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“Don'’t resist. Go with the flow.”

“Tidaklah mungkin bagi matahari mengejar bulan dan malam pun tidak dapat

mendahului siang. Masing-masing beredar pada garis edarnya.”- Yasin: 40

“Never discourage anyone who continually makes progress, no matter how slow.”
—Plato
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tetapi kebanyakan dari mereka tidak mengetahuinya. “—Al Qasas:13

“The biggest lesson | learned is to not force anything; conversation, friendships,
relationships, attention, love. Anything forced is just not worth fighting for,

whatever flows.. flows, what crashes.. crashes. It is what it is”
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ABSTRAK

Penelitian ini bertujuan untuk mendeskripsikan Inovasi Klampid dan
kualitas pelayanan Dinas Kependudukan dan Catatan Sipil Kota Surabaya.
Penelitian ini menggunakan Teori Atribut Inovasi dan Kualitas Pelayanan dengan
pendekatan kualitatif dan tipe penelitian deskriptif. Lokasi penelitian dilakukan di
Dinas Kependudukan dan Catatan Sipil Kota Surabaya. Adapun sebagai
penunjang informasi penelitian ini juga dilakukan di Kecamatan Tambaksari, dan
Kelurahan Tambaksari. Teknik penentuan informan menggunakan purposive
sampling bagi penyedia layanan sebanyak 4 informan sedangkan untuk
masyarakat menggunakan teknik accidental sampling sebanyak 16 informan.
Teknik pengumpulan data dilakukan dengan cara wawancara, observasi, dan
dokumentasi. Teknik analisis data dengan cara kondensasi data, penyajian data,
dan penarikan kesimpulan serta teknik pemeriksaan keabsahan data menggunakan
triangulasi sumber data.

Berdasarkan hasil penelitian menunjukkan bahwa inovasi Klampid dinilai
sudah cukup baik. Penerapan inovasi Klampid dapat memudahkan masyarakat
untuk mengurus dokumen kependudukan mereka, terkontrolnya volume antrian,
menghilangkan biro jasa pelayanan atau calo, dapat memonitoring progress
berkas, sebagai alternatif untuk memangkas birokrasi yang berbelit dan
menyesuaikan kebutuhan serta harapan masyarakat sehingga dapat meningkatkan
kualitas pelayanan administrasi kependudukan dan dapat diadopsi sebagai inovasi
pelayanan administrasi kependudukan secara berkelanjutan. Meskipun masih ada
beberapa masalah yang dijumpai dilapangan seperti masyarakat yang tidak melek
teknologi dan kurang informasi menjadi tantangan tersendiri bagi pihak penyedia
layanan untuk selalu mendampingi masyarakat dalam mengurus dokumen
kependudukan mereka. Kualitas pelayanan inovasi Klampid juga dinilai sangat
baik dalam melakukan pelayanan. Meskipun masih menjumpai masalah salah
satunya seperti petugas yang tidak tertib mengupdate hasil kerja.

Kata Kunci: Inovasi Pelayanan Publik, Kualitas Pelayanan, Klampid
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ABSTRACT

This study aims to describe the Klampid innovation and service quality of
the Surabaya City Population and Civil Registry Service. This study uses the
Attribute of Innovation and Service Quality Theory with a qualitative approach
and descriptive research type. The location of the research was carried out at the
Department of Population and Civil Registration of the City of Surabaya. As for
supporting information, this research was also carried out in Tambaksari District
and Tambaksari Village. The technique of determining the informants used
purposive sampling for service providers as many as 4 informants while for the
community using accidental sampling techniques as many as 16 informants. Data
collection techniques were carried out by means of interviews, observation, and
documentation. Data analysis techniques by condensing data, presenting data, and
drawing conclusions as well as techniques for checking the validity of data using
triangulation of data sources.

Based on the results of the study showed that Klampid's innovation was
considered good enough. The application of the Klampid innovation can make it
easier for people to manage their population documents, control the queue
volume, eliminate service bureaus or brokers, be able to monitor file progress, as
an alternative to cutting down the cumbersome bureaucracy and adjusting the
needs and expectations of the community so as to improve the quality of
population administration services and can adopted as an innovation in population
administration services on an ongoing basis. Although there are still some
problems encountered in the field, such as people who are not technology literate
and lack of information, it is a challenge for service providers to always assist the
community in managing their population documents. The service quality of
Klampid's innovation is also considered very good in providing services. Even
though they still encounter problems, one of them is officers who are not orderly
in updating their work.

Keyword: Public Service Innovation, Service Quality, Klampid
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