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ABSTRAK 

 

Menurut Undang-Undang Nomor 2 Tahun 2002 Pasal 13, tugas pokok POLRI 

adalah menyediakan perlindungan, memberikan pengayoman, dan 

menyelenggarakan berbagai layanan kepada masyarakat, termasuk di dalamnya 

pelayanan pembuatan Surat Keterangan Catatan Kepolisian (SKCK). Meskipun 

demikian, proses pengurusan SKCK seringkali dianggap rumit dan memakan waktu 

yang lama. Untuk mengatasi permasalahan tersebut, Kepolisian Republik Indonesia 

memperkenalkan inovasi layanan SKCK online melalui aplikasi PRESISI yang 

diterapkan di seluruh instansi Kepolisian, termasuk Polres Jombang untuk 

memberikan kemudahan bagi masyarakat dalam mengurus SKCK dan sekaligus 

memangkas sedikit birokrasi di Indonesia. Inovasi ini diharapkan dapat 

mewujudkan pelayanan prima yang lebih efisien dan responsif terhadap kebutuhan 

masyarakat. Tujuan penelitian ini untuk mengetahui dan menganalisis inovasi 

layanan SKCK berbasis online di Polres Jombang. Jenis penelitian ini adalah 

penelitian kualitatif dengan pendekatan deskriptif untuk memberikan gambaran 

luas mengenai objek yang diteliti, khususnya inovasi dalam layanan SKCK berbasis 

online di Polres Jombang. Teori yang digunakan dalam penelitian ini adalah teori 

inovasi layanan publik digital, yakni tujuh inovasi layanan publik digital menurut 

Bertot et al., 2016, sebagai berikut Transparent Digital Public Services, 

Participatory Digital Public Services, Anticipatory Digital Public Services, 

Personalized Digital Public Services, Co-Created Digital Public Services, Context-

Aware Digital Public Services Dan Context-Smart Digital Public Services dengan 

teknik pengumpulan data yaitu wawancara, observasi dan dokumentasi. Pada 

penelitian kualitatif, keabsahan data meliputi credibility, transferability, 

dependability, dan confirmability. Hasil penelitian menunjukkan bahwa Inovasi 

layanan pembuatan SKCK online secara keseluruhan dapat dikatakan berhasil 

karena mempermudah masyarakat dalam proses permohonan SKCK. Namun, 

dalam proses pengisian data pada Presisi masih terdapat kekurangan dalam analisis 

prediktif terkait kebutuhan warga terhadap permohonan SKCK pada aplikasi, serta 

kurangnya sosialisasi dari POLRI juga turut menjadi penyebab kurang pahamnya 

warga mengenai pelayanan SKCK online ini. 

Kata Kunci: Pelayanan Publik, Inovasi, Surat Keterangan Catatan Kepolisian  
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ABSTRACT 

 

According to Law No. 2 of 2002 Article 13, the main tasks of POLRI are to provide 

protection, provide protection, and organize various services to the community, 

including the service of making a Police Record Certificate (SKCK). However, the 

SKCK process is often considered complicated and time-consuming. To overcome 

these problems, the Indonesian National Police introduced an online SKCK service 

innovation through the PRESISI application which is implemented in all Police 

agencies, including Polres Jombang to make it easier for the public to take care of 

SKCK and at the same time cut a little bureaucracy in Indonesia. This innovation 

is expected to realize excellent service that is more efficient and responsive to 

community needs. The purpose of this research is to find out and analyze the 

innovation of online-based SKCK services at Polres Jombang. This type of research 

is qualitative research with a descriptive approach to provide a broad description 

of the object under study, especially innovations in online-based SKCK services at 

Polres Jombang. The theory used in this research is the theory of digital public 

service innovation, namely seven digital public service innovations according to 

Bertot et al., 2016, as follows Transparent Digital Public Services, Participatory 

Digital Public Services, Anticipatory Digital Public Services, Personalized Digital 

Public Services, Co-Created Digital Public Services, Context-Aware Digital Public 

Services and Context-Smart Digital Public Services with data collection techniques 

namely interviews, observation and documentation. In qualitative research, data 

validity includes credibility, transferability, dependability, and confirmability. The 

results showed that the innovation of online SKCK making services as a whole can 

be said to be successful because it facilitates the community in the SKCK 

application process. However, in the process of filling in data on Presisi there are 

still shortcomings in predictive analysis related to the needs of citizens for SKCK 

applications in the application, and the lack of socialization from POLRI also 

contributes to the lack of understanding of citizens regarding this online SKCK 

service. 

Keywords: Public Service, Innovation, Police Record Certificate  

 


