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Reyhan Andhika Putra, 202110050311021, Strategi Peningkatan Kualitas 

Pelayanan Kepegawaian Melalui Aplikasi E-Master Pada Badan Kepegawaian 

Daerah Provinsi Jawa TIMUR (Studi Pada Badan Kepegawaian Provinsi 

Jawa Timur). Dosen Pembimbing : Prof. Dr Asep Nurjaman , M.Si 

 

ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis strategi peningkatan kualitas 

pelayanan kepegawaian melalui aplikasi E-Master pada badan kepegawaian daerah 

provinsi jawa timur , Latar belakang penelitian ini didasari pada era globalisasi dan 

perkembangan teknologi informasi yang menuntut instansi pemerintah untuk 

beradaptasi dan meningkatkan kualitas pelayanan . Aplikasi E-Master diharapkan 

dapat mengatasi berbagai masalah administratif yang sebelumnya dilakukan secara 

manual, seperti inefisiensi waktu, risiko kehilangan dokumen, dan prosedur yang 

rumit. Penelitian ini berfokus pada identifikasi strategi yang diterapkan BKD 

Provinsi Jawa Timur dalam penggunaan aplikasi e-Master, serta kendala-kendala 

yang dihadapi dalam implementasinya. 

Metode penelitian yang digunanakan adalah pendekatan kualitatif dengan 

jenis penelitian deskriptif dan juga pengumpulan data dilakukan melalui observasi, 

wawancara,dan dokumentasi . Data analisis secara kualitatidf melalui reduksi data, 

penyajian data, dan penarikan kesimpulan. Lokasi penelitian adalah Badan 

Kepegawaian Daerah Provinsi Jawa Timur. Penelitian ini diharapkan dapat 

memberikan pemahaman mendalam tentang strategi peningkatan kualitas 

pelayanan kepegawaian melalui aplikasi e-Master, serta memberikan masukan 

kepada BKD Provinsi Jawa Timur dan instansi lain dalam mengembangkan dan 

menerapkan teknologi serupa untuk memperbaiki pelayanan . 

Hasil penelitian menunjukkan bahwa implementasi aplikasi e-Master telah 

memberikan dampak positif terhadap kualitas pelayanan kepegawaian di BKD 

Provinsi Jawa Timur. Strategi yang diterapkan meliputi digitalisasi data 

kepegawaian, penyediaan layanan kepegawaian secara online, dan pemanfaatan 

aplikasi e-Master sebagai alat kendali kinerja pegawai. Meskipun demikian, 

terdapat beberapa kendala yang dihadapi, seperti keterbatasan kemampuan 

teknologi bagi sebagian pegawai dan kurangnya efektivitas dalam proses 

administrasi surat-surat kepegawaian di daerah terpencil. Penelitian ini 

menyimpulkan bahwa optimalisasi penggunaan aplikasi e-Master, disertai dengan 

peningkatan kompetensi SDM dan perbaikan infrastruktur teknologi, dapat 

meningkatkan kualitas pelayanan kepegawaian di BKD Provinsi Jawa Timur secara 

signifikan. 

 

Kata Kunci : E-Master, BKD Provinsi Jawa Timur, Strategi 
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ABSTRACT 

 

This research aims to analyze strategies for improving the quality of personnel 

services through the E-Master application at the regional personnel agency of East 

Java province, The background of this research is based on the era of globalization 

and the development of information technology, which demands that government 

agencies adapt and improve the quality of their services. The E-Master application 

is expected to address various administrative issues that were previously handled 

manually, such as time inefficiency, the risk of document loss, and complicated 

procedures. This research focuses on identifying the strategies implemented by the 

East Java Provincial BKD in using the e-Master application, as well as the obstacles 

encountered in its implementation. 

The research method used is a qualitative approach with a descriptive type of 

research, and data collection is carried out through observation, interviews, and 

documentation. Data analysis is conducted qualitatively through data reduction, 

data presentation, and conclusion drawing. The research location is the Regional 

Civil Service Agency of East Java Province. This research is expected to provide 

an in-depth understanding of strategies to improve the quality of personnel services 

through the e-Master application, as well as to provide input to the East Java 

Provincial Personnel Agency and other agencies in developing and implementing 

similar technology to enhance services. 

The research results show that the implementation of the e-Master application 

has had a positive impact on the quality of personnel services at the East Java 

Provincial BKD. The strategies implemented include the digitization of personnel 

data, the provision of online personnel services, and the utilization of the e-Master 

application as a tool for employee performance control. However, there are several 

challenges faced, such as the limited technological capabilities of some employees 

and the lack of effectiveness in the administration of personnel letters in remote 

areas. This study concludes that optimizing the use of the e-Master application, 

along with improving human resource competencies and upgrading technological 

infrastructure, can significantly enhance the quality of personnel services at the East 

Java Provincial BKD. 

 

Keywords : Keywords: E-Master, BKD East Java Province, Strategi 
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