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ABSTRACT 

This research is a descriptive qualitative research that aims to analyze the 

professionalism of the service of the state civil apparatus in providing services for 

issuing building permits in the city of Surabaya with the locus at UPTSA Surabaya by 

focusing on the analysis of the professionalism of the service of the state civil apparatus 

in serving the issuance of building permits in the city of Surabaya. with reference to 

Siagian's theory of professionalism where professionalism is reflected in the behavior 

of bureaucrats from the aspect of ability, quality, facilities and infrastructure, number 

of human resources, information technology, reliability. The data inventory from this 

research was obtained through interview, sampling, documentation and observation 

data collection techniques. The results of the study show that (1). The capabilities 

possessed by the State Civil Apparatus (ASN) at UPTSA Surabaya are quite competent, 

because in the process of evaluating and accepting employees they have predetermined 

criteria and are in accordance with the needs required by the agency through tests. 

acceptance of employees and before going directly to the employees are required to 

carry out a training period so that later they can provide excellent service to the 

community. (2). The quality of service, in terms of service products at UPTSA 

Surabaya, especially the Surabaya Single Windows (SSW) program is quite good, the 

Surabaya single window program is always updated in accordance with the 

instructions from the central government policy so that the quality of the service is 

always up to date. date. (3). Facilities and Infrastructure, by analyzing the existing 

facilities and infrastructure at UPTSA Surabaya are adequate to support services. 

Regular repairs and renovations are scheduled and implemented to support a 

succession of excellent services. (4). The number of Human Resources in supporting the 

service of granting building permits (IMB) through the Surabaya Single Windows 

(SSW) is sufficient, but there is a need for additional staff at several service posts 

related to the online licensing process. (5). Information Technology, Utilization of 

information technology has been very optimal, as evidenced by the innovation of 

online-based licensing services through the Surabaya Single Window. (6). Reliability, 

consistency of the attitude and performance of bureaucrats at UPTSA Surabaya City in 

providing excellent public services is reflected in the high level of accountability of 

implementing officials to service programs at UPTSA Surabaya City, also reflected in 

their seriousness in carrying out their duties. In the succession of licensing services at 

UPTSA Surabaya City, a very influential factor is the ability of the apparatus and the 

maintenance of the quality of services provided, for factors that are felt to be an 

obstacle to the succession are the uneven distribution of staff in each service post in 

UPTSA Surabaya City, this is likely This is because the number of human resources is 

still lacking in the staffing structure of UPTSA Surabaya. 

 

Keywords: Public Service, Professionalism, Building Permit 

 

  



viii 
 

ABSTRAK 

Penelitian ini merupakan penelitian kualitatif deskriptif yang bertujuan untuk 

menganalisa profesionalisme pelayanan aparatur sipil negara dalam melakukan 

pelayanan penerbitan izin mendirikan bangunan di Kota Surabaya yang berlokus di 

UPTSA Kota Surabaya dengan berfokus pada analisa profesionalisme pelayanan 

aparatur sipil negara dalam melakukan pelayan penerbitan Izin Mendirikan Bangunan 

di Kota Surabaya dengan mengacu pada teori profesionalisme Siagian dimana 

profesionalisme tergambar dari perilaku birokrat dari aspek kemampuan, kualitas, 

sarana dan prasarana, jumlah sumber daya manusia, teknologi Informasi, keandalan. 

Inventorisasi data dari penelitian ini diperoleh melalui teknik pengumpulan data 

wawancara, sampling, dokumentasi dan observasi. Adapun hasil penelitian menunjukan 

bahwa (1).Kemampuan yang dimiliki oleh Aparatur Sipil Negara (ASN) di UPTSA 

Surabaya di rasa cukup kompeten, karena dalam proses penilaian dan penerimaan 

pegawai mempunyai kriteria yang telah ditetapkan dan sesuai dengan kebutuhan yang 

dibutuhkan oleh instansi tersebut melalui tes penerimaan pegawai dan sebelum terjun 

langsung para pegawai tersebut di wajibkan untuk menjalankan masa training agar 

nantinya dapat memberikan pelayanan yang prima kepada masyarakat. (2).Kualitas 

pelayanan, dari segi produk layanan di UPTSA Surabaya khususnya program Surabaya 

Single Windows (SSW) sudah cukup baik, program Surabaya single window tersebut 

selalu dilakukan pembaharuan-pembaharuan sesuai dengan intruksi dari kebijakan 

pemerintah pusat sehingga kualitas layanan tersebut selalu up to date. (3).Sarana dan 

Prasarana, dengan menganalisa sarana dan prasarana yang ada di UPTSA Surabaya 

cukup memadai untuk menunjang pelayanan. Perbaikan dan peremajaan rutin 

dijadwalkan dan dilaksanakan guna mendukung suksesi pelayanan yang prima. 

(4).Jumlah Sumber Daya Manusia dalam menunjang pelayanan pemberian izin 

mendirikan bangunan (IMB) melalui Surabaya Single Windows (SSW) sudah cukup, 

namun perlu adanya penambahan staf di beberpa pos pelayanan yang berkenaan dengan 

proses perizinan online. (5).Teknologi Informasi, Pemanfaatan teknologi informasi 

sudah sangat optimal, terbukti dengan inovasi pelayanan perizinan berbasis online 

melalui Surabaya Single Window. (6).Keandalan, konsistensi dari sikap dan kinerja 

birokrat di UPTSA Kota Surabaya dalam memberikan pelayanan public yang prima 

tercermin dari tingginya tingkat pertanggungjawaban aparat pelaksana terhadap 

program pelayanan yang ada di UPTSA Kota Surabaya, tercermin pula dari 

kesungguhan mereka dalam melaksanakan tugasnya. Dalam suksesi pelayanan 

perizinan di UPTSA Kota Surabaya, faktor yang sangat berpengaruh adalah 

kemampuan aparatur dan terjaganya kualitas pelayanan yang diberikan, untuk faktor 

yang dirasa menjadi penghambat suksesi tersebut adalah kurang meratanya distribusi 

staf di setiap pos pelayanan yang ada di UPTSA Kota Surabaya, hal tersebut 

kemungkinan besar karena jumlah sumber daya manusia yang masih kurang dalam 

struktural kepegawaian UPTSA Surabaya. 
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