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ABSTRAK

Munculnya perkembangan teknologi digital pada sektor pemerintahan memunculkan
trasformasi pelayanan public pada pemerintah melalui elektronik atau e-government.
Dinas Penanaman Modal dan Pelayanan Terpadu Satu Pintu dalam penerapan e-
government melalui website SIPANJIMAS sebagai pelayanan perizinan online. Namun,
didalam keberjalanan website tersebut masih terdapat kendala. Tujuan penelitian ini
adalah menganalisis sejauh mana tahapan e-government yang telah dilakukan oleh
DPMPTSP serta menganalisis sejauh mana kualitas pelayanan public yang diberikan
oleh DPMPTSP dalam penerapan e-government. Metode yang digunakan adalah
pendekatan kualitatif deskriptif dengan memperdalam tahapan e-government serta
kualitas pelayanan publik digital yang diberikan olen DPMPTSP. Teknik pengumpulan
data dilakukan melalui sumber data primer dan sumber data sekunder yang diolah
kemudian dinarasikan sesuai dengan penilaian peneliti. Hasil dari penelitian
menunjukan bahwa penerapan e-government yang dilakukan oleh DPMPTSP sudah
melalui beberapa tahapan yaitu tahap publish, tahap interaksi dan tahap transaksi. Tahap
pertama yaitu publish dengan membuat website SIPANJIMAS memberikan informasi
terkait pelayanan perizinan yaitu adanya manual book dan vidio tutorial, jumlah
pengunjung, menu pelayanan, jenis perizinan, jumlah pendaftar serta berbagai website
dan kontak DPMPTSP. Tahap kedua yaitu interaksi, DPMPTSP membuat adanya
website SIPANJIMAS dengan menyediakan pengaduan serta nomer handphone dan
email sebagai penguhubung antara masyarakat dan pemerintah. Tahap ketiga yaitu
transaksi, pada website SIPANJIMAS tidak adanya transaksi dilakukan di karenkan
karena dari 31 perizinan yang melakukan pembyaran hanya 3 perijinan sehingga belum
bisa dijadikan sebagai tahap transaksi. Selain itu, pelayanan public yang diberikan
memiliki kualitas yang baik. Hal ini dilihat dari indikator kualitas pelayanan public
digital yaitu efisiensi yang dilihat dari menu SIPANJIMAS tertata rapi dan
memudahkan masyarakat mendapatkan informasi, reliabilitas yang dilihat dari
kecepatan dan kelayakan website SIPANJIMAS didalam menyelesaikan proses
perizinan, kepercayaan yang dilihat dari cara dinas mengamankan data-data masyarakat
pengguna website SIPANJIMAS serta dukungan masyarakat yang dilihat dari pegawai
yang membantu masyarakat didalam menyelesaikan proses perizinan secara online
maupun offline.

Kata Kunci : e-government; kualitas; pelayanan publik
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ABSTRACT

The emergence of digital technology developments in the government sector has given
rise to the transformation of public services in government through electronics or e-
government. Department of Investment and One Stop Integrated Services in
implementing e-government through the SIPANJIMAS website as an online licensing
service. However, there are still obstacles in the operation of the website. The aim of
this research is to analyze the extent of the e-government stages that have been carried
out by DPMPTSP and to analyze the extent of the quality of public services provided by
DPMPTSP in implementing e-government. The method used is a descriptive qualitative
approach by deepening the stages of e-government and the quality of digital public
services provided by DPMPTSP. Data collection techniques are carried out through
primary data sources and secondary data sources which are processed and then
narrated according to the researcher's assessment. The results of the research show that
the implementation of e-government carried out by DPMPTSP has gone through several
stages, namely the publish stage, interaction stage and transaction stage. The first stage
is publishing by creating a SIPANJIMAS website providing information regarding
licensing services, namely the existence of manual books and video tutorials, number of
visitors, service menus, types of permits, number of registrants as well as various
DPMPTSP websites and contacts. The second stage, namely interaction, DPMPTSP
created a SIPANJIMAS website by providing complaints as well as cellphone numbers
and emails as a link between the community and the government.The third stage is
transactions, on the SIPANJIMAS website there are no transactions carried out because
of the 31 permits that make payments only 3 permits so they cannot be used as a
transaction stage. Apart from that, the public services provided are of good quality.
Good. This can be seen from indicators of the quality of digital public services, namely
efficiency as seen from the fact that SIPANJIMAS is neatly organized and makes it easier
for the public to get information, reliability as seen from the speed and suitability of the
SIPANJIMAS website in completing the licensing process, trust as seen from the way
the department secures the data of public users. SIPANJIMAS website as well as
community support seen from employees who assist the community in completing the
licensing process online and offline.

Keyword: e-government;quality;public services
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