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MOTTO 

 

”Dalam setiap kesulitan Tuhan memberikan harapan” 

(Roma 15:13) 
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ABSTRAK 

       Penelitian ini berjudul “Inovasi Pelayanan Paspor Online Melalui M-

Paspor Di Kantor Imigrasi Kelas 1 TPI Kota Kupang.” Penelitian ini bertujuan 

untuk mendeskripsikan Inovasi Pelayanan Paspor Online Melalui Aplikasi M-

Paspor serta mengidentifikasi faktor-faktor yang mempengaruhi pelaksanaannya 

di Kantor Imigrasi Kelas I TPI Kota Kupang. Lahirnya aplikasi M-Paspor 

sebagai penyempurnaan dari APAPO merupakan bentuk inovasi digital 

pemerintah dalam meningkatkan kualitas pelayanan publik, khususnya pada 

layanan keimigrasian. Namun, meskipun menawarkan kemudahan seperti 

pengunggahan dokumen mandiri, pemilihan jadwal fleksibel, dan transparansi 

proses, pelaksanaan inovasi ini masih menghadapi sejumlah kendala seperti 

gangguan jaringan, kesulitan teknis aplikasi, serta keterbatasan literasi digital 

masyarakat. Penelitian ini menggunakan pendekatan deskriptif kualitatif dengan 

fokus analisis berdasarkan lima dimensi SERVQUAL: tangibles, reliability, 

responsiveness, assurance, dan empathy. Hasil penelitian menunjukkan bahwa 

penerapan M-Paspor telah memberikan dampak positif terhadap efisiensi 

pelayanan dan pengurangan antrean di kantor imigrasi, namun belum berjalan 

secara optimal karena adanya kendala teknis dan kesiapan infrastruktur. Faktor-

faktor yang mempengaruhi inovasi ini meliputi kesiapan teknologi, kompetensi 

sumber daya manusia, sosialiasi kepada masyarakat, serta kondisi sistem sosial 

pengguna layanan. Penelitian ini diharapkan dapat memberikan kontribusi bagi 

peningkatan kualitas pelayanan paspor serta menjadi referensi bagi 

pengembangan inovasi pelayanan publik berbasis digital di masa mendatang. 

Kata Kunci: Inovasi Pelayanan Publik, M-Paspor, Keimigrasian, SERVQUAL, 

Transformasi Digital. 
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ABSTRACT 

       This study aims to describe the innovation of online passport services 

through the M-Paspor application and to identify the factors influencing its 

implementation at the Class I Immigration Office TPI Kota Kupang. The 

introduction of M-Paspor as an improvement of the previous APAPO system 

represents a digital innovation initiated by the government to enhance the quality 

of public services, particularly in immigration services. Although the application 

offers various conveniences—such as independent document uploading, flexible 

scheduling, and greater process transparency—its implementation still faces 

several challenges, including network instability, technical issues within the 

application, and limited digital literacy among users. This research employs a 

qualitative descriptive approach using the SERVQUAL model, which consists 

of five dimensions: tangibles, reliability, responsiveness, assurance, and 

empathy. The findings indicate that M-Paspor has positively contributed to 

service efficiency and reduced queues at the immigration office; however, its 

implementation has not yet reached optimal performance due to technical 

constraints and infrastructure readiness. Factors influencing this innovation 

include technological readiness, human resource competence, the effectiveness 

of public socialization, and the digital adaptability of service users. This study is 

expected to contribute to improving passport service quality and serve as a 

reference for future development of digital-based public service innovations. 

Keywords: Public Service Innovation, M-Paspor, Immigration, SERVQUAL, 

Digital Transformation. 
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