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ABSTRAK 

Nama : Muhammad Razkatrhan Mahardhika Pratama 

Program Studi : Administrasi Publik ( FISIP ) 

Judul : Kualitas Pelayanan Dalam Pembuatan Kartu Tanda penduduk 

Elektronik (E-KTP) Di Kelurahan Kalibata Kecamatan Pancoran Kota Jakarta 

Selatan. 

Pembimbing  : Dr. Heru Dian Setiawan, ST., M.Si. 

 

 

Kartu Tanda Penduduk Elektronik (e-KTP) merupakan dokumen penting bagi 

setiap warga negara Indonesia. Dalam pembuatannya, kualitas pelayanan menjadi 

faktor penting yang perlu diperhatikan. Penelitian ini bertujuan untuk menganalisis 

kualitas pelayanan dalam pembuatan e-KTP di Kelurahan Kalibata Kecamatan 

Pancoran Kota Jakarta Selatan Tahun 2022. Penelitian ini menggunakan metode 

deskriptif dengan pendekatan kualitatif. Data diperoleh melalui wawancara dengan 

informan kunci, yaitu Lurah Kalibata, Kasi Pelayanan Kependudukan, dan Petugas 

Pelayanan e-KTP, serta observasi terhadap proses pembuatan e-KTP di Kelurahan 

Kalibata. Hasil penelitian menunjukkan bahwa kualitas pelayanan dalam 

pembuatan e-KTP di Kelurahan Kalibata secara umum sudah baik. Hal ini terlihat 

dari aspek ketepatan waktu, keramahan, dan ketersediaan sarana dan prasarana yang 

dinilai cukup baik. Namun, masih terdapat beberapa aspek yang perlu ditingkatkan, 

seperti aspek daya tanggap dan bukti langsung. Berdasarkan hasil penelitian, 

disimpulkan bahwa kualitas pelayanan dalam pembuatan e-KTP di Kelurahan 

Kalibata secara umum sudah baik, namun masih terdapat beberapa aspek yang perlu 

ditingkatkan. Diharapkan penelitian ini dapat bermanfaat bagi Kelurahan Kalibata 

dalam meningkatkan kualitas pelayanan pembuatan e-KTP di masa depan. 

 

 

Kata Kunci: Kualitas Pelayanan, E-KTP, Kelurahan Kalibata, Kecamatan 

Pancoran, Kota Jakarta Selatan. 
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ABSTRACT 

Name : Muhammad Razkatrhan Mahardhika Pratama 

Study Program : Public Adminitration ( Fisip) 

Title : Quality of Service in Making Electronic Identity Cards (E-KTP) 

in Kalibata Village, Pancoran District, South Jakarta City 

Counsellor : Dr. Heru Dian Setiawan, ST., M.Si. 

 

 

Electronic Resident Identity Card (e-KTP) is an important document for every 

Indonesian citizen. In making it, service quality is an important factor that needs to 

be considered. This research aims to analyze the quality of service in making e- 

KTPs at the Kalibata Village Head Office, Pancoran District, South Jakarta City in 

2022. This research uses a descriptive method with a qualitative approach. Data was 

obtained through interviews with key informants, namely the Kalibata Village 

Head, Head of Population Services, and e- KTP Service Officer, as well as 

observations of the e-KTP making process at the Kalibata Village Head Office. The 

research results show that the quality of service in making e- KTP at the Kalibata 

Village Head Office is generally good. This can be seen from the aspects of 

punctuality, friendliness, and the availability of facilities and infrastructure which 

are considered quite good. However, there are still several aspects that need to be 

improved, such as aspects of responsiveness and direct evidence. Based on the 

research results, it was concluded that the quality of service in making e-KTPs at 

the Kalibata Village Head Office was generally good, but there were still several 

aspects that needed to be improved. It is hoped that this research will be useful for 

the Kalibata Village Head Office in improving the quality of e-KTP making services 

in the future. 

 

 

Keywords: Service Quality, E-KTP, Kalibata Village Head Office, Pancoran 

District, South Jakarta City. 
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