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ABSTRAK 

 

TRANSFORMASI PELAYANAN PUBLIK MELALUI PENGGUNAAN 

SISTEM PELAYANAN PERIZINAN TERPADU (SIPPADU) DI 

KABUPATEN SIDOARJO 

Gadis Ardhia Pramita 

NPM. 19041010151 

 

Penelitian ini menganalisis transformasi pelayanan perizinan melalui sistem 

SIPPADU pada DPMPTSP Kabupaten Sidoarjo dan dampaknya terhadap kualitas 

pelayanan publik. Metode yang digunakan adalah kualitatif deskriptif dengan teknik 

wawancara, observasi, dan dokumentasi, serta dianalisis melalui aspek efektivitas, 

responsivitas, efisiensi, dan kepuasan warga. Hasil penelitian menunjukkan bahwa 

SIPPADU mempermudah proses perizinan secara digital, meningkatkan transparansi, 

mempercepat pelayanan, dan memungkinkan masyarakat memantau proses secara 

mandiri. Responsivitas pemerintah dan efisiensi operasional juga meningkat, dengan 

tingkat kepuasan masyarakat berada pada kategori sangat baik. Kendala yang 

ditemukan meliputi gangguan sistem saat pemeliharaan dan keterbatasan pemahaman 

sebagian masyarakat dalam menggunakan layanan daring. Penelitian menyimpulkan 

bahwa transformasi pelayanan melalui SIPPADU efektif meningkatkan kualitas 

pelayanan perizinan, dengan kebutuhan peningkatan pada aspek sosialisasi dan 

keandalan sistem. 

Kata kunci: Transformasi, Pelayanan Publik, Perizinan, SIPPADU 



 

ABSTRACT 

 

TRANSFORMATION OF PUBLIC SERVICES THROUGH THE USE OF 

THE INTEGRATED LICENSING SERVICE SYSTEM (SIPPADU) IN 

KABUPATEN SIDOARJO 

Gadis Ardhia Pramita 

NPM. 19041010151 

 

This study analyzes the transformation of licensing services through the SIPPADU 

system at the Investment and One-Stop Integrated Service Office (DPMPTSP) of 

Sidoarjo Regency and its impact on the quality of public services. A descriptive 

qualitative method was employed using interviews, observations, and documentation, 

analyzed through the aspects of effectiveness, responsiveness, operational efficiency, 

and citizen satisfaction. The results show that SIPPADU simplifies the licensing 

process through a digital system, enhances transparency, accelerates service delivery, 

and enables citizens to independently monitor their application progress. Government 

responsiveness and operational efficiency have also improved, with citizen satisfaction 

rated in the “very good” category. The identified challenges include system disruptions 

during maintenance and limited public understanding of how to use online services. 

This study concludes that the transformation of services through SIPPADU effectively 

improves the quality of licensing services, while further efforts are needed in public 

outreach and system reliability. 

Keywords: Transformation, Public Service, Licensing, SIPPADU 
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