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ABSTRAK

Nama : Alfia Fizlly Kavana

Program Studi - Administrasi Publik

Judul Skripsi : Penerapan E-Government Dalam Layanan E-Samsat
Di

Badan Pendapatan Provinsi DKI Jakarta

Penelitian ini bertujuan untuk mengetahui Penerapan E-Government
Dalam Layanan E-Samsat di Badan Pendapatan Daerah Provinsi DKI Jakarta
yang dipertajam pelaksanaannya di SAMSAT Jakarta Timur, dilihat dari Elemen
Sukses Penerapan E-Government menurut Hasil Kajian Harvard JFK School of
Government yaitu Support, Capacity, dan Value. Metode penelitian yang
digunakan adalah pendekatan kualitatif dengan metode deskriptif. Teknik
pengumpulan data yaitu wawancara, observasi, dan dokumentasi. Teknik
pengolahan dan analisis data menggunakan model Miles and Huberman yang
terdiri dari pengumpulan data, reduksi data, penyajian data, dan penarikan
kesimpulan. Informan berjumlah 8 (delapan) orang terdiri dari Kepala Satuan
Pelaksana Penyuluhan Unit Pusat Data dan Informasi Pendapatan, Kepala Sub
Bagian Tata Usaha Unit Pelayanan, Staff Unit Pelayanan di Tata Usaha Pajak,
PJLP Unit Pelayanan di Tata Usaha Pajak, dan 4 masyarakat wajib pajak
pengguna layanan E-Samsat di Jakarta Timur. Sumber data yang digunakan terdiri
dari data primer yang diperoleh secara langsung dari informan dan data sekunder
yang bersumber dari data yang ada di Badan Pendapatan Daerah Provinsi DKI
Jakarta dan SAMSAT Jakarta Timur, serta dokumen-dokumen yang berkaitan
dengan masalah yang diteliti. Hasil Penelitian menunjukan bahwa Penerapan E-
Government Dalam Layanan E-Samsat dilihat dari elemen Support, Capacity, dan
Value sudah terlaksana dengan sukses, meskipun masih terdapat beberapa
hambatan yaitu, sosialisasi dan pendekatan secara langsung belum berjalan
optimal, layanan E-Samsat belum memberikan perubahan secara signifikan.
Faktor pendukung layanan E-Samsat yaitu, transformasi digital, perubahan
mindset masyarakat, ketersediaan infrastruktur, dapat dilakukan kapan pun dan
dimana pun, dan tidak perlu mengantre di loket pembayaran manual. Faktor
penghambat layanan E-Samsat yaitu, tidak sepenuhnya online, Kketerbatasan
pengguna hanya untuk 1 wajib pajak, gangguan jaringan, bank-bank yang
bekerjasama masih sedikit, dan tidak ada pengiriman diantar kerumah.

Kata Kunci : E-Government, E-Samsat.

Referensi : 6 Buku, 7 Jurnal, 2 Regulasi, 1 Artikel
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ABSTRACT

Name : Alfia Fizlly Kavana
Study Program : Public Administration
Skripsi Title : The Implementation of E-Government In E-Samsat

Services At The Regional Revenue Agency of DKI
Jakarta Province

This study aims to determine the implementation of E-Government in E-
Samsat Services at the Regional Revenue Agency of DKI Jakarta Province, which
is sharpened in its implementation in East Jakarta SAMSAT, seen from the
Elements of Success in the Implementation of E-Government according to the
Study Results of the Harvard JFK School of Government, namely Support,
Capacity, and Value. The research method used is a qualitative approach with a
descriptive method. Data collection techniques are interviews, observation, and
documentation. The data processing and analysis technique uses the Miles and
Huberman model, which consists of data collection, data reduction, data
presentation, and drawing conclusions. There are eight informants, consisting of
the Head of the Extension Implementation Unit of the Revenue Data and
Information Center Unit, the Head of the Sub-Division of Administration of the
Service Unit, the Staff of the Service Unit in Tax Administration, the PJLP of the
Service Unit in Tax Administration, and four community taxpayers using E-
Samsat service in East Jakarta. The data sources used consist of primary data
obtained directly from informants and secondary data sourced from data from the
DKI Jakarta Provincial Revenue Agency and East Jakarta SAMSAT, as well as
documents related to the problems studied. The results of the study show that the
implementation of E-Government in E-Samsat Services as seen from the elements
of Support, Capacity, and Value has been implemented successfully, although
there are still some obstacles; namely, socialization and direct approaches have
not run optimally, and E-Samsat services have not made significant changes. The
supporting factors for E-Samsat services are digital transformation; changing
people's mindsets; availability of infrastructure; can be done anytime and
anywhere; and there is no need to queue at manual payment counters. The
inhibiting factors for E-Samsat services are: not fully online; limited users to only
1 taxpayer; network disturbances; the banks that cooperated with E-Samsat
services were still small; and no home delivery.

Key Words : E-Government, E-Samsat
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