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RINGKASAN  

 

Debora Ayuningtyas Hutomo, 2025. Analisis New Public Service (NPS) 

Pada Pelayanan Pendaftaran Tanah SIstematis Lengkap (PTSL) Di 

Kota Surabaya 

 
Penelitian ini mengkaji bagaimana prinsip-prinsip New Public Service 

(NPS) diterapkan dalam pelaksanaan Program Pendaftaran Tanah Sistematis 

Lengkap (PTSL) oleh Badan Pertanahan Nasional (BPN) Kota Surabaya, yang 

diarahkan untuk mempercepat proses sertifikasi tanah serta memberikan jaminan 

kepastian hukum kepada masyarakat. Dalam praktiknya, pelaksanaan PTSL di 

Kota Surabaya dihadapkan pada sejumlah kendala, antara lain rumitnya prosedur 

administrasi, tantangan dalam proses verifikasi data, serta perbedaan tingkat 

partisipasi dan respons masyarakat. Kondisi tersebut menuntut adanya pendekatan 

pelayanan publik yang lebih menekankan partisipasi warga dan berorientasi pada 

kepentingan publik. Penelitian ini menggunakan metode kualitatif deskriptif 

dengan pendekatan studi kasus intrinsik, dengan fokus pada analisis tujuh prinsip 

NPS melalui teknik wawancara, observasi lapangan, dan studi dokumentasi, yang 

selanjutnya dianalisis menggunakan model interaktif Miles dan Huberman. 

Hasil penelitian menunjukkan bahwa sebagian besar prinsip New Public 

Service (NPS) telah diterapkan dalam pelaksanaan PTSL. Prinsip serve citizens, 

not customers, seek the public interest, dan value citizenship tercermin melalui 

pendampingan petugas, keterlibatan masyarakat dalam pengukuran dan verifikasi 

data, serta forum pertemuan lingkungan. Akuntabilitas dan transparansi 

diupayakan melalui penyampaian informasi, publikasi jadwal, dan layanan digital, 

meskipun masih terkendala oleh kurangnya sosialisasi dan perbedaan literasi 

administrasi masyarakat. Kolaborasi antara BPN, pemerintah daerah, RT/RW, 

dan warga mendukung efektivitas program, namun koordinasi lintas pihak masih 

menghadapi keterbatasan sumber daya dan luasnya wilayah kerja. 

KATA KUNCI : NEW PUBLIC SERVICE, PTSL, PELAYANAN PUBLIK, 

BPN SURABAYA, ADMINISTRASI PERTANAHAN
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SUMMARY  
 

Debora Ayuningtyas Hutomo, 2025. Analysis of New Public Service 

(NPS) in the Complete Systematic Land Registration (PTSL) in Surabaya 

City 

 
This study examines how the principles of New Public Service (NPS) are 

applied in the implementation of the Complete Systematic Land Registration 

Program (PTSL) by the National Land Agency (BPN) of Surabaya City, which 

aims to accelerate the land certification process and provide legal certainty for 

the public. In practice, the implementation of PTSL in Surabaya faces several 

challenges, including complex administrative procedures, difficulties in data 

verification, and varying levels of community participation and response. These 

conditions require a public service approach that places greater emphasis on 

citizen participation and the public interest. This research employs a descriptive 

qualitative method with an intrinsic case study approach, focusing on the analysis 

of the seven NPS principles through interviews, field observations, and document 

analysis, which are subsequently analyzed using the interactive model of Miles 

and Huberman. 

The results show that most New Public Service (NPS) principles have 

been applied in the implementation of the PTSL program. The principles of serve 

citizens, not customers, seek the public interest, and value citizenship are reflected 

through officer assistance, community involvement in data verification, and 

neighborhood meetings. Efforts to ensure accountability and transparency are 

carried out through information dissemination and digital services, although 

challenges remain due to limited socialization, varying administrative literacy, 

resource constraints, and the broad coverage area. 

KEYWORDS : NEW PUBLIC SERVICE, PTSL, PUBLIC SERVICE, BPN 

SURABAYA, LAND ADMINISTRATION
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