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ABSTRAK

PT Adhya Tirta Batam (ATB) adalah perusahaan swasta pengelola air bersih di
Pulau Batam berdasarkan konsesi 25 tahun dari Otorita Batam (sekarang BP
Batam). Tujuan penelitian ini adalah mendeskripsikan penerapan inovasi layanan
ATB Mobile Apps, penerapan inovasi layanan dalam perspektif e-government,
dan faktor penghambat yang mempengaruhi inovasi layanan dalam perspektif e-
government (studi tentang ATB Mobile Apps di PT Adhya Tirta Batam).
Penelitian ini menggunakan pendekatan kualitatif deskriptif. Fokus penelitian ini
adalah penerapan inovasi layanan dalam perspektif e-government berbentuk
mobile application, yaitu ATB Mobile Apps. Berdasarkan hasil penelitian,
penerapan Inovasi layanan ATB Mobile Apps telah berjalan dengan baik dan telah
memenuhi indikator inovasi, yaitu keuntungan relatif, kompatibilitas, kerumitan,
kemampuan diujicobakan, dan kemampuan diamati. ATB Mobile Apps juga
merupakan kategori e-government sesuai dengan indikator e-government yang
digunakan, yaitu akses, portal pelayanan publik, organisasi pengelolaan dan
pengolahan informasi, dan infrastruktur dan aplikasi dasar. Tidak ada kendala
pada penerapan ATB Mobile Apps. Faktor penghambat yang dijadikan indikator
menunjukkan tidak ada kendala yang menghambat penerapan Inovasi layanan
ATB Mobile Apps. Namun, masih terdapat pelanggan yang belum mengetahui
kehadiran ATB Mobile Apps sehingga sosialisasi perlu ditingkatkan lagi dan saran
pelanggan agar ditambahkan fitur pembayaran agar meningkatkan fungi ATB
Mobile Apps. Selain itu, kurangnya deskripsi tentang fungsi dan kegunaan fitur
pada ATB Mobile Apps membuat pelanggan bingung saat awal menggunakan
aplikasi tersebut. Aplikasi ini memiliki 5 fitur, yaitu informasi, info tagihan,
lokasi pembayaran, keluhan, dan grafik penggunaan air.

Kata kunci: Inovasi; E-Government; ATB; ATB Mobile Apps



ABSTRACT

PT Adhya Tirta Batam (ATB) is a private company managing clean water on the
Batam Island based on a 25-years concession from the Batam Authority (now BP Batam).
The purpose of this research is to describe the application of ATB Mobile Apps
innovations, the application of service innovations in anperspective e-government,
and inhibiting factors that influence service innovation in the perspective e-
government (study of ATB Mobile Apps at PT Adhya Tirta Batam). This research
uses descriptive qualitative approach. The focus of this research is the application
of service innovations in the e-government perspective in the form of mobile
applications, specifically ATB Mobile Apps. Based on results of the research, the
application of Service innovation ATB Mobile Apps has been running well and
has met the indicators of innovation, specifically relative benefits, compatibility,
complexity, ability to be tested, and observable abilities. ATB Mobile Apps is also
category of e-government in accordance with indicators e-government used,
specifically access, public service portals, information management and
processing organizations, and basic infrastructure and applications. There 're no
obstacles to the application of ATB Mobile Apps. The inhibiting factor used as an
indicator shows that there are’nt obstacles hinder the implementation of service
innovation ATB Mobile Apps. However, the results of the research also show that
there are still customers who dont know about the presence of ATB Mobile Apps
so that the socialization needs to be improved again and customer suggestions to
be added the payment feature to improve the functionality of ATB Mobile Apps. In
addition, the lack description of the functions and usability for features of ATB
Mobile Apps makes customers confused when they start using application. This
application has 5 features, namely information, billing info, payment location,
complaints, and water usage charts.

Keywords: Innovation; E-Government; ATB; ATB Mobile Apps
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