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ABSTRAK

Optimalisasi Pelayanan Program “SIM Cak Bhabin” Di Satpas Colombo

Surabaya

SHINTA AURELLIA MAHARANI
21041010257

Pada tahun 2022, Polrestabes Surabaya mengembangkan kembali inovasi layanan
keliling melalui program “SIM Cak Bhabin” dengan memaksimalkan peran
Bhabinkamtibmas untuk mempermudah masyarakat mengurus SIM baru. Program
ini memiliki 24 titik uji praktik di seluruh kecamatan Surabaya, termasuk
penambahan lokasi baru di titik uji praktik Pantai Ria Kenjeran pada awal tahun
2024. Hasil dari adanya program ini menunjukkan nilai fluktuatif pada jumlah
produksi SIM C tahun 2022 hingga 2024, meskipun demikian didapati adanya
kendala dalam program ini yaitu keterbatasan informasi layanan, gangguan aplikasi
E-Auvis, dan ketersediaan sarana prasarana yang belum memadai untuk kenyamanan
masyarakat. Penelitian ini bertujuan untuk mengetahui serta mendeskripsikan
optimalisasi pelayanan program “SIM Cak Bhabin” di Satpas Colombo Surabaya
dengan cakupan penelitian pada titik uji praktik Pantai Ria Kenjeran. Metode
penelitian yang digunakan adalah penelitian deskriptif kualitatif dengan pendekatan
studi kasus. Informan dipilih melalui teknik purposive sampling meliputi Kepala
Urusan Administrasi Surat 1zin Mengemudi Satpas Colombo Surabaya, staff SIM
Satpas Colombo Surabaya, Bhabinkamtibmas titik uji praktik Pantai Ria Kenjeran,
Petugas Satpas Colombo titik uji praktik Pantai Ria Kenjeran, dan Masyarakat
pemohon SIM. Teknik pengumpulan data dilakukan melalui observasi, wawancara,
dokumentasi, dan audio-visual. Hasil penelitian menunjukkan bahwa ketiga
dimensi kualitas pelayanan pada program ini terlaksana dengan baik, dalam kualitas
interaksi para petugas menunjukkan konsistensi mereka melalui sikap, perilaku, dan
keahlian yang kompeten, begitu juga dengan kualitas hasil yang menunjukkan
pemberian pelayanan sesuai dengan yang dijanjikan dan mewujudkan tujuan
program, sedangkan pada kualitas lingkungan fisik menjadi dimensi yang krusial
dan perlu dibenahi terkait ketersediaannya namun upaya penyebaran informasi
dinilai unggul. Upaya optimalisasi pelayanan melalui peran aktif Bhabinkamtibmas
pada titik uji praktik Pantai Ria Kenjeran memberikan hasil yang efektif dalam
mendukung keberhasilan program sebagaimana tercermin pada hasil Indeks
Kepuasan Masyarakat (IKM).

Kata Kunci: Bhabinkamtibmas; Optimalisasi; Pelayanan; SIM “Cak Bhabin”
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ABSTRACT

Optimizing the ""SIM Cak Bhabin' Program Services at the Colombo Satpas

Surabaya

SHINTA AURELLIA MAHARANI
21041010257

In 2022, the Surabaya Metropolitan Police (Polrestabes Surabaya) redeveloped its
mobile service innovation through the “SIM Cak Bhabin” program by optimizing
the role of Bhabinkamtibmas (Community Police Officers) to facilitate the public
in obtaining new driver’s licenses. This program operates 24 practical test points
across all districts in Surabaya, including the addition of a new location at the Pantai
Ria Kenjeran test site in early 2024. The program results show fluctuating figures
in the production of Class C driver’s licenses from 2022 to 2024. However, several
challenges were identified, such as limited access to service information, technical
disruptions in the E-Avis application, and inadequate supporting facilities affecting
public comfort. This study aims to identify and describe the optimization of the
“SIM Cak Bhabin” service program at Satpas Colombo Surabaya, focusing on the
Pantai Ria Kenjeran practical test site. The research employs a qualitative
descriptive method using a case study approach. Informants were selected through
purposive sampling, including the Head of the Driver’s License Administration
Division at Satpas Colombo Surabaya, Satpas Colombo staff, Bhabinkamtibmas
officers at the Pantai Ria Kenjeran test site, on-site Satpas Colombo officers, and
driver’s license applicants. Data were collected through observation, interviews,
documentation, and audio-visual materials. The findings indicate that the three
dimensions of service quality in this program were well-implemented. In terms of
interaction quality, officers demonstrated consistent attitudes, behaviors, and
competencies. The outcome quality showed that services were delivered as
promised, successfully achieving the program’s objectives. Meanwhile, the
physical environment quality remains a crucial aspect that requires improvement in
terms of facility availability, although information dissemination efforts were found
to be excellent. The optimization of service delivery through the active role of
Bhabinkamtibmas at the Pantai Ria Kenjeran test site proved effective in supporting

the program’s success, as reflected in the results of the Public Satisfaction Index
(IKM).

Keywords: Bhabinkamtibmas; Optimization; Service; “SIM Cak Bhabin”
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