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ABSTRAK  

Program Klampid ini adalah sebuah gagasan yang diluncurkan oleh Dinas 

Kependudukan dan Pencatatan Sipil Kota Surabaya yang berdasarkan pada 

Peraturan Walikota Surabaya Nomor 5 Tahun 2013 Tentang Pedoman Pemanfaatan 

Teknologi Informasi dan Komunikasi dalam Penyelenggaraan Pemerintah Daerah. 

Tujuan adannya Program Klampid untuk mempermudah pengurusan yang dulunya 

pelayanan dilakukan secara manual serta datang langsung ke Dinas Kependudukan 

dan Pencatatan Sipil mampu dilaksanakan melalui kegiatan daring warga tidak 

harus meluangkan waktunya untuk datang ke Dinas Kependudukan dan Pencatatan 

Sipil dan Kantor Kecamatan atau Kelurahan terdekat dengan tujuan mengantri di 

loket pelayanan. Adapun tujuan dari peneliti untuk mengetahui bagaimana Program 

Klampid mampu mewujudkan pelayanan prima di masa pandemi covid-19. Dalam 

pembuatan skripsi menggunakan metode deskriptif kualitatif untuk 

mendeskripsikan fenomena yang ada pada saat penelitian.  

Berdasarkan hasil penelitian yang telah dilakukan diketahui bahwa 

kemampuan petugas terbukti diberikan dengan sangat baik karena mampu 

melaksanakan standar pelayanan klampid bagi masyarakat di masa pandemi, sikap 

petugas yang cukup tanggap diperlihatkan dengan tindakan yang cukup responsive 

apabila ada masyarakat yang mengalami kesusahan maupun memiliki  masalah 

dalam proses pengurusan klampid, penampilan petugas masyarakat tidak mengerti 

tentang petugas baik dalam berpakaian maupun berinteraksi dikarenakan program 

klampid ini dilakukan secara online, perhatian petugas cukup membuat masyarakat 

puas karena segala macam keluhan dan juga permasalahan yang ada bisa diadukan 

di situs pengaduan yang tersedia, tindakan petugas terkait sosialisasi klampid 

petugas tidak hanya melakukan sosialisasi di media massa saja akan tetapi petugas 

melakukan sosialisasi melalui di media social yang dapat diakses masyarakat 

melalui ponsel mereka, pertanggung jawaban petugas terkait salah satu masa 

pengerjaan dokumen Klampid dikerjakan tidak sampai 7 hari saat permohonan 

dokumen diajukan.  

Penulis memberikan rekomendasi terkait kemampuan pemerintah 

memberikan pelatihan khusus kepada petugas layanan yang berkaitan dengan IT, 

sikap petugas diharapkan untuk lebih baik dalam menyikapi kebutuhan masyarakat 

pengguna layanan, penampilan petugas diharapkan tetap menggunakan seragam 

sesuai dengan aturan meskipun tidak melayani secara langsung, perhatian petugas 

diharapkan lebih peduli terhadap kebutuhan masyarakat agar menimbulkan rasa 

aman dan nyaman, tindakan diharapkan petugas lebih responsive dalam melakukan 

tugas maupun menindak keluhan pengguna layanan, pertanggung jawaban 

diharapkan petugas selalu siap memberikan pelayanan dan mampu menerima 

segala kritik dan saran dari segala masyarakat 

.  

Kata kunci : Inovasi, Program Klampid, Pelayanan Prima   
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                                                    ABSTRACT 

 

 The Klampid program is an idea launched by the Department of 

Population and Civil Registration of the City of Surabaya based on the Surabaya 

Mayor Regulation Number 5 of 2013 concerning Guidelines for the Utilization of 

Information and Communication Technology in Local Government Administration. 

The purpose of the Klampid Program is to make it easier to administer, which used 

to be manual services and come directly to the Population and Civil Registration 

Office, which can be carried out through online activities, residents don't have to 

take the time to come to the Population and Civil Registration Office and the 

nearest Subdistrict or Village Office with the aim of queuing at service counter. 

The aim of the researcher is to find out how the Klampid Program is able to realize 

excellent service during the covid-19 pandemic. In making the thesis using a 

qualitative descriptive method to describe the phenomena that existed at the time of 

the research. 

 

 Based on the results of research that has been carried out, it is known 

that the ability of officers is proven to be very good because they are able to carry 

out CLAMPID service standards for the community during a pandemic, the attitude 

of officers who are quite responsive is shown by actions that are quite responsive if 

there are people who experience difficulties or have problems in the management 

process. klampid, the appearance of community officers does not understand about 

officers both in dressing and interacting because the klampid program is carried 

out online, the attention of officers is enough to make the public satisfied because 

all kinds of complaints and also existing problems can be reported on the available 

complaint sites, officers' actions related to klampid socialization officers do not 

only socialize in mass media, but officers do socialization through social media 

that can be accessed by the public through their cellphones, the responsibility of 

officers regarding one period of work n Klampid document is done less than 7 days 

when the document application is submitted. 

 

 The author provides recommendations regarding the government's ability 

to provide special training to service officers related to IT, the attitude of officers is 

expected to be better in responding to the needs of the service user community, the 

appearance of officers is expected to continue to wear uniforms in accordance with 

the rules even though they do not serve directly, the attention of officers is expected 

to be more concerned To the needs of the community to create a sense of security 

and comfort, officers are expected to be more responsive in carrying out their 

duties and taking action on complaints from service users, responsible officers are 

expected to always be ready to provide services and be able to accept all criticism 

and suggestions from the community. 

 

Keywords: Innovation, Klampid Program, Excellent Service 
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