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ABSTRAK

Penelitian ini bertujuan untuk menganalisis implementasi Layanan Administrasi
Kependudukan Secara Elektronik (LAKSE) dalam meningkatkan kualitas
pelayanan di Dinas Kependudukan dan Pencatatan Sipil (Disdukcapil) Kota Batam.
Layanan ini merupakan inovasi digital yang dirancang untuk mempermudah
masyarakat dalam mengakses dokumen kependudukan seperti KTP, KK, akta
kelahiran, akta kematian, percetakan KIA, surat keterangan pindah, surat
keterangan pindah datang, akte perkawinan dan akta perceraian tanpa harus datang
langsung ke kantor pelayanan. Metode yang digunakan dalam penelitian ini adalah
pendekatan deskriptif kualitatif dengan teknik pengumpulan data melalui observasi,
wawancara, dan dokumentasi. Hasil penelitian menunjukkan bahwa LAKSE secara
signifikan meningkatkan aspek kualitas pelayanan publik berdasarkan lima
indikator utama, yaitu: tangibles, reliability, responsiveness, assurance, dan
empathy. Aplikasi ini mampu mengurangi antrean di kantor Disdukcapil,
mempercepat waktu layanan, dan memberikan kepastian dalam proses administrasi.
Meskipun demikian, masih terdapat tantangan seperti rendahnya literasi digital
masyarakat, kekhawatiran terhadap keamanan data pribadi, serta keterbatasan akses
teknologi di wilayah tertentu. Dengan demikian, dapat disimpulkan bahwa
penerapan LAKSE merupakan langkah strategis dalam mendukung transformasi
digital pelayanan publik di Kota Batam. Namun, agar manfaatnya dapat dirasakan
secara merata, perlu adanya peningkatan sosialisasi, edukasi digital, dan penguatan
sistem keamanan data.

Kata Kunci: Lakse, Pelayanan Publik, Kualitas Pelayanan, Kependudukan.
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ABSTRACT

This study aims to analyze the implementation of FElectronic Population
Administration Services (LAKSE) in improving service quality at the Batam City
Population and Civil Registration Olffice (Disdukcapil). This service is a digital
innovation designed to facilitate public access to population documents such as ID
cards (KTP), family cards (KK), birth certificates, death certificates, child
identification cards (KIA), transfer certificates, arrival and departure certificates,
marriage certificates, and divorce certificates without having to visit the service
office in person. The research employed a qualitative descriptive approach, with
data collection techniques including observation, interviews, and documentation.
The results show that LAKSE significantly improves public service quality based on
five key indicators: tangibles, reliability, responsiveness, assurance, and empathy.
This application reduces queues at Disdukcapil offices, speeds up service times,
and provides certainty in the administrative process. However, challenges remain,
such as low digital literacy, concerns about personal data security, and limited
access to technology in certain areas. Thus, it can be concluded that the
implementation of LAKSE is a strategic step in supporting the digital
transformation of public services in Batam City. However, to ensure its benefits are
felt equally, increased outreach, digital education, and strengthening of data
security systems are needed.

Keywords : Lakse, Public service, Service Quality, Population
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