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ABSTRAK

Penelitian ini  dilatarbelakangi oleh perkembangan
transformasi digital dalam pelayanan publik yang mendorong
Kementerian Agama Kabupaten Banyuwangi untuk mengembangkan
sistem pelayanan berbasis digital melalui Pelayanan Terpadu Satu
Pintu (PTSP). Transformasi digital dilakukan guna meningkatkan
akses informasi layanan keagamaan agar lebih cepat, transparan,
efektif, dan mudah dijangkau masyarakat. Penelitian ini bertujuan
untuk menganalisis bentuk transformasi digital, hasil implementasi
transformasi digital, serta faktor pendukung dan penghambat
transformasi digital dalam meningkatkan akses informasi layanan
keagamaan di PTSP Kementerian Agama Kabupaten Banyuwangi.
Penelitian ini menggunakan teori transformasi digital George
Westerman dan Didier Bonnet, serta bentuk transformasi digital
menurut David Rogers.

Metode penelitian yang digunakan adalah penelitian kualitatif
dengan pendekatan deskriptif. Pengumpulan data dilakukan melalui
wawancara mendalam, observasi partisipatif, dan dokumentasi
dengan informan yang terdiri dari Koordinator PTSP, admin website,
admin media sosial, operator layanan online/front office, dan
masyarakat pengguna “layanan. Teknik analisis data’ menggunakan
model Miles dan Huberman melalui reduksi data, penyajian data, dan
penarikan kesimpulan. Validitas data'diuji menggunakan triangulasi
sumber dan teknik.

Hasil penelitian menunjukkan bahwa transformasi digital di
PTSP Kementerian Agama Kabupaten Banyuwangi diwujudkan
melalui transformasi proses pelayanan berbasis digital, pemanfaatan
website, media sosial, WhatsApp, layanan online, digitalisasi
dokumen, serta integrasi sistem pelayanan informasi keagamaan.
Transformasi tersebut berhasil meningkatkan efisiensi pelayanan,
mempercepat akses informasi, memperluas jangkauan layanan,
meningkatkan transparansi, dan meningkatkan kepuasan masyarakat.
Faktor pendukung transformasi digital meliputi kompetensi sumber
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daya manusia, dukungan kebijakan pemerintah, sarana dan prasarana
teknologi yang memadai, serta budaya kerja yang adaptif terhadap
perkembangan digital. Sementara itu, faktor penghambat meliputi
rendahnya literasi digital sebagian masyarakat, keterbatasan jaringan
internet di beberapa wilayah, serta proses adaptasi pegawai terhadap
perubahan sistem digital. Secara keseluruhan, transformasi digital di
PTSP Kementerian Agama Kabupaten Banyuwangi menunjukkan
upaya modernisasi pelayanan publik keagamaan yang lebih efektif,
responsif, dan berorientasi pada kebutuhan masyarakat.

Kata Kunci: Transformasi Digital, PTSP, Layanan Keagamaan,
Pelayanan Publik, Kementerian Agama Kabupaten Banyuwangi.
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ABSTRACT

This research is motivated by the development of digital
transformation in public services, which encourages the Ministry of
Religious Affairs of Banyuwangi Regency to develop a digital-based
service system through the One-Stop Integrated Service (PTSP).
Digital transformation is implemented to improve access to religious
service information so that it becomes faster, more transparent,
effective, and easily accessible to the public. This study aims to
analyze the forms of digital transformation, the results of digital
transformation implementation, as well as the supporting and
inhibiting factors of digital transformation in improving access to
religious service information at the PTSP of the Ministry of Religious
Affairs of Banyuwangi Regency. This research applies the digital
transformation theory of George Westerman and Didier Bonnet, as
well as the forms of digital transformation proposed by David Rogers.

This study uses a qualitative research method with a
descriptive approach. Data collection was conducted through in-
depth interviews, 'participatory observation, and documentation
involving informants consisting of the PTSP Coordinator, website
administrator, social media administrator, online service/front office
operators, and community service users. The data analysis technique
employed the Miles and Huberman model through data reduction,
data presentation, and conclusion dr&wing. Data validity was tested
using source and technique triangulation.

The results of the study indicate that digital transformation at
the PTSP of the Ministry of Religious Affairs of Banyuwangi Regency
is manifested through digital-based service process transformation,
the utilization of websites, social media, WhatsApp, online services,
document digitalization, and the integration of religious information
service systems. This transformation has successfully improved
service efficiency, accelerated access to information, expanded
service coverage, increased transparency, and enhanced public
satisfaction. Supporting factors for digital transformation include
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competent human resources, government policy support, adequate
technological infrastructure, and a work culture that is adaptive to
digital developments. Meanwhile, the inhibiting factors include the
low level of digital literacy among some members of the community,
limited internet networks in several areas, and the adaptation process
of employees to changes in the digital system. Overall, digital
transformation at the PTSP of the Ministry of Religious Affairs of
Banyuwangi Regency reflects an effort to modernize public religious
services to become more effective, responsive, and community-
oriented.

Keywords: Digital Transformation, PTSP, Religious Services,
Public Services, Ministry of Religious Affairs of Banyuwangi Regency.
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