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ABSTRAK

Nama Mahasiswa/NPM : Nur Dinanita/21082010025
Judul Skripsi :  Evaluasi Kualitas Website POSKetanmu
Dispendukcapil Kabupaten Mojokerto Menggunakan
E-Govqual dan Importance Performance Analysis
(IPA)
Dosen Pembimbing : 1. Anita Wulansari, S.Kom., M.Kom.
2. Rafika Rahmawati, S.Kom., M.Kom., MBA
Perkembangan teknologi informasi menuntut pemerintah menghadirkan layanan
publik digital yang efektif, transparan, dan mudah diakses. Salah satu inovasi tersebut
adalah Website POSKetanmu milik Dispendukcapil Kab. Mojokerto yang dirancang
untuk mempermudah proses administrasi kependudukan secara daring. Meski
demikian, masih terdapat hambatan seperti prosedur layanan yang kurang dipahami,
verifikasi akun yang memerlukan waktu lama, serta kendala teknis saat mengunggah
dokumen. Untuk itu, kualitas layanan Website perlu dievaluasi menggunakan model
E-GovQual dengan enam dimensi utama, yakni Ease of Use, Reliability, Trust,
Functionality of Interaction Environment, Content and Appearance of Information,
dan Citizen Support. Analisis dilakukan dengan metode Importance Performance
Analysis (IPA). Setelah dilakukan penyaringan, diperoleh 391 responden yang
mengisi instrumen berbasis skala Likert lima poin untuk menilai kepentingan dan
kinerja. Hasil penelitian menunjukkan tingkat kesesuaian rata-rata 96% dengan gap
keseluruhan -0,17. Beberapa indikator prioritas pada Kuadran I, seperti RB1, RB2,
RB3, RB4, EUI1, dan FI2, menegaskan bahwa aspek keandalan serta kemudahan
navigasi menjadi faktor krusial yang harus ditingkatkan. Temuan ini menghasilkan
rekomendasi strategis berupa pengembangan fitur interaktif, peningkatan stabilitas
sistem, dan optimasi tampilan antarmuka, sehingga Website POSKetanmu mampu
memberikan pengalaman layanan digital yang lebih baik, responsif, dan sesuai
harapan masyarakat.
Kata Kkunci: E-Govermment, E-GovQual, Importance Performance Analysis,

POSKetanmu, Kualitas Layanan Digital.
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ABSTRACT

Student Name/NPM : Nur Dinanita/21082010025

Thesis Title . Evaluation of the Quality of the POSKetanmu
Website of the Mojokerto Regency Population and
Civil Registration Office Using E-GovQual and
Importance Performance Analysis (IPA)

Advisor : 1. Anita Wulansari, S.Kom., M.Kom.
2. Rafika Rahmawati, S.Kom., M.Kom., MBA

The development of information technology demands that governments provide digital
public services that are effective, transparent, and easily accessible. One such
innovation is the POSKetanmu Website of the Department of Population and Civil
Registration (Dispendukcapil) of Mojokerto Regency, which is designed to simplify
population administration processes online. However, several challenges remain,
including service procedures that are not well understood, lengthy account verification
processes, and technical difficulties when uploading documents. Therefore, it is
necessary to evaluate the service quality of the Website using the E-GovQual model
with six main dimensions: Ease of Use, Reliability, Trust, Functionality of the
Interaction Environment, Content and Appearance of Information, and Citizen
Support. The analysis was conducted using the Importance Performance Analysis
(IPA) method. After the screening process, 391 respondents were obtained, who
completed a five-point Likert scale instrument to assess importance and performance.
The results indicate an average conformity level of 96% with an overall gap of -0.17.
Several priority indicators in Quadrant I, such as RB1, RB2, RB3, RB4, EUI, and FI2,
highlight that reliability and ease of navigation are critical aspects that must be
improved. These findings lead to strategic recommendations, including the
development of interactive features, enhancement of system stability, and optimization
of the user interface design, enabling the POSKetanmu Website to deliver a better,
more responsive digital service experience that meets public expectations.

Keywords: e-Government, E-GovQual, Importance Performance Analysis,

POSKetanmu, digital service quality.
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