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ABSTRAK 

 

Perkembangan teknologi informasi dan komunikasi mendorong pemerintah 

melakukan transformasi digital dalam penyelenggaraan pelayanan publik guna 

meningkatkan efektivitas, efisiensi, transparansi, dan kualitas layanan kepada 

masyarakat. Salah satu bentuk inovasi tersebut diwujudkan melalui aplikasi 

PUSAKA (Pusat Layanan Keagamaan) yang dikembangkan oleh Kementerian 

Agama Republik Indonesia untuk memudahkan masyarakat mengakses berbagai 

layanan keagamaan secara digital. Penelitian ini bertujuan untuk menganalisis 

inovasi pelayanan publik berbasis digital melalui aplikasi PUSAKA, 

mengidentifikasi faktor pendukung dan penghambat implementasinya, serta 

mengetahui persepsi stakeholder terhadap penggunaan aplikasi PUSAKA dalam 

meningkatkan kualitas pelayanan publik. Penelitian ini menggunakan metode 

kualitatif dengan pendekatan deskriptif dan paradigma konstruktivisme. Teknik 

pengumpulan data dilakukan melalui wawancara, observasi, dan dokumentasi, 

sedangkan analisis data menggunakan reduksi data, penyajian data, dan penarikan 

kesimpulan. Hasil penelitian menunjukkan bahwa implementasi aplikasi PUSAKA 

telah memberikan kemudahan akses layanan kepada masyarakat secara lebih cepat, 

efektif, dan efisien melalui integrasi berbagai layanan keagamaan dalam satu 

platform. Faktor pendukung implementasi meliputi komitmen organisasi, 

dukungan kebijakan pemerintah, serta perkembangan teknologi informasi. 

Sementara itu, faktor penghambat meliputi keterbatasan literasi digital masyarakat, 

kesiapan sumber daya manusia, dan kendala infrastruktur teknologi. Persepsi 

stakeholder terhadap penggunaan aplikasi PUSAKA secara umum menunjukkan 

respons positif karena dinilai mempermudah akses informasi dan layanan, 

meningkatkan efisiensi pelayanan, serta mendukung transparansi. Namun, 

stakeholder masih mengharapkan peningkatan pada aspek kestabilan sistem, 

kemudahan penggunaan, kelengkapan informasi, dan kualitas fitur layanan. Secara 

keseluruhan, aplikasi PUSAKA berkontribusi dalam meningkatkan kualitas 

pelayanan publik sekaligus mendukung transformasi digital di lingkungan 

Kementerian Agama Republik Indonesia.  

 

Kata Kunci: Inovasi, pelayanan publik, PUSAKA,transformasi digital,efektivitas 
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ABSTRACT 

 

The development of information and communication technology has encouraged 

the government to implement digital transformation in public service delivery to 

improve effectiveness, efficiency, transparency, and service quality. One form of 

digital-based public service innovation is the PUSAKA (Religious Services 

Center) application, developed by the Ministry of Religious Affairs of the Republic 

of Indonesia to facilitate public access to various religious services through a 

single digital platform. This study aims to analyze digital-based public service 

innovation through the PUSAKA application, identify the supporting and 

inhibiting factors affecting its implementation, and examine stakeholders' 

perceptions of the application in improving public service quality. This research 

employed a qualitative method with a descriptive approach under the 

constructivist paradigm. Data were collected through interviews, observations, 

and documentation, while data analysis consisted of data reduction, data 

presentation, and conclusion drawing. The findings indicate that the 

implementation of the PUSAKA application has improved public access to 

services by providing faster, more effective, and more efficient service delivery 

through the integration of various religious services into a single platform. The 

supporting factors include organizational commitment, government policy 

support, and advances in information technology. Meanwhile, the inhibiting 

factors consist of limited digital literacy among the public, human resource 

readiness, and technological infrastructure constraints. Stakeholders generally 

expressed positive perceptions of the PUSAKA application, as it facilitates access 

to information and services, enhances service efficiency, and promotes 

transparency. Nevertheless, stakeholders expect improvements in system stability, 

ease of use, completeness of information, and service features. Overall, the 

PUSAKA application contributes to improving the quality of public services while 

supporting digital transformation within the Ministry of Religious Affairs of the 

Republic of Indonesia.. 
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