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MOTTO 

 

 

“All our dreams can come true, if we have the courage to pursue them” 

-Walt Disney 

 

“Segala perkara dapat kutanggung di dalam DIA yang memberi kekuatan 

kepadaku.” 

Filipi 4:13 
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ABSTRAK 

 

Judul  : Analisis Kepuasan Penyelenggaraan Penerbitan e-KTP di Tempat 

Perekaman Data Kependudukan (TPDK) Disdukcapil Kecamatan 

Semarang Barat 

Nama : Elisabeth Kezia Devantie 

NIM  : 14020113120011 

Jurusan :Administrasi Publik 

 

 Peningkatan kualitas pelayanan publik diperlukan agar terpenuhinya 

kepuasan masyarakat terhadap layanan sesuai yang diharapkan. Kepuasan 

merupakan tingkat perasaan seseorang setelah membandingkan kinerja yang 

dirasakan dengan harapan. Penelitian ini bertujuan untuk mengetahui tingkat 

kepuasan anggota masyarakat terkait layanan pengguna jasa e-KTP dalam proses 

penyelenggaraan penerbitan e-KTP serta dimensi yang perlu ditingkatkan untuk 

menambah kepuasan terhadap mutu pelayanan di TPDK Disdukcapil Kecamatan 

Semarang Barat. Penulis menggunakan tipe penelitian kuantitatif dengan jumlah 

sampel sebanyak 97 responden pengguna jasa pelayanan penerbitan e-KTP di 

TPDK Disdukcapil Kecamatan Semarang Barat. Penelitian ini menggunakan 

pengukuran kepuasan melalui 6 dimensi pelayanan yaitu tangible, reliability, 

responsiveness, assurance, empathy, dan communication dengan membandingkan 

antara kinerja (X) dan harapan (Y) yang menimbulkan perasaan puas atau tidak 

puas. Hasil penelitian  menunjukkan terdapat tiga dimensi dengan tiga faktor 

penentu kualitas pelayanan yang dianggap penting dalam menentukan kepuasan 

masyarakat memiliki tingkat harapan tinggi, namun tingkat kinerjanya rendah 

sehingga dapat dikatakan kurang memuaskan. Ketiga dimensi tersebut yaitu: 

Responsiveness, yang didalamnya terdapat faktor kecepatan pelayanan, 

Assurance, yang didalamnya terdapat faktor keramahan dan kesopanan pegawai,  

Communication, yang didalamnya terdapat faktor kemudahan untuk mendapatkan 

informasi. Keenam dimensi kualitas pelayanan dengan 19 faktor memiliki rata-

rata tingkat kinerja sebesar 2,74 dan tingkat harapan sebesar 3,48 dengan tingkat 

kesesuaian sebesar 78,69 sehingga tergolong pada kategori memuaskan. 

 

Kata kunci: Pelayanan Publik, Ketampakan, Kehandalan, Responsivitas, 

Keamanan, Empati, Komunikasi 
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ABSTRACT 

 

Title  :Analysis of Satisfaction in Issuing e-ID Cards at Population 

Data Recording Center (TPDK)Disdukcapil West Semarang Sub District 

Name  : Elisabeth Kezia Devantie 

NIM  :14020114120044 

Department :   Public Administration 

 

Enhancing the quality of public services is needed to fulfill the satisfaction 

of society to the service as expected. Satisfaction is the level of one’s feelings after 

comparing perceived performance with expectations. This research aims to 

determine the level of satisfaction of community members related to e-ID card 

service users in the process of organizing e-ID card publishing and dimensions 

that need to be improved to increase satisfaction on the quality service at TPDK 

in Disdukcapil West Semarang Sub District. The author uses quantitative 

research type by the number of samples as many as 97 respondents as services 

users at TPDK in Disdukcapil West Semarang Sub District. This research uses the 

measurement of satisfaction through the 6 dimensions i.e. tangible services, 

reliability, responsiveness, assurance, empathy, and communication by 

comparing performance (X) and expectations (Y)  that raise the feeling of 

satisfaction or disatisfaction. The results showed there were three dimensions 

with three determinants of service quality which are considered important in 

determining the satisfaction level of society. Which has high expectations, but the 

level of performance is low so that, it can be said to be less satisfactory and 

unsatisfactory. The three dimensions: Responsiveness, which includes a factor of 

quick service, Assurance, including the factor of friendliness and courtesy, 

Communication officers, including the factor of easement in getting information. 

The quality of six dimensions with 19 factors has an average of performance level 

2.74 and the level of hope 3.48 with the rate of conformity of 78.69 which is 

categorized satisfacfactory 

Keywords: Public Service, Tangible, Reliability, Responsiveness, Assurance, 

Emphaty, Communication 
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