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RINGKASAN 

 

Dede Hadi Coro, Program Studi Administrasi Publik Universitas Yudharta 

Pasuruan, 13 Juli 2021. Kualitas Pelayanan E-KTP di UPT Dinas Kependudukan 

dan Pencatatan Sipil Kecamatan Tutur Kabupaten Pasuruan. Dibawah bimbingan 

Dr.Khumaidi,M.Si. 

 E-KTP merupakan salah satu dokumen penting dalam administrasi 

kependudukan. Oleh karena itu pelayanan E-KTP harus berkualitas agar dapat 

memberikan pelayanan terbaik kepada masyarakat.  

Tujuan dari penelitian ini untuk mengetahui kualitas Pelayanan E-KTP di 

UPT Dinas Kependudukan dan Pencatatan Sipil Kecamatan Tutur Kabupaten 

Pasuruan, dan untuk mengetahui faktor pendukung dalam pemenuhan kualitas 

Pelayanan E-KTP di UPT Dinas Kependudukan dan Pencatatan Sipil Kecamatan 

Tutur Kabupaten Pasuruan. Pendekatan yang dilakukan dalam penelitian ini 

adalah Miles dan Hubberman (2014: 30-33). Teknik pengumpulan data menurut 

Denscombe (2007: 133) yaitu observasi, wawancara dan dokumentasi. Hasil 

penelitian ini menunjukkan kualitas E-KTP di UPT Dinas Kependudukan dan 

Pencatatan Sipil Kecamatan Tutur Kabupaten Pasuruan jika dilihat dari dimensi 

kehandalan (reliability), buktifisik (tangibles), ketanggapan (responsiveness), 

jaminan (assuarnce), danempati (empathy) sudahbaik. Selain itu, faktor 

pemenuhan kualitas pelayanan E-KTP yang meliputi komunikasi internal dan 

komunikasi eksternal di UPT Dinas Kependudukan dan Pencatatan Sipil 

Kecamatan Tutur Kabupaten Pasuruan juga sudah berjalan dengan baik. 

 

Kata Kunci : Kualitas, Pelayanan, Faktor Pendukung, E-KTP 
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SUMMARY 

 

Dede Hadi Coro, Public Administration Study Program, University of 

YudhartaPasuruan, July 13, 2021. Quality of E-KTP Service at the UPT of the 

Population and Civil Registration Service, Tutur District, Pasuruan Regency.The 

guidance of Dr. Khumaidi, M.Si. 

 E-KTP is one of the important documents in population administration. 

Therefore, the quality of the E-KTP service must be in order to provide the best 

service to the community. 

 The purpose of this study was to determine the quality of the E-KTP 

Service at the UPT of the Population and Civil Registration Service, Tutur 

District, Pasuruan Regency, and to determine the supporting factors in fulfilling 

the quality of the E-KTP Service at the UPT of the Population and Civil 

Registration Service, Tutur District, Pasuruan Regency.The approach taken in 

this research is Miles and Hubberman (2014: 30-33). Data collection techniques 

according to Denscombe (2007: 133) are observation, interviews and 

documentation.The results of this study indicate the quality of the E-KTP at the 

UPT Department of Population and Civil Registration, Tutur District, Pasuruan 

Regency when viewed from the dimensions of reliability, tangibles, 

responsiveness, assurance, and empathy is good. In addition, the factor of 

fulfilling the quality of E-KTP services which includes internal communication 

and external communication at the UPT of the Population and Civil Registration 

Service, Tutur District, Pasuruan Regency has also been running well. 

 

Keywords :Quality, Service, Supporting Factors, E-KTP 
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