor Dinas Kependudukan dan 

Pencatatan Sipil Kabupaten Malaka sudah menerapkan dimensi Assurance beserta 

sub dimensinya. Namun sub dimensinya belum berjalan sesuai harapan masyarakat 

seperti pegawai belum maksimal memberikan jaminan tepat waktu dalam 

pelayanan. Dimensi Empaty (Empati), Kantor Dinas Kependudukan dan Pencatatan 

Sipil Kabupaten Malaka sudah menerapkan Dimensi Emphaty (Empati) beserta sub 

dimensinya. karena pelayanan suda berjalan sesuai harapan masyarakat. 
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ABSTRACT 

 

Name Maria Asumta Bria, NPM. 22180240, Title of Research on e.KTP Services 

at the Office of the Population and Civil Registration Office of Malacca Regency is 

one of the organizations or public institutions established by the government and 

has the development of information technology and commonication to serve the 

needs of the community and assisting humans in carrying out their activities. The 

problem posed is how the system of e-KTP services at the Malacca Regency 

Population and Civil Registration Service Office with sub fokus tangible (in the 

form / physical evidence), reliabelity (reliability), responsiveness (responsiveness), 

assurance (guarantee), and empathy (empathy) (conformity to higher rules). The 

method used is descriptive qualitative and in data collection using observation 

techniques, interviews, information and documentation of the Head of Dinas 

Disdukcapil Malaka and the people of Malacca Regency. From the results of the 

research conducted, it can be concluded that: the results of research on the e-KTP 

service system that has not been professional from the population and civil 

registration service in implementing policies, programs and activities because there 

are inadequate facilities and infrastructure. Dimension of reliability (reliability), 

services at the Office of the Population Office and Civil Registration of Malacca 

Regency have implemented the Dimension of Reliability. Based on the sub-

dimensions in the Realibility Dimension is already working well. Dimension of 

Renponsiveness (Response), in Services at the Office of the Population and Civil 

Registration Service of Malacca Regency has applied the dimension of 

Responsiveness and its sub-dimensions. However, there are some sub-dimensions 

such as some employees who are judged to be unfriendly. Asusrance (Guarantee) 

dimension, in the office of the Malacca Regency Population and Civil Registration 

Office, it has applied the Assurance dimension and its sub-dimensions. However, 

the sub-dimensions have not run according to community expectations, such as 

employees have not been able to provide timely guarantees in service. Empaty 

Dimension (Empathy), the Malacca Regency Population and Civil Registration 

Service Office has implemented the Emphaty (Empathy) Dimension and its sub-

dimensions. Because Suda's services run according to community expectations. 
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