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ABSTRAK

EFEKTIVITAS PELAYANAN ADMINISTRASI KEPENDUDUKAN DI BALAI

RW KELURAHAN PAGESANGAN KECAMATAN JAMBANGAN KOTA

SURABAYA

APRILIA RETNOWATI
NPM. 20041010241

Pelayanan administrasi kependudukan merupakan kebutuhan dasar masyarakat yang
harus dipenuhi oleh pemerintah. Kota Surabaya melakukan inovasi dengan mendekatkan
layanan administrasi kependudukan hingga tingkat Balai RW melalui sistem digital
Klampid New Generation (KNG). Tujuan penelitian ini adalah untuk mendeskripsikan
dan menganalisis efektivitas pelayanan tersebut berdasarkan teori orientasi kerja Siagian
(2019), yang mencakup aspek sumber daya, dana, sarana dan prasarana, jumlah dan mutu,
batas waktu, serta tata cara. Metode penelitian menggunakan pendekatan kualitatif
deskriptif, dengan teknik pengumpulan data melalui observasi, wawancara mendalam,
dan dokumentasi, serta analisis data menggunakan model Miles, Huberman, dan Saldana
(2014) yang meliputi pengumpulan data, kondensasi data, penyajian data, dan penarikan
kesimpulan. Hasil penelitian menunjukkan bahwa pelayanan administrasi kependudukan
di Balai RW telah berjalan efektif dengan dukungan sumber daya manusia yang memadai
melalui distribusi petugas, alokasi dana gratis sesuai regulasi, serta sarana dan prasarana
yang umumnya lengkap, meskipun terdapat kekurangan seperti printer di beberapa RW.
Jumlah dan mutu pelayanan juga baik dengan output yang sesuai standar, batas waktu
yang cepat (1-24 jam), dan tata cara yang sederhana melalui sistem digital Klampid New
Generation (KNG). Pembahasan mengintegrasikan temuan dengan kajian pustaka,
menunjukkan konsistensi dengan penelitian sebelumnya, namun mengungkap kebutuhan
perbaikan untuk optimalisasi. Kesimpulan penelitian menyatakan bahwa pelayanan
administrasi kependudukan di Balai RW Kelurahan Pagesangan efektif secara
keseluruhan, namun memerlukan peningkatan kompetensi petugas, penyempurnaan
fasilitas, dan perluasan akses layanan untuk mendukung misi pemerintah Surabaya dalam
percepatan dan pendekatan pelayanan publik.

Kata kunci: Efektivitas; Pelayanan Administrasi Kependudukan; Balai RW; Surabaya



ABSTRACT
EFFECTIVENESS OF POPULATION ADMINISTRATION SERVICES AT THE
RW OFFICE OF PAGESANGAN VILLAGE, JAMBANGAN DISTRICT,

SURABAYACITY

APRILIA RETNOWATI
NPM. 20041010241

Population administration services are a basic need of the community that must be
fulfilled by the government. The city of Surabaya has innovated by bringing population
administration services closer to the community through the Klampid New Generation
(KNG) digital system. The purpose of this study is to describe and analyze the
effectiveness of these services based on Siagian's (2019) work orientation theory, which
covers aspects of resources, funds, facilities and infrastructure, quantity and quality, time
limits, and procedures. The research method used a descriptive qualitative approach,
with data collection techniques through observation, in-depth interviews, and
documentation, as well as data analysis using the Miles, Huberman, and Saldana (2014)
model, which includes data collection, data condensation, data presentation, and
conclusion drawing. The results of the study show that population administration services
at the RW Office have been running effectively with adequate human resources support
through the distribution of officers, free fund allocation in accordance with regulations,
and generally complete facilities and infrastructure, despite some shortcomings such as
printers in several RWs. The quantity and quality of services are also good, with outputs
that meet standards, fast turnaround times (1-24 hours), and simple procedures through
the Klampid New Generation (KNG) digital system. The discussion integrates the findings
with a literature review, showing consistency with previous studies, but revealing the
need for improvements for optimization. The research conclusion states that the
population administration services at the Pagesangan Village RW Office are effective
overall, but require improvements in staff competence, facility enhancements, and
expanded service access to support the Surabaya government's mission of accelerating
and improving public service delivery.

Keywords: Effectiveness, Population Administration Services, RW Hall, Surabaya
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