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INTISARI

Transformasi digital dalam pelayanan publik menuntut pemerintah daerah
menghadirkan layanan administrasi kependudukan yang tidak hanya berbasis teknologi,
tetapi juga responsif terhadap kebutuhan masyarakat. Responsivitas mencerminkan
kemampuan aparatur dalam memberikan perhatian, ketelitian, dan kecepatan dalam
menindaklanjuti permohonan masyarakat yang didukung sistem digital yang memadai.
Penelitian ini menganalisis responsivitas pelayanan administrasi kependudukan berbasis
e-government melalui website Dolan Teluk Penyu di Dinas Kependudukan dan
Pencatatan Sipil Kabupaten Cilacap dengan pendekatan deskriptif kualitatif yang
difokuskan pada tiga aspek responsivitas. Hasil penelitian menunjukkan bahwa aspek
ketersediaan dan kesiapan aparatur telah terpenuhi melalui kemudahan akses layanan,
pendampingan daring, serta dukungan sistem yang memungkinkan masyarakat
memperoleh bantuan saat dibutuhkan. Aspek perhatian dan ketelitian juga telah terpenuhi
melalui alur pelayanan yang sistematis, mekanisme verifikasi berjenjang, serta fitur
pelacakan status permohonan yang mendukung transparansi dan meminimalkan
kesalahan.

Namun, aspek kecepatan pelayanan belum sepenuhnya optimal karena masih
dipengaruhi oleh stabilitas sistem, kualitas jaringan internet, serta perbedaan pemahaman
masyarakat terhadap tahapan layanan digital. Dengan demikian, responsivitas pelayanan
tidak hanya bergantung pada kesiapan aparatur, tetapi juga pada kualitas platform digital
dan partisipasi aktif masyarakat sebagai pengguna layanan. Oleh karena itu, diperlukan
penguatan sistem, optimalisasi fitur, dan peningkatan sosialisasi agar seluruh aspek

responsivitas dapat terpenuhi secara lebih konsisten.

Kata kunci: Responsivitas, E-Government, Administrasi Kependudukan, Dolan Teluk

Penyu

xvi



ABSTRACT

Digital transformation in public services requires local governments to
provide population administration services that are not only technology-based but also
responsive to public needs. Responsiveness reflects the ability of officials to provide
attention, accuracy, and speed in following up on public requests, supported by an
adequate digital system. This study analyzes the responsiveness of e-government-based
population administration services through the Dolan Teluk Penyu website at the
Population and Civil Registration Office of Cilacap Regency using a qualitative
descriptive approach focused on three aspects of responsiveness. The results indicate that
the ayailability and readiness of officials have been met through easy service access,
online assistance, and system support that enables the public to obtain assistance when
needed. Attention and accuracy have also been met through a systematic service flow, a
tiered verification mechanism, and a request status tracking feature that promotes
transparency and minimizes errors.

However, the speed of service is not yet fully optimal due to continued impacts
from system stability, internet network quality, and differences in public understanding of
the stages of digital services. Therefore, service responsiveness depends not only on the
readiness of officials but also on the quality of the digital platform and the active
participation of the public as service users. Therefore, it is necessary to strengthen the
system, optimize features, and increase socialization so that all aspects of responsiveness

can be met more consistently.

Keyword: Responsiveness, E-Government, Population Administration, Dolan Teluk

Penyu
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