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Abstract
This research describes the quality of electronic-identity card service provided by
the Demographic and Civil Registration Service from a customer perspective. This
study surveyed 100 respondents. The responseswere analysed using Importance
Performance Analysis and Cartesian chart. The results showed that the service quality
in Demographic and Civil Registration Serviceof Sragen Regency was sufficiently
high in quality. To improve the e-identity card service, this study recommends the
introduction of continuing professional development of the officers (personnel) as the
providers of the service, and a public awareness campaign for the community on the
availability of the e-ID card service.
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1. Introduction

Law Number 25 of 2009 about Public Service mandates public service as the series
of activities in the attempt of complying with the service need corresponding to the
legislation for every citizen and population over product, service or administrative ser-
vice provided by the public service provider. Previous studies by Ratminto & Winarsih
[17] and Dwiyanto [3] overall note that public service is any form of services, including
both product and service, that in principle is the responsibility of and conducted by
government/local government in the attempt of complying with the society’s need.

Public service in its development, using E-government, is the use of information
technology to improve the quality of public service to the community. Torres [26]
stated that e-Government is to simplify service electronically. Thus, according to some
other studies [8, 20], what is intended as E-government is the attempt of using infor-
mation technology and communication to improve the service efficiency of govern-
ment, to give the public ready access to information, and to make governance more
transparent.
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In 2011, the Indonesia government launched an electronic ID card (e-KTP or Elek-
tronik Kartu Tanda Penduduk – a system where citizens are required to register their
personal information with the government). The Demographic and Civil Registration
Service of Sragen Regency, Central Java-Indonesia, is the one responsible for electronic
identity card service. Its slogan is “SEMEDI” (Sehari Mesti Dadi = finished in one day).
About 653,569 people in Sragen hold an electronic identity card recording since August
2015. It means that about 72,882 Sragen people do not have an electronic identity
card. This problem occurs because of delayed delivery of electronic identity card form
delivery from central office and that is indeed the Central Office’s authority.

There are on average 200 electronic identity card registrations every day in Demo-
graphic and Civil Registration Service of Sragen. There is no fee charged to get e-
KTP. Since August 2016, electronic identity card service has been able to cater to the
public in each sub district. Demographic and Civil Registration Service will register the
populations having no electronic identity card, and then will give them invitation to
undertake recording, and for the elder ones, it will go to their house to record the
residents’ personal information.

Considering the problem the Demographic and Civil Registration Service of Sragen
Regency faces, this study describes the quality of service in Demographic and Civil
Registration Serviceof Sragen Regency from customer/user perspective, and to show
whether or not the service quality is consistent with customer expectation. The prob-
lem statement is: “How is the quality of electronic identity card service in Demographic
and Civil Registration Service of Sragen Regency-Central Java-Indonesia?”

2. Literature Review

The Law No.23 of 2006 defines identity card as: “the official identity of population as
the self-evidence published by the executive institution enacted throughout areas of
Republic of Indonesia country”. Everyone who has been qualified should obligatorily
have Identity Card. It is confirmed by the President Regulation Number 26 of 2009
about the Application of National Identity Number (NIK)-Based Identity Card and the
President Regulation Number 26 of 2010 about the amendment to the President Reg-
ulation Number 26 of 2009 about the Application of National Identity Number (NIK)-
Based Identity Card.

Furthermore, the Interior Minister Regulation No.9 of 2011 about the guidelines of
National Identity Number (NIK)-Based Identity Card publication explains that the elec-
tronic identity card is the identity cardmade electronically, functioning in computerized
way and having National Identity Card specification and format, and protected with
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special security system as the official identity of population published by Demographic
and Civil Registration Service of Regency or Municipal.

2.1. The Quality of Public Service

Kotler in Sinambela [21] and Mulyadi [12] stated that according to Law Number 25 of
2009 about Public Service is “activity or the series of activity in the attempt of fulfilling
the service need for product, service, and/or administrative service provided by the
public service provider”. Ducker [1] defined service quality as “what the consumers
get with their willingness to pay” from “what the supplier provides” (from the service).
For that reason, service quality is often “conceptualized as the comparison between
service expectation and actual performance perception”.

Service quality, according to Lewis and Booms [10] is defined as “the attempt pro-
vided by organization to fulfill expectation and requirement anticipating the customer
expectation. Thus, service quality is “customer-oriented”. SERVQUAL method devel-
oped by Parasuraman, Zeithaml and Berry, [13] is known broadly as Gap Analysis
model. This model is an instrument of research survey called Servqual. It is based on
an idea that the customer can evaluate the quality of public service by comparing their
perception and expectation on service. The study on service quality in Demographic
and Civil Registration Service of Sragen regency emphasizes on GAP 5 that will analyze
the gap between expected service and the perceived service.

To find out the Service Quality, Kotler ([23]: 231) suggested other aspects that can be
used to measure the service quality, five basic dimensions to assess service quality:
1) tangibles, 2). reliability, 3) responsiveness, 4) confidence, and 5) empathy. Meanwhile,
Parasuraman, Zeithaml and Berry ([13]: 26) concluded that the ten dimensions of ser-
vice quality can be summarized into five basic dimensions called dimension of Service
Quality (SERVQUAL) consisting of 5 dimensions in which the company/organization
can choose the combination of those five dimensions. They are: Reliability, Assurance,
Tangibles, Empathy and Responsiveness (RATER). In this study use is the dimension
according: Reliability, Assurance, Accessibility, Responsiveness and Tangible

Furthermore, the quality can be measured using quantitative method, according to
Kotler ([9]: 439), “One of instruments to assess the five elements of service quality
above and to assess whether or not the service quality provided by the company has
been consistent with Company Performance (Performance) and Consumer Expectation
(Importance), and to determine the measure needed to improve it is Importance Per-
formance Analysis (IPA). Then it is analyzed with Cartesian Chart (Rangkuti). Zisis [29]
stated that there are 4 quadrants: Quadrant A (attributes to improve)/Main Priority,
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Quadrant B (maintain performance), Quadrant C (attributes to maintain)/Low priority,
and Quadrant D (main to priority)/Superfluous

3. Method, Results and Discussion

This study is a survey of 100 respondents who are e-KTP seekers during August
2016.The sample was taken using accidental sampling. The data was analyzed using
Importance Performance Analysis (IPA) and Cartesian chart. This study measures the
service quality in Demographic and Civil Registration Serviceof Sragen Regency using
these dimensions: Reliability (schedule compatibility, printing precision, card produc-
tion speed), Assurance (product legality guarantee, personnel credibility), Accessibility
(accessible location, affordable tariff, accessible to everyone), Responsiveness (per-
sonnel’s understanding in responding to the customer, responsiveness in dealing with
the customers’ need, personnel’s willingness to help the customer immediately) and
Tangible (photography instrument, card availability, waiting room availability). Data
of customer expectation on electronic identity card service and data of perception on
the performance provided by Demographic and Civil Registration Service of Sragen
Regency were obtained by conducting a survey on 100 respondents.

From the Calculation and the comparison between Importance and Performance
of Demographic and Civil Registration ServiceDukcapil Service of Sragen Regency’s
service, the following result can be found. Quadrant A contains: Card Production Speed,
personnel understanding on the customers’ need, and the personnel’s willingness to
help the customer’s attributes. Quadrant B contains attributes of affordable tariff;
accessible to everyone, product legality guarantee and waiting room availability.
Quadrant C contains attributes of timeliness, precision in printing, personnel’s respon-
siveness to provide service. Quadrant D contains attributes of affordable location,
personnel’s credibility, and photographing tool.

4. Conclusion and Recommendation

Considering the result of Cartesian chart analysis, it can be concluded that the service
quality of electronic identity card in Demographic and Civil Registration Service of
Sragen Regency had fair or less optimal quality because some attributes are distributes
almost evenly on the four quadrants. In quadrant A, there are 4 attributes that should
be prioritized. Quadrant A is the one with high customer expectation level but low
performance, and this quadrant needs to be prioritized to improve the performance.

The four attributes are: (1) speed in producing card, (2) personnel understanding
on customer need, (3) personnel’s willingness to help the customers immediately,
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and (4) card availability. For that reason, the recommendation given is as follows.
there are 2 (two) less responsive attributes: personnel’s understanding in dealing with
the customers’ need and personnel’s willingness to help the customers immediately;
therefore, there should be building and education to the personnel as the provider that
should cater to the customers or customer-oriented. For the other 2 attributes: speed
in producing card (card production speed) and card availability, and it is the central
government’s authority, so that Demographic and Civil Registration Service should give
socialization and understanding to the society that all cards are provided by central
government.

References

[1] Aykac, Aydyn, Ates, Cetin, 2009, “Effects of Service Quality on Customer Satisfac-
tion and Customer Loyalty: Marmara University Hospital”, International Congress
on Performance and Quality in Health (Uluslararasi Saglikta Performans ve Kalite
Kongresi), March 19-21, 2009, Antalya, Turkey. http://ssrn.com.abstract/1362601.

[2] Arikunto. 2002. Prosedur Penelitian Suatu Pendekatan Praktek, Edisi Revisi. Jakarta:
Rieka Cipta.

[3] Dwiyanto, Agus. 2005. Mewujudkan Good Governance Melalui Pelayanan Publik.
Yogyakarta: Gajah Mada University Press.

[4] Cole, Martin and Parston, Greg, 2006, Unlocking Public Value: A New Model for
Achieving High Performance in Public Service organization, New Jersey: John Wiley
& Sons. Inc.

[5] Crosby. P.B. 1979, Quality Is Free: The art of Making Quality Certain, New York:
McGraw-Hill.

[6] Gaspersz, Vincent. 1997. Manajemen Kualitas Dalam Industri Jasa, Jakarta: PT.
Gramedia Pustaka Utama.

[7] Gaspersz, Vincent, 2001, Total Quality Management, Translation by Al Ghozei
Usman, LP3ES, Jakarta.

[8] Hussein, Ramlah, Mohamed, Norshidah, Ahlan, Abd Rahman, and Mahmud, Murni.
2010. E-government Application: An Integrated Model on G2C Adoption of Online
Tax. Transforming Government: People, Process and Policy, Vol. 5 No. 3, pp. 225-248.

[9] Kotler, Philip. 2000. Manajemen Pemasaran. Edisi Milenium. Jilid 1 & 2. Jakarta: PT.
Prenhalindo.

[10] Lewis, Robert C. and Booms, Bernard H. 1983. The Marketing Aspects of Service
Quality,” in Emerging Perspectives on Services Marketing. American Marketing, p
99-107.

DOI 10.18502/kss.v2i4.898 Page 288



ICoSaPS Conference Proceedings

[11] McNabb, David E., 2002, Research Methods in Public Administration and Non-Profit
Management: Quantitative and Qualitative Approaches,M.E. Sharpe, Inc, NewYork.

[12] Mulyadi, Deddy, 2015. Studi Kebijakan Publik dan Pelayanan Publik. Bandung:
Alfabeta.

[13] Parasuraman, Zeithaml and Berry, 1997, “A Conceptual Model of Services Quality
and Its Implications for Future Reseach, Journal of Marketing, Vol.49. Autumn
(1997:219).

[14] Peraturan Presiden Nomor 35 tahun 2010 tentang perubahan atas Peraturan
Presiden Nomor 26 tahun 2009 tentang Penerapan KTP berbasis NIK secara
Nasional Peraturan Presiden Nomor 26 tahun 2009 tentang penerapan KTP berbasis
NIK secara Nasional.

[15] Permendagri Nomor 9 tahun 2011 tentang Pedoman Penerbitan Kartu Tanda
Penduduk Berbasis Nomor Induk.

[16] Rangkuti, Freddy, 2006, Measuring Customer Satisfication, Jakarta: Gramedia
Pustaka Utama.

[17] Ratminto, Winarsih, 2005, Manajemen Pelayanan Pengembangan Model Konsep-
tual, Penerapan Citizen Charter dan Standart Pelayanan Minimal, Penurity: Pustaka
Pelajar, Yogyakarta.

[18] Ratminto, and Atik Septi Winarsih. 2010. Manajemen Pelayanan. Yogyakarta:
Pustaka Pelajar.

[19] Rangkuti, Freddy, 2006, Measuring Customer Satisfication, Gramedia Pustaka
Utama, Jakarta.

[20] Sarikas, Omiros D., and Weerakkody, Vishanth. 2007. Realising integrated e-
government services: a UK localgovernment perspective. Transforming Govern-
ment: People, Process and Policy, Vol. 1 No. 2, pp. 153-173.

[21] Sinambela, Lijan Poltak, et al.

[22] Sugioyono. 2002. Metode Penelitian Administrasi. Bandung: Alfabeta.

[23] Supranto, J. 1997. Pengukuran Tingkat Kepuasan Pelanggan Untuk Menaikkan
Persaingan Pasar. Jakarta: Rineka Cipta.

[24] Tjiptono, Fandy & Chandra G. 2011. Service, Quality & Satisfaction, Yogyakarta: Andi
Offset.

[25] Tjiptono, Fandy, 2005, Prinsip-Prinsip Total Quality Service, Yogyakarta: ANDI Offset.

[26] Torres, L., Pina, V. and Acrete, B. 2005. E-government developments on delivering
public services among EU cities. Government Information Quarterly, Vol. 22, No. 2,
pp. 217-38.

[27] Undang-Undang No. 23 Tahun 2006 tentang Administrasi Kependudukan.

[28] UU Nomor 25 Tahun 2009 tentang Pelayanan Publik.

DOI 10.18502/kss.v2i4.898 Page 289



ICoSaPS Conference Proceedings

[29] Zisis, Garefalakis, Sariannidis, 2009, The Application of Performance Measurement
in the Service Quality Concept: The Case of a Greek Service Organization.
http://papers.ssrn.com/sol3/papers.cfm?abstract_id=1359926.

DOI 10.18502/kss.v2i4.898 Page 290


	Introduction 
	Literature Review
	The Quality of Public Service

	Method, Results and Discussion
	Conclusion and Recommendation 
	References

