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ABSTRAK 

 

Adapun tujuannya dari penelitian ini guna menganalisa inovasi pelayanan publik berbasis e-government 

yang diterapkan oleh Dinas Kependudukan dan Pencatatan Sipil Kabupaten Magetan serta dampaknya 

terhadap peningkatan kualitas pelayanan publik. Metode penelitian yang diadopsi yaitu model kualitatif 

dengan pendekatan deskriptif. Teknik pengumpulan data dilaksanakan melalui observasi, wawancara, 

maupun dokumentasi. Temuan ini mengungkapkan bahwasanya inovasi pelayanan berupa BUKA LAPAK, 

PAK DE BAYAN, SABTU TUNTAS, ANTRIAN ONLINE, dan PAK TUWA memberikan dampak positif 

terhadap kualitas pelayanan kependudukan. Dampak tersebut terlihat dari percepatan waktu pelayanan, 

kemudahan akses layanan bagi masyarakat, pengurangan antrian, serta meningkatnya kepastian dan 

transparansi pelayanan. Inovasi tersebut efektif karena didukung oleh pemanfaatan teknologi informasi, 

pelayanan jemput bola, serta integrasi layanan administrasi kependudukan. Faktor pendukung dalam 

pelaksanaan inovasi meliputi komitmen pimpinan, ketersediaan sarana maupun prasarana, serta dukungan 

sumber daya manusia. Sementara itu, faktor penghambat yang dihadapi antara lain keterbatasan 

infrastruktur jaringan internet, rendahnya literasi digital sebagian masyarakat, serta keterbatasan jumlah 

petugas pelayanan. Secara keseluruhan, inovasi pelayanan publik berbasis e-government di Kabupaten 

Magetan berkontribusi dalam menambah tingkatan kualitas pelayanan kependudukan kepada masyarakat. 

Kata kunci: inovasi pelayanan publik, e-government, pelayanan kependudukan, kualitas pelayanan. 

 

ABSTRACT 

 

This study aims to analyze public service innovations based on e-government implemented by Department 

of Population and Civil Registration of Magetan Regency and their impact on improving quality of public 

services. This research uses a qualitative method with a descriptive approach. Data were collected through 

observation, interviews, and documentation. The results show service innovations such as BUKA LAPAK, 

PAK DE BAYAN, SABTU TUNTAS, ANTRIAN ONLINE, and PAK TUWA have a positive impact on 

quality of population administration services. These impacts include faster service processes, easier access 

for the community, reduced queues, and improved certainty and transparency of services. The effectiveness 

of these innovations is supported by the use of information technology, mobile (outreach) services, and the 

integration of population administration services. Supporting factors in implementing these innovations 

include leadership commitment, adequate facilities and infrastructure, and human resource support. 

Meanwhile, inhibiting factors include limited internet infrastructure, low digital literacy among some 

community members, and limited service personnel. Overall, e-government-based public service 

innovations in Magetan Regency contribute to improving the quality of population administration services. 

Keywords: public service innovation, e-government, population administration, service quality. 

 

 

 

 

 

 

 

 

 

 

 

 


