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ABSTRAK 

Nama : Hamdun Hibatuloh 

Program Studi : Administrasi Publik 

Judul Skripsi : Kualitas Pelayanan Dokumen Kependudukan Di 

Kelurahan Cipete Utara Jakarta Selatan (Studi: 

Alpukat Betawi) 

Pembimbing : Dr. Bhakti Nur Avianto, S.IP., M.Si. 

 
Aplikasi Alpukat Betawi merupakan inovasi digital Pemerintah Provinsi 

DKI Jakarta untuk mempermudah akses masyarakat terhadap layanan administrasi 

kependudukan. Penelitian ini bertujuan untuk Kualitas Pelayanan Dokumen 

Kependudukan Di Kelurahan Cipete Utara Jakarta Selatan (Studi: Alpukat Betawi) 

Analisis data menggunakan model Miles dan Huberman. Kualitas pelayanan 

diukur menggunakan lima dimensi SERVQUAL dari Parasuraman, Zeithaml, dan 

Berry yaitu tangibles, reliability, responsiveness, assurance, dan empathy. Hasil 

penelitian menunjukkan bahwa secara keseluruhan kualitas pelayanan aplikasi 

Alpkat Betawi di Kelurahan Cipete Utara sudah cukup baik. Dari segi tangibles, 

tampilan aplikasi sederhana dan mudah dipahami. Dari segi reliability, aplikasi 

dapat memproses permohonan sesuai prosedur meskipun kadang mengalami 

kendala teknis. Dari segi responsiveness, petugas cukup tanggap merespons 

keluhan namun waktu proses masih bervariasi. Dari segi assurance, masyarakat 

merasa aman dan percaya terhadap sistem aplikasi. Dari segi empathy, petugas 

menunjukkan sikap membantu meskipun belum semua lapisan masyarakat dapat 

mengakses dengan mudah, terutama lansia dan masyarakat dengan literasi digital 

rendah. Penelitian merekomendasikan peningkatan infrastruktur teknologi, 

sosialisasi kepada masyarakat, dan penyediaan layanan bantuan khusus. 

 

Kata Kunci: Kualitas Pelayanan, Aplikasi Alpukat Betawi, Administrasi 

Kependudukan, Pelayanan Publik  
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ABSTRACT 

Name : Hamdun Hibatuloh 

Study Program : Public Administration 

Thesis Title : Quality Of Population Document Services In 

North Cipete Sub-District, South Jakarta (Study: 

Betawi Avocado) 

Supervisor : Dr. Bhakti Nur Avianto, S.IP., M.Si. 

 

The Avocado Betawi application is a digital innovation of the Jakarta 

Provincial Government to facilitate public access to population administration 

services. This study aims to analyze the Quality Of Population Document Services 

In North Cipete Sub-District, South Jakarta (Study: Betawi Avocado). Data 

analysis used the Miles and Huberman model. Service quality was measured using 

the five dimensions of SERVQUAL from Parasuraman, Zeithaml, and Berry: 

tangibles, reliability, responsiveness, assurance, and empathy. The results showed 

that the overall service quality of the Avocado Betawi application in Cipete Utara 

Village was quite good. In terms of tangibles, the application's interface is simple 

and easy to understand. In terms of reliability, the application can process 

applications according to procedures, although it sometimes experiences technical 

difficulties. In terms of responsiveness, officers responded fairly quickly to 

complaints, but processing times varied. In terms of assurance, the public felt safe 

and trusted the application system. In terms of empathy, officers demonstrated 

helpfulness, although not all segments of society had easy access, particularly the 

elderly and those with low digital literacy. The study recommends improving 

technological infrastructure, public outreach, and providing specialized assistance 

services. 

 

Keywords: Service Quality, Avocado Betawi Application, Population 

Administration, Public Services 
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