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ABSTRAK 

Transformasi digital dalam pelayanan publik menjadi kebutuhan utama untuk 

mewujudkan tata kelola pemerintahan yang adaptif, transparan, dan responsif. 

Salah satu implementasinya adalah aplikasi SI D’nOK yang digunakan dalam 

pelayanan Kartu Identitas Anak (KIA) di Dinas Kependudukan dan Pencatatan Sipil 

Kota Semarang. Penelitian ini bertujuan untuk menilai kualitas pelayanan aplikasi 

SI D’nOK dengan menggunakan model kesuksesan sistem informasi DeLone dan 

McLean, yang mencakup dimensi kualitas sistem, kualitas informasi, kualitas 

pelayanan, kepuasan pengguna, dan manfaat bersih. Metode yang digunakan adalah 

penelitian kuantitatif dengan teknik survei kepada pengguna aplikasi. Hasil 

penelitian menunjukkan bahwa kualitas pelayanan KIA melalui aplikasi SI D’nOK 

secara keseluruhan berada dalam kategori “Sangat Baik”, dengan rata-rata indikator 

81,88% dan rata-rata dimensi 82,04%. Dimensi Manfaat Bersih memperoleh nilai 

tertinggi sebesar 89,28%, menandakan aplikasi ini efektif dalam memberikan 

kemudahan, efisiensi, dan manfaat nyata bagi pengguna. Sebaliknya, dimensi 

Kualitas Informasi memperoleh nilai terendah sebesar 70,21%, yang menunjukkan 

masih perlunya perbaikan dalam aspek kelengkapan dan kejelasan informasi.Secara 

umum, capaian seluruh indikator dan dimensi ini menegaskan bahwa aplikasi SI 

D’nOK telah berjalan secara efektif dalam mendukung pelayanan digital Kartu 

Identitas Anak (KIA), meskipun penyempurnaan di sisi informasi masih diperlukan 

untuk meningkatkan kepuasan dan pengalaman pengguna secara menyeluruh. 

Kata Kunci: Kartu Identitas Anak, Pelayanan Publik, SI D’nOK 
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ABSTRACT 

Digital transformation in public services is a primary need to realize adaptive, 

transparent, and responsive governance. One of its implementations is the SI 

D’nOK application used in the Child Identity Card (KIA) service at the Semarang 

City Population and Civil Registration Service. This study aims to assess the quality 

of the SI D’nOK application service using the DeLone and McLean information 

system success model, which includes dimensions of system quality, information 

quality, service quality, user satisfaction, and net benefits. The method used is 

quantitative research with a survey technique for application users. The results of 

the study show that the overall quality of KIA services through the SI D’nOK 

application is in the “Very Good” category, with an average indicator of 81.88% 

and an average dimension of 82.04%. The Net Benefit dimension obtained the 

highest value of 89.28%, indicating that this application is effective in providing 

convenience, efficiency, and real benefits for users. On the other hand, the 

Information Quality dimension obtained the lowest score of 70.21%, which 

indicates that there is still a need for improvement in the aspects of completeness 

and clarity of information. In general, the achievement of all indicators and 

dimensions confirms that the SI D'nOK application has been running effectively in 

supporting digital services for Child Identity Cards (KIA), although improvements 

in the information side are still needed to improve overall user satisfaction and 

experience. 

Keywords: Child Identity Card, Public Services, SI D’nOK  



 

x 

 

DAFTAR ISI 

HALAMAN JUDUL...............................................................................................ii 

HALAMAN PERYATAAN KEASLIAN ............................................................... ii 

HALAMAN PENGESAHAN ................................................................................ iii 

HALAMAN MOTTO ............................................................................................ iv 

KATA PENGANTAR .............................................................................................. v 

ABSTRAK ........................................................................................................... viii 

ABSTRACT ............................................................................................................. ix 

DAFTAR ISI ........................................................................................................... x 

DAFTAR TABEL ................................................................................................. xiii 

DAFTAR GAMBAR ............................................................................................ xv 

BAB I PENDAHULUAN ....................................................................................... 1 

1.1. Latar Belakang ............................................................................................ 1 

1.2. Rumusan Masalah ..................................................................................... 17 

1.3. Tujuan Penelitian ....................................................................................... 17 

1.4. Kegunaan Penelitian .................................................................................. 17 

1.5. Kegunaan Teoritis ...................................................................................... 17 

1.5.1. Kegunaan Praktis................................................................................ 18 

1.6. Kerangka Teori/Konsep ............................................................................. 19 

1.6.1. Penelitian Terdahulu ........................................................................... 19 

1.6.2. Administrasi Publik ............................................................................ 25 

1.6.3. Manajemen Publik.............................................................................. 30 

1.6.4. Kualitas Pelayanan Publik .................................................................. 31 

1.6.5. Kualitas Pelayanan Aplikasi ............................................................... 32 

1.6.6. Teori DeLone dan McLean ................................................................ 34 

1.6.7. Kerangka Berpikir .............................................................................. 37 

1.7. Definisi Konsep ......................................................................................... 38 

1.7.1. Kualitas Sistem ................................................................................... 38 

1.7.2. Kualitas Informasi .............................................................................. 38 

1.7.3. Kualitas Pelayanan ............................................................................. 38 

1.7.4. Kepuasan Pengguna ........................................................................... 39 

1.7.5. Manfaat Bersih ................................................................................... 39 



xi 

 

1.7.6. Definisi Operasional ........................................................................... 40 

1.8 Metode Penelitian ...................................................................................... 45 

1.8.1 Jenis Penelitian ................................................................................... 46 

1.8.2 Populasi dan Sampel .......................................................................... 47 

1.8.3 Jenis dan Sumber Data ....................................................................... 50 

1.8.4 Skala Pengukuran ............................................................................... 50 

1.8.5 Teknik Pengumpulan Data ................................................................. 51 

1.8.6 Teknik Analisis Data .......................................................................... 53 

BAB II ................................................................................................................... 56 

GAMBARAN UMUM ......................................................................................... 56 

2.1 Gambaran Umum Kota Semarang ............................................................ 56 

2.1.1 Sejarah Kota Semarang ...................................................................... 56 

2.1.2 Gambaran Geografis Kota Semarang ................................................. 58 

2.1.3 Gambaran Kependudukan Kota Semarang ........................................ 60 

2.1.4 Visi dan Misi Dinas Kependudukan dan Pencatatan Sipil Kota 

Semarang ....................................................................................................... 63 

2.1.5 Tugas Pokok dan Fungsi Dinas Kependudukan dan Pencatatan Sipil 

Kota Semarang ............................................................................................... 64 

2.1.6 Sumber Daya Manusia Dinas Kependudukan dan Pencatatan Sipil 

Kota Semarang ............................................................................................... 66 

2.2 Gambaran Umum Aplikasi Sistem Informasi Dokumen Online 

Kependudukan (SI D’nOK) Kota Semarang ..................................................... 67 

2.2.1 Aplikasi Sistem Informasi Dokumen Online Kependudukan (SI 

D’nOK) .......................................................................................................... 67 

2.2.2 Layanan Aplikasi Sistem Informasi Dokumen Online Kependudukan 

(SI D’nOK) .................................................................................................... 68 

2.2.3 Prosedur Layanan Kartu Identitas Anak (KIA) Pada Aplikasi Sistem 

Informasi Dokumen Online Kependudukan (SI D’nOK) .............................. 71 

BAB III ................................................................................................................. 75 

HASIL DAN PEMBAHASAN ............................................................................. 75 

3.1 Karakteristik Responden ........................................................................... 75 

3.2 Hasil Penelitian ......................................................................................... 77 

3.2.1 Uji Validitas ........................................................................................ 77 

3.2.2 Uji Reliabilitas.................................................................................... 80 



xii 

 

3.2.3 Deskripsi dimensi ............................................................................... 83 

3.3 Hasil pembahasan .................................................................................... 169 

BAB IV  PENUTUP ........................................................................................... 193 

4.1 Kesimpulan .............................................................................................. 193 

4.2 Saran ........................................................................................................ 194 

DAFTAR PUSTAKA .......................................................................................... 197 

LAMPIRAN ........................................................................................................ 200 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xiii 

 

DAFTAR TABEL 

Tabel 1. 1 Data Capaian Kinerja Terhadap Indikator Kinerja Utama ................... 10 
Tabel 1. 2 Data Kepemilikan KIA per Kecamatan Tahun 2024 ........................... 12 
Tabel 1. 3 Penelitian Terdahulu ............................................................................ 19 
Tabel 1. 4 Definisi Operasional ............................................................................ 40 
Tabel 1. 5 Skala Likert .......................................................................................... 51 

Tabel 2. 1 Kepadatan Penduduk Kota Semarang ................................................. 60 
Tabel 2. 2 Komposisi Pegawai Berdasarkan Golongan di Dinas Kependudukan 

dan Pencatatan Sipil Kota Semarang .................................................................... 66 
Tabel 2. 3 Komposisi Pegawai Berdasarkan Tingkat Pendidikan di Dinas 

Kependudukan dan Pencatatan Sipil Kota Semarang ........................................... 66 

Tabel 3. 1 Data Uji Validitas Indikator Kualitas Sistem ....................................... 77 
Tabel 3. 2 Data Uji Validitas Indikator Kualitas Informasi .................................. 78 
Tabel 3. 3 Data Uji Validitas Indikator Kualitas Pelayanan ................................. 78 
Tabel 3. 4 Data Uji Validitas Indikator Kepuasan Pengguna Layanan ................. 79 
Tabel 3. 5 Data Uji Validitas Indikator Manfaat Bersih ....................................... 80 
Tabel 3. 6 Data Uji Reliabilitas Indikator Kualitas Sistem ................................... 80 
Tabel 3. 7 Data Uji Reliabilitas Indikator Kualitas Informasi .............................. 81 
Tabel 3. 8 Data Uji Reliabilitas Indikator Kualitas Pelayanan ............................. 82 
Tabel 3. 9 Data Uji Reliabilitas Indikator Kepuasan Pengguna Layanan ............ 82 
Tabel 3. 10 Data Uji Reliabilitas Indikator Manfaat Bersih ................................. 83 
Tabel 3. 11 Kategori Deskripsi Interval ................................................................ 84 
Tabel 3. 12 Item 1 Kualitas Sistem ....................................................................... 85 

Tabel 3. 13 Item 2 Kualitas Sistem ....................................................................... 86 
Tabel 3. 14 Nilai Indikator Waktu Respon Sistem ............................................... 88 
Tabel 3. 15 Item 3 Kualitas Sistem ....................................................................... 89 
Tabel 3. 16 Item 4 Kualitas Sistem ....................................................................... 91 
Tabel 3. 17 Nilai Indikator Fleksibilitas Sistem ................................................... 93 
Tabel 3. 18 Item 5 Kualitas Sistem ....................................................................... 93 
Tabel 3. 19 Item 6 Kualitas Sistem ....................................................................... 95 
Tabel 3. 20 Item 7 Kualitas Sistem ....................................................................... 97 
Tabel 3. 21 Item 8 Kualitas Sistem ....................................................................... 98 
Tabel 3. 22 Nilai Indikator Realibilitas Sistem................................................... 100 
Tabel 3. 23 Item 1 Kualitas Informasi ................................................................ 101 
Tabel 3. 24 Item 2 Kualitas Informasi ................................................................ 102 
Tabel 3. 25 Nilai Indikator Completeness .......................................................... 104 
Tabel 3. 26 Item 3 Kualitas Informasi ................................................................ 105 
Tabel 3. 27 Item 4 Kualitas Informasi ................................................................ 107 
Tabel 3. 28 Nilai Indikator Format ..................................................................... 109 
Tabel 3. 29 Item 5 Kualitas Informasi ................................................................ 110 
Tabel 3. 30 Nilai Indikator Relevance ................................................................ 112 
Tabel 3. 31 Item 6 Kualitas Informasi ................................................................ 113 



xiv 

 

Tabel 3. 32 Item 7 Kualitas Informasi ................................................................ 115 
Tabel 3. 33 Nilai Indikator Accurate .................................................................. 117 
Tabel 3. 34 Item 1 Kualitas Pelayanan ............................................................... 118 
Tabel 3. 35 Nilai Indikator Asurance.................................................................. 120 
Tabel 3. 36 Item 2 Kualitas Pelayanan ............................................................... 120 
Tabel 3. 37 Item 3 Kualitas Pelayanan ............................................................... 122 
Tabel 3. 38 Item 4 Kualitas Pelayanan ............................................................... 124 
Tabel 3. 39 Nilai Indikator Empathy .................................................................. 126 
Tabel 3. 40 Item 1 Kepuasan Pengguna Layanan ............................................... 127 
Tabel 3. 41 Item 2 Kepuasan Pengguna Layanan ............................................... 129 
Tabel 3. 42 Nilai Idikator Kepuasan Menyeluruh .............................................. 131 
Tabel 3. 43 Item 3 Kepuasan Pengguna Layanan ............................................... 132 
Tabel 3. 44 Item 4 Kepuasan Pengguna Layanan ............................................... 134 
Tabel 3. 45 Nilai Indikator Kepuasan Informasi ................................................ 136 
Tabel 3. 46 Item 1 Manfaat Bersih ..................................................................... 137 
Tabel 3. 47 Item 2 Manfaat Bersih ..................................................................... 139 
Tabel 3. 48 Nilai Indikator Speed of Accomplishing .......................................... 141 
Tabel 3. 49 Item 3 Manfaat Bersih ..................................................................... 142 
Tabel 3. 50 Item 4 Manfaat Bersih ..................................................................... 143 
Tabel 3. 51 Nilai Indikator Ease of Job .............................................................. 146 
Tabel 3. 52 Item 5 Manfaat Bersih ..................................................................... 147 
Tabel 3. 53 Item 6 Manfaat Bersih ..................................................................... 149 
Tabel 3. 54 Item 7 Manfaat Bersih ..................................................................... 151 
Tabel 3. 55 Nilai Indikator Efisien ..................................................................... 153 
Tabel 3. 56 Item 8 Manfaat Bersih ..................................................................... 153 
Tabel 3. 57 Nilai Indikator Efektif...................................................................... 155 
Tabel 3. 58 Rekapitulasi Nilai Kualitas Sistem .................................................. 157 

Tabel 3. 59 Rekapitulasi Nilai Kualitas Informasi ............................................. 159 
Tabel 3. 60 Rekapitulasi Nilai Kualitas Pelayanan ............................................. 162 
Tabel 3. 61 Rekapitulasi Nilai Kepuasan Pengguna Layanan ............................ 164 
Tabel 3. 62 Rekapitulasi Nilai Manfaat Bersih ................................................... 166 
Tabel 3. 63 Rekapitulasi Nilai Keseluruhan Dimensi......................................... 169 
Tabel 3. 64 Rangking Keseluruhan Indikator ..................................................... 189 
Tabel 3. 65 Rangking Keseluruhan Dimensi ...................................................... 191 
 

 

 

 

 



xv 

 

DAFTAR GAMBAR 

Gambar 1. 1 Tingkat Penetrasi Internet di Indonesia .............................................. 3 

Gambar 1. 2 Aplikasi SI D'nOK .............................................................................. 7 

Gambar 1. 3 Aplikasi SI D'nOK Pada Play Store .....................................................  

Gambar 1. 4 Aplikasi SI D’nOK pada Google Play Store .................................... 15 

Gambar 1. 5 Aplikasi SI D’nOK pada Google Play Store ........................................  

Gambar 1. 6 Model Kesuksesan Sistem Informasi DeLone dan McLean (1992) 35 

Gambar 1. 7 Penyempurnaan Model Kesuksesan Sistem Informasi DeLone dan 

McLean (2003) ...................................................................................................... 36 

Gambar 2. 1 Peta Administratif Kota Semarang ................................................... 59 

Gambar 2. 2 Kantor Dinas Kependudukan dan Pencatatan Sipil Kota Semarang 61 

Gambar 2. 3 Lokasi Kantor Dinas Kependudukan dan Pencatatan Sipil Kota 

Semarang ............................................................................................................... 62 

Gambar 2. 4 Loket Pelayanan Disdukcapil Kota Semarang ................................. 62 

Gambar 2. 5 Bagan Struktur Organisasi Dinas Kependudukan dan Pencatatan 

Sipil Kota Semarang ............................................................................................. 67 

Gambar 2. 6 Logo Aplikasi Sistem Informasi Dokumen Online Kependudukan . 68 

Gambar 2. 7 Penggunaan Aplikasi SI D’nOK ...................................................... 70 

Gambar 2. 8 Formulir Pengajuan Kartu Identitas Anak (KIA) Data Anak ........... 72 

Gambar 2. 9 Formulir Pengajuan Kartu Identitas Anak (KIA) Data Orang Tua .. 72 

Gambar 2. 10 Formulir Pengajuan Kartu Identitas Anak (KIA) Data Dukung .... 73 

Gambar 2. 11 Kirim Pengajuan Kartu Identitas Anak (KIA) ................................ 74 

Gambar 3. 1 Jenis Kelamin Responden Penelitian ............................................... 75 

Gambar 3. 2 Usia Responden Penelitian ............................................................... 76 

 

 

 


