DAFTAR ISI

LEMBAR PENGESAHAN........cciitiieriiieeiiieesiineessineesineens Error! Bookmark not defined.
LEMBAR PERNYATAAN ......ueeveitiesieerieeeesteenreaeesnaesneas Error! Bookmark not defined.
VISI DAN MISI UNIVERSITAS PASUNDAN ........cccvvennne. Error! Bookmark not defined.
VISI DAN MISI FAKULTAS ILMU SOSIAL DAN ILMU POLITIK UNIVERSITAS PASUNDAN

................................................................................ Error! Bookmark not defined.

VISI DAN MISI PROGRAM STUDI ADMINISTRASI PUBLIK UNIVERSITAS PASUNDAN. Error!
Bookmark not defined.

MOTTO HIDUP......ceeiiieeciieeeiieeesite e e sireesnneeesaeeesnee e Error! Bookmark not defined.
DAFTAR RIWAYAT HIDUP........ccviiiieieciesieenie e Error! Bookmark not defined.
ABSTRAK ...eviee et e cteeesie e e site e e site e e snte e e e s s e e sneee e Error! Bookmark not defined.
ABSTRACT eoeitee et eeee e stte e see e eae e aee e e e e e Error! Bookmark not defined.
RINGKESAN ...eeuvieieeie st e cte e stee e sre e sreesreenae e sne s Error! Bookmark not defined.
KATA PENGANTAR ....coviieiiieeiieeesiieeesneeesnneeesnaneesnneeens Error! Bookmark not defined.
DAFTAR IS] .ttt sttt sttt bbbttt et bbbt bt e bt e st et et s b et n b e e reeneene e [
DAFTAR TABEL w.tteuttte sttt steeteesee ettt sbe st e s e st et enbesbe st e e beaseese e st et e besbesbenbeeneeneenens iii
DAFTAR GAMBAR ... ..oittitiitteiteeiteeteeteesteetesteesteestesteeabeestesaeesbeesbesssesbeenbesasesrseneeensenns 5
DAFTAR LAMPIRAN ......ttiteitteiteeiteetesteeste e e staesteestesteesteeseesseesteessesssesbeenseansesraeeeenee e 6
BAB | PENDAHULUAN ........coeiiieeiieeeitieesieeesieeesiee e Error! Bookmark not defined.

1.1 Konteks Penelitian ........cccceeviveeiiieeiiie e, Error! Bookmark not defined.

1.2 Perumusan Masalah .........ccccceeveiienrcie s, Error! Bookmark not defined.

1.3 Tujuan Penelitian .......cccevveeiiiee i Error! Bookmark not defined.

1.4 Kegunaan Penelitian ........ccccoevvreiirieeiiviee e, Error! Bookmark not defined.

BAB Il KAJIAN PUSTAKA, KERANGKA BERPIKIR, DAN PROPOSISI.. Error! Bookmark not
defined.

2.1 Kajian PUSEAKA ....cccvveeivreeiiieecieeesieeeeiee e s Error! Bookmark not defined.
2.1.1 Kajian Penelitian Terdahulu...............c........ Error! Bookmark not defined.
2.1.2 Kajian Terhadap Grand Theory ................... Error! Bookmark not defined.
2.1.3 Kajian Terhadap Middle Theory.................. Error! Bookmark not defined.

2.1.4 Kajian Terhadap Operasional Theory .......... Error! Bookmark not defined.



2.2 Kerangka Berpikir ........cccceeeeeiuveeeeiiiieeeeeiiineeeens Error! Bookmark not defined.

2.3 PrOPOSIS c.vvveeirieeiriieiteeeiteeesreeesreessbeeesnaee s Error! Bookmark not defined.
BAB Il OBJEK DAN METODE PENELITIAN .....cceeveenninne Error! Bookmark not defined.
3.1 Objek Penelitian .........ccoceeeiiiurieeeciiiee e, Error! Bookmark not defined.

3.1.1 Gambaran Umum Dinas Kependudukan dan Pencatatan Sipil Kota Bandung
........................................................................ Error! Bookmark not defined.

3.1.2 Dasar HUKUM ... Error! Bookmark not defined.

3.1.3 Visi dan Misi Dinas Kependudukan dan Pencatatan Sipil Kota Bandung. Error!
Bookmark not defined.

3.1.4 Tugas Pokok dan Fungsi Dinas Kependudukan dan Pencatatan Sipil Kota
BaNAUNE veeeeeiiiieee ettt etree e et Error! Bookmark not defined.

3.1.4 Struktur Organisasi........coeeeivveeiireeeiivenenns Error! Bookmark not defined.

3.1.6 Jumlah Pegawai Dinas Kependudukan dan Pencatatan Sipil Kota Bandung
........................................................................ Error! Bookmark not defined.

3.1.7 Pelayanan Kartu Tanda Penduduk Elektronik (e-KTP) . Error! Bookmark not
defined.

3.2 Metode Penelitian ...........ccccevvereieeseeriesiennia, Error! Bookmark not defined.
3.2.1 Jenis Penelitian ..........cccceeverreiiieniecseeeene Error! Bookmark not defined.
3.2.2 Teknik Pengumpulan Data...........ccceeeveennne. Error! Bookmark not defined.
3.2.3 Sumber Data......ccccvevveeieiieesie e Error! Bookmark not defined.
3.2.4INfOrMaN ..ocovveecciee e Error! Bookmark not defined.
3.2.5 Operasional Parameter.........ccccccoeevveeeenne. Error! Bookmark not defined.
3.2.6 Analisis Data .......ccceevveeeeieeie e Error! Bookmark not defined.
3.2.7 Pemeriksaan Keabsahan Data .................... Error! Bookmark not defined.
3.2.6 Lokasi dan Jadwal Penelitian ...................... Error! Bookmark not defined.

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ............ Error! Bookmark not defined.

4.1 Hasil Penelitian..........cccceeevieeeiieesiiecciie s Error! Bookmark not defined.

4.2 Pembahasan.......cccccuveiuveiieiiiee e Error! Bookmark not defined.
4.2.1 Kualitas Pelayanan Pegawai Pada Proses Pembuatan E-KTP di Kantor Dinas
Kependudukan dan Pencatatan Sipil Kota Bandung............ Error! Bookmark not
defined.

4.2.2 MEMO woovveeiiesieeciee et esee e sta e sree e Error! Bookmark not defined.
BAB V KESIMPULAN DAN SARAN.......cceeviirerireesieens Error! Bookmark not defined.

5.1 KESIMPUIAN wvvvveiiiviieciiiiiee et ciree e sbaee e Error! Bookmark not defined.



5.2 SATAN et Error! Bookmark not defined.
DAFTAR PUSTAKA ...ttt eeeaea e Error! Bookmark not defined.
LAMPIRAN ... e et ettt ee e e e e e e e e eeeeeaeeeeean Error! Bookmark not defined.



DAFTAR TABEL

NO HAL
2.1 KAJIAN PENELITIAN TERDAHULU. ... ..o
8

3.1 DATA PEGAWAI DISDUKCAPIL KOTA BANDUNG...........c..cooeeenen.
o1

3.2 DATA PEGAWAI BERDASARKAN JENIS
KELAMIN.............oot. 54

3.3 DATA KUALIFIKASI PENDIDIKAN PEGAWAI DISDUKCAPIL KOTA
BANDUNG. ... e 55
3.4 DATA KUALIFIKASI PANGKAT/GOLONGAN PEGAWAI
DISDUKCAPILKOTABANDUNG.... ..ottt
55

3.5 DATA FORMASI ESELENORIN PEGAWAI DISDUKCAPIL KOTA
BANDUNG. ...t 55
3.6 DATA KUALIFIKASI PANGKAT/GOLONGAN PEGAWAI DISDUKCAPIL
KOTA  BANDUNG. ...
56

3.7DATA INVENTARISDIS DUKCAPIL KOTABANDUNG..........c.ceeeetn. 56
3.8 DATA JUMLAH PEREKAMAN PERIODE BULAN JANUARI S.D
NOVEMBER DISDUKCAPIL KOTA BANDUNG TAHU 2023... ...............
57

3.9 DATA KEPEMILIKANN E-KTP DI KOTA BANDUNG.........c..ccc..e....
66

3.10 PENENTUAN INFORMAN. ... oo
73

3.11 OPERASIONAL PARAMETER... ...t
75

312 TRIANGULASI DATA . ..o 81
3.13JADWAL PENELITIAN. ...t 82
4.1 MEMO KECERMATAN PETUGAS. ..ottt 95
4.2 MEMO STANDAR PELAYANAN......cooiiiiiiiii e .96
4.3 MEMO KEAHLIAN PETUGAS......co i, .96

4.4 MEMO MERESPON PELANGGAN. ... ..ottt 97



4.5 MEMO MERESPON KELUHAN PELANGGAN.........ccccoviiiiiininn 98
4.6 MEMO KEPASTIAN BIAYA. .. .. 99
4.7 MEMO LEGALITAS PELAYANAN
4.8 MEMO PENDAHULUAN PERMOHONAN..........ccoiiiiiiiniiii 101
4.9 MEMO PELAYANAN RUMAH SANTUN......c..cceiviviiiiiiiniiiinnnn., 102

4.10 MEMO KECERMATAN TEMPAT ... 103
4.1 MEMO KEMUDAHAN PROSES PELAYANAN.. ..o 104
4.12 MEMO KEDISIPLINAN PETUGAS. ..o 105

4.13 MEMO PELAYANAN INOVASI. ... 106



DAFTAR GAMBAR

NO HAL

2.1 KERANGKABERFIKIR. .. ..o 33

3.2 STRUKTUR ORGANISASI DISDUKCAPIL KOTABANDUNG......... ... 48

3.3 PENANGAN PENGADUAN. ..ottt 58

3.4 PENANGANAN PENGADUAN ONLINE........cociiiiiiiiiiin 58

3.5 SOP PENERBITAN KTP-ElI WNI ATAU SURAT KETERANGAN PENGGANTI KTP
........................................................................ 60

4.1 KEGIATAN WAWANCARA BERSAMA BIDANG PENGELOLAAN INFORMASI
ADMINISTRASI KEPENDUDUKAN DISDUKCAPIL KOTA

BANDUNG. .. e 84



DAFTAR LAMPIRAN

NO HAL
1 Pedoman ODSEIVASI. .. ... ..t Xix
2 Pedoman WawanCara. ..........ovuiueeuireiitie e XX1
3 TransKrip WawanCara. ...........oueuuenioriieiit et ee e e Xxiii
4 Surat Permohonan Penelitian.................ooooiiiiiiiiiiiii i XXXV

D DOKUMENIASI. .« cvvee et et e e e e e e e e e XXXV



