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ABSTRAK

Pelayanan Puhlik Dalam Pembuatan Kartu Tanda Penduduk Flektronik (F-
KTP) Pada Dinas Kependudukan dan Pencatatan Sipil
Kabupaten Mimika

Eka Diana Sembiring
ekapelawitimika@gmail.com
Sekolah Pascasariana
Universitas Terbuka

Pelayanan publik merupakan salah satu fungsi utama pemerintah dalam
rangka memenuhi hak-hak dasar warga negara. Implementasi e-KTP secara
nasional herperan penfing dalam mendukung administrasi kependndukan vang
transparan, akuntabel, dan efisien. Namun, terdapat berbagai tantangan yang
dihadapi dalam pelaksanaannya, seperti lambatnya proses penerbitan, terbatasnya
aksesibilitas di daerah-daerah terpencil dan keterbatasan sumber daya manusia yang
mempengaruhi kualitas layanan secara keseluruhan. Tujuan penelitian ini untuk
menganalisis dan mengevaluasi tingkat efektivitas pelayanan menganalisis faktor
internal dan eksternal yang menghambat efektifitas pelayanan dalam pembuatan
Kartu Tanda Penduduk Elektronik (e-KTP) di Dinas Kependudukan dan Pencatatan
Sipil Kabupaten Mimika. Penelitian ini menggunakan jenis penelitian deskriptif
kualitatif. Informan dalam penelitian ini adalah masyarakat pengguna pelayanan
publik dan pejabat dan pegawai Dinas Kependudukan dan Catatan Sipil Kabupaten
Mimika. Hasil penelitian menujukan Pelayanan e-KTP di Disdukcapil Kabupaten
Mimika telah berjalan dengan baik dalam beberapa aspek seperti rasa aman,
fasilitas fisik, dan empati. Namun, masih terdapat tantangan yang menghambat
efektifitas pelayanan pembuatan e-KTP yaitu Faktor internal keterbatasan Sarana
dan Prasarana (Tangibles), seperti alat perekaman biometrik, komputer, printer, dan
ruang peiayanan yang layak dan kurangnya sumber daya manusia (SDM)
(Reliability dan Assurance) dimana jumlah SDM yang terlatih untuk
mengoperasikan sistem e-KTP sangat terbatas. Faktor eksternal adalah kondisi
geografis dan aksesibilitas (Keadilan Pelayanan Publik), masyarakat di daerah
pesisir dan pegunungan mengalami kesulitan besar dalam mengakses layanan e-
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ABSTRACT

Public Services in the Issuance of Electronic Identity Cards (e-KTP) at the
Department of Population and Civil Registration of Mimika Regency

Eka Diana Sembiring
ekapelawitimika@gmail.com
Graduate School
Universitas Terbuka

Public services are one of the primary functions of the government in fulfilling the
basic rights of citizens. The national implementation of e-KTP plays a crucial role

in sunnorting trangparent, accountahle, and efficient nopulation administration,

However, various challenges arise in its execution, such as delays in the issuance
process, limited accessibility in remote areas, and insufficient human resources, all
of which affect the overall service quality. This study aims to analyze and evaluate
the effectiveness of public services, as well as examine the internal and external
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Department of Population and Civil Registration of Mimika Regency. This research
employs a qualitative descriptive approach. The informants consist of public service
users as well as officials and staff of the Department of Population and Civil
Registration of Mimika Regency The findings indicate that e-KTP services at the
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performed well in several aspects, such as security, physical facilities, and empathy.
However, challenges persist that hinder the effectiveness of ¢-KTP services.
Internal factors include limited infrastructure and facilities (Tangibles), such as
biometric recording devices, computers, printers, and inadequate service spaces, as
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the number of trained personnel to operate the e-KTP system is highly limited.
External factors involve geographical conditions and accessibility (Equity in Public
Services), where communities in coastal and mountainous areas face significant
difficulties in accessing e-KTP services due to mobility constraints and high costs.

Keywords: public services, public service effectiveness, internal factors, external
factors.
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