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ABSTRAK 

 

 

Permasalahan pengurusan e-KTP di surabaya banyak 

mengalami pro  dan kontra mengenai pelayanan yang diselenggarakan. 

Dikarenakan pelayanan yang diberikan masih terbilang belum baik 

mengenai prosedur untuk pengurusan e-KTP.Dimulai dari perekaman 

dalam pengolahan data dan alatnya yang terkadang mengalami 

gangguan teknis,keterbatasan percetakan e–KTP, serta kapasitas 

blanko yang diperlukan. hal ini menyebabkan lambatnya jalan kinerja 

pembuatan e-KTP sehingga menyebabkan terjadinya antrian panjang 

untuk kepengurusannya. 

Tipe penelitian ini menggunakan jenis penelitian kualitatif 

dengan metodependekatan deskriptif, kemudian dihasilkan berupa data 

deskriptif yakni kata-katatertulis atau lisan dari orang - orang dan 

periaku yang diamati. Selanjutnya diambil menjadi suatu kesimpulan 

makna atas isu tersebut. 

Hasil penelitian menunjukkan bahwa kualitas pelayanan yang 

diberlakukanselama era pandemi telah memberikan hasil kinerja cukup 

optimal namun sebaiknyajuga tetap diberlakukan pelayanan berbasis 

offline di kecamatan maupun kelurahanterdekat. Dikarenakan untuk 

mengatasi masyarakat usia lanjut yang belum paham mengenai 

pelayanan online berbasis teknologi.
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ABSTRACT 

 

 

The problem of e-KTP management in Surabaya has many pros 

and cons regarding the services held. Because the services provided 

are still not good about the procedure for the management of e-

KTP.Starting from recording in data processing and tools that 

sometimes experience technical glitches, limitations ofprinting e-KTP, 

as well as the capacity of blanks that are needs. This causes the slow 

running of e-KTP making performance causing along queue for its 

management. 

Thisty pe of research uses qualitative research type with 

descriptive approach method, then produced in the form of descriptive 

data i.e. written or spoken words from people and observed behavior. 

Furthermore, it is taken into aconclusion the meaning of the issue. 

The result showed that the quality of services imposed during 

the pandemic era has provided optimal performance results but should 

also still been forced offline-based services in the nearest sub-disticts 

and villages. Because to overcome the elderly people who do not 

understand about technology-based online services. 
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