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Respon masyarakat menentukan kualitas pelayanan publik suatu organisasi. 
Penelitian ini bertujuan untuk mendeskripsikan komunikasi pelayanan publik 
dalam pengurusan e-KTP online di Kecamatan Pauh Kota Padang, 
mendeskripsikan tingkat kepuasan masyarakat dalam pengurusan e-KTP online di 
Kecamatan Pauh Kota Padang dan mengetahui hubungan komunikasi pelayanan 
publik terhadap kepuasan masyarakat dalam pengurusan e-KTP online di 
Kecamatan Pauh Kota Padang. Jenis penelitian yang digunakan adalah penelitian 
deskriptif asosiatif dengan pendekatan kuantitatif. Populasi pada penelitian ini 
adalah masyarakat yang membuat e-KTP online secara mandiri di Kecamatan Pauh 
Kota Padang sebanyak 2.290 masyarakat yang pernah/sedang mengurus e-KTP 
online dan sampel sebanyak 96 orang. Sampel dari penelitian ini diambil secara 
proporsional random sampling. Data yang digunakan adalah data kuantitatif dan 
sumber data adalah primer dan sekunder. Data yang diperoleh kemudian dianalisis 
menggunakan metode analisis korelasi Spearman Rank. 

Dari hasil analisis yang telah dilakukan dalam penelitian menunjukkan bahwa 
sebanyak 64 responden (66%) menyatakan komunikasi pelayanan publik dalam 
pengurusan e-KTP dalam kategori sangat baik. Sebanyak 64 responden (66%)  
menyatakan sangat puas dalam pengurusan e-KTP online. Ditemukan adanya 
hubungan yang signifikan antara komunikasi pelayanan  publik  dengan kepuasan 
masyarakat dalam membuat e-KTP online di Kecamatan Pauh Kota Padang. 
Melalui penelitian ini disarankan adanya peningkatan kemampuan komunikasi 
pelayanan publik petugas Kantor Kecamatan Pauh dalam melayani pengurusan e-
KTP online. 
 
Kata Kunci : Komunikasi, Komunikasi Pelayanan Publik, Kepuasan 
Masyarakat, Pengurusan e-KTP online. 
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Community response determines the quality of an organization's public 

services. This study aims to describe public service communication in making 
online e-KTP in Pauh District Padang City. Describe the level of community 
satisfaction in making Online e-KTP in Pauh District Padang City. To find out the 
relationship of public service communication to  community satisfaction in 
managing e-KTP online in Pauh District, Padang City. This research is conducted 
using descriptive associative method with a quantitative approach. The population 
in this research is people who made e-KTP online independently in Pauh District, 
Padang City, as many as 2,290 people who making/made ID cards and the number 
of samples used are 96 people. The sample of this research is taken by proportional 
random samThe data used are quantitative data and the data sources are primary 
and secondary. The data obtained were then analyzed using the Spearman Rank 
correlation method. 

From the results of the analysis that has been carried out in the study, it shows 
64 respondents (66%) stated that public service communication in making e-KTP 
was in the very good category. A total of 64 respondents (66%) stated that they 
were very satisfied in making online e-KTP. It was found that there is a significant 
relationship between public service communication and community satisfaction in 
making online e-KTP in Pauh District, Padang City. Through this research, it is 
suggested that there is an increase in the communication skills of the Pauh District 
Office officers in serving the making of online e-KTP. Through this research, it is 
suggested to increase the communication skills of the Pauh District Office officers 
in serving the making of online e-KTP. 
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