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ABSTRAK 
 

Salah satu bentuk pelayanan publik yang diberikan oleh pemerintah Indonesia adalah 

pelayanan terkait pertanahan. Badan Pertanahan Nasional akhirnya melakukan inovasi 

dan kreasi di bidang Electronic Government (E-Gov) sebagai strategi meningkatkan 

layanan pertanahan, yaitu dengan meluncurkan aplikasi “Sentuh Tanahku”. Penelitian 

ini bertujuan menganalisis strategi Badan Pertanahan Nasional Kabupaten Bekasi 

dalam meningkatkan pelayanan publik, menganalisis sosialisasi Aplikasi Sentuh 

Tanahku yang dilakukan oleh Badan Pertanahan Nasional Kabupaten Bekasi dan 

mengevaluasi efektivitas dari adanya Aplikasi Sentuh Tanahku bagi masyarakat. 

Metode yang digunakan dalam penelitian ini adalah Kualitatif. Teknik perolehan data 

diperoleh dari observasi langsung, wawancara mendalam, dokumentasi, dan studi 

Pustaka. Penelitian ini menggunakan Teknik Purposive Sampling. Teknik Analisis 

Data pada penelitian ini terdiri dari reduksi data, penyajian data, dan penarikan 

kesimpulan/ verifikasi. Hasil penelitian menunjukan bahwa: pertama, strategi 

meningkatkan pelayanan publik di BPN Kab. Bekasi terkait pertanahan sudah berjalan 

dengan optimal dan efektif. Hal ini dibuktikan dengan sudah berjalannya beberapa 

program, seperti: adanya program layanan Spesial, program PELATARAN (Pelayanan 

Pertanahan Akhir Pekan), Lampion, Sentuh Tanahku dan Loketku, dsb. Kedua, 

sosialisasi Aplikasi Sentuh Tanahku di BPN Kab. Bekasi sudah berjalan dengan 

optimal dan efektif. Namun, BPN Kab. Bekasi masih harus berusaha untuk melakukan 

sosialisasi Aplikasi Sentuh Tanahku, dikarenakan masih banyak masyarakat yang 

belum mengetahui dan paham tentang Aplikasi Sentuh Tanahku. Ketiga, Masyarakat 

sudah cukup puas menggunakan Aplikasi Sentuh Tanahku untuk mengurus berkas 

terkait pertanahan, dikarena sangat membantu dan mudah dipahami, tersedia juga 

semua informasi layanan pertanahan di Aplikasi Sentuh Tanahku, sehingga sangat 

membantu masyarakat. 

Kata Kunci: Efektivitas, Pelayanan Publik; Sentuh Tanahku, Sosialisasi 
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ABSTRACT 

 

One form of public service provided by the Indonesian government is land-related 

services. The National Land Agency has finally made innovations and creations in the 

field of Electronic Government (E-Gov) as a strategy to improve land services, namely 

by launching the "Sentuh Tanahku" application. This study aims to analyze the strategy 

of the Badan Pertanahan Nasional Kabupaten Bekasi in improving public services, 

analyze the socialization of the Sentuh Tanahku application carried out by the Badan 

Pertanahan Nasional Kabupaten Bekasi and evaluate the effectiveness of the Sentuh 

Tanahku application for the community. The method used in this research is 

qualitative. Data collection techniques were obtained from direct observation, in-depth 

interviews, documentation, and library research. This research uses Purposive 

Sampling Technique. Data analysis techniques in this study consisted of data 

reduction, data presentation, and conclusion/verification. The results of the study show 

that: first, the strategy to improve public services at BPN Kab. Bekasi related to land 

has been running optimally and effectively. This is evidenced by the running of several 

programs, such as: the existence of a Special service program, the PELATARAN 

(Weekend Land Service) program, Lampion, Sentuh Tanahku and My Loket, etc. 

Second, the socialization of the Sentuh Tanahku application at the BPN Kab. Bekasi 

has been running optimally and effectively. However, BPN Kab. Bekasi still has to try 

to socialize the Touch Tanahku Application, because there are still many people who 

do not know and understand about the Sentuh Tanahku Application. Third, the 

community is quite satisfied using the Sentuh Tanahku Application to manage land-

related files, because it is very helpful and easy to understand, all land service 

information is also available in the Sentuh Tanahku Application, so it is very helpful to 

the community. 

 

Keywords: Effectiveness, Public Service; Sentuh Tanahku, Socialize 

mailto:Sarahnurfirdausy@gmail.com


 
 

xiii 

 

DAFTAR ISI 

 

Halaman Judul ………………………………………………………………………… 

LEMBAR PERSETUJUAN ........................................................................................ i 

LEMBAR PENGESSAHAN PENGUJI SKRIPSI .................................................... i 

PENYATAAN ORISINALITAS ................................. Error! Bookmark not defined. 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI............................... iv 

DAFTAR RIWAYAT HIDUP ................................................................................... v 

MOTTO HIDUP ........................................................................................................ vi 

LEMBAR PERSEMBAHAN ................................................................................... vii 

KATA PENGANTAR .............................................................................................. viii 

ABSTRAK .................................................................................................................. xi 

ABSTRACT ................................................................................................................ xii 

DAFTAR ISI ............................................................................................................. xiii 

DAFTAR TABEL ................................................................................................... xvii 

DAFTAR GAMBAR .............................................................................................. xviii 

DAFTAR LAMPIRAN ............................................................................................. xx 

BAB I PENDAHULUAN ………………………………………………………….. 1 

1.1 Latar Belakang ...................................................................................................... 1 

1.2 Rumusan Masalah ............................................................................................... 12 

1.3 Tujuan Penelitian ................................................................................................ 13 

1.4 Signifikansi Penelitian ........................................................................................ 13 



 
 

xiv 

 

1.4.1 Signifikansi Akademik ................................................................................ 13 

1.4.2 Signifikansi Praktis ..................................................................................... 26 

1.5 Sistematika Penulisan ......................................................................................... 27 

BAB II KERANGKA TEORI  ................................................................................. 29 

2.1 Teori Strategi ...................................................................................................... 29 

2.2 Teori Pelayanan Publik ....................................................................................... 31 

2.3 Teori Sosialisasi .................................................................................................. 34 

2.4 Teori Efektivitas ................................................................................................. 41 

2.4.1 Indikator Efektivitas .................................................................................... 43 

2.5 Aplikasi Sentuh Tanahku .................................................................................... 46 

2.6 Kerangka Pemikiran ........................................................................................... 50 

2.7 Asumsi Penelitian ............................................................................................... 51 

BAB III METODOLOGI PENELITIAN  .............................................................. 53 

3.1 Paradigma Penelitian .......................................................................................... 53 

3.1.1 Paradigma Konstruktivisme ........................................................................ 53 

3.2 Metode Penelitian Kualitatif ............................................................................... 55 

3.3 Desain Penelitian ................................................................................................ 55 

3.4 Sumber dan Teknik Perolehan Data ................................................................... 56 

3.4.1 Teknik Perolehan Data ................................................................................ 58 

3.4.2 Teknik Perekrutan Informan ....................................................................... 60 

3.5 Teknik Analisis Data .......................................................................................... 61 



 
 

xv 

 

3.6 Goodness dan Quality Criteria Penelitian .......................................................... 64 

3.6.1 Trustworthiness (Kebenaran) ...................................................................... 65 

3.6.2 Authenticity (Otentisitas) ............................................................................ 67 

3.7 Tempat dan Waktu Penelitian ............................................................................. 68 

3.8 Jadwal Penelitian ................................................................................................ 68 

3.9 Keterbatasan Penelitian ...................................................................................... 68 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN  ........................................ 70 

4.1 Gambaran Umum Objek Penelitian .................................................................... 70 

4.1.1 Sejarah Direktorat Jenderal Tata Ruang Kementerian Agraria dan Tata 

Ruang/ Badan Pertanahan Nasional (ATR/BPN) ............................................ 70 

4.1.2 Profil Badan Pertanahan Nasional (BPN) Kabupaten Bekasi ..................... 75 

4.1.3 Tugas Pokok dan Fungsi ............................................................................. 76 

4.1.4 Visi dan Misi Badan Pertanahan Nasional (BPN) Kabupaten Bekasi ........ 79 

4.1.5 Jenis Layanan dan Biaya Layanan BPN Kab. Bekasi ................................. 80 

4.1.6 Struktur Organisasi Badan Pertanahan Nasional (BPN) Kabupaten Bekasi

 ......................................................................................................................... 81 

4.2 Hasil Penelitian dan Pembahasan ....................................................................... 82 

4.2.1 Strategi Badan Pertanahan Nasional Kabupaten Bekasi dalam 

Meningkatkan Pelayanan Publik ..................................................................... 82 

4.2.2 Sosialisasi Aplikasi Sentuh Tanahku yang dilakukan oleh Badan 

Pertanahan Nasional Kabupaten Bekasi ........................................................ 101 

4.2.3 Efektivitas Aplikasi Sentuh Tanahku bagi Masyarakat ............................ 109 

4.3 Perbedaan dan Persamaan Hasil Penelitian ...................................................... 117 



 
 

xvi 

 

4.3.1 Perbedaan Hasil Penelitian ....................................................................... 117 

4.3.2 Persamaan Hasil Penelitian ....................................................................... 118 

BAB V PENUTUP  .................................................................................................. 120 

5.1 Kesimpulan ....................................................................................................... 120 

5.2 Rekomendasi ..................................................................................................... 122 

5.2.1 Rekomendasi Akademik ........................................................................... 122 

5.2.2 Rekomendasi Praktis ................................................................................. 123 

DAFTAR PUSTAKA .............................................................................................. 125 

LAMPIRAN ............................................................................................................. 131 

 



 
 

xvii 

 

DAFTAR TABEL 

 

Tabel 1.1 Laporan Pengaduan 2021 .............................................................................. 5 

Tabel 3.1 Kriteria Informan dari Teknik Purposive Sampling ................................... 61 

Tabel 3.2 Keabsahan Data Penelitian Kuantitatif dan Kualitatif ................................ 64 

Tabel 3.3 Jadwal Penelitian......................................................................................... 68 

Tabel 4.1 Jenis Layanan dan Biaya Layanan BPN Kab. Bekasi ................................. 80 



 
 

xviii 

 

DAFTAR GAMBAR 

 

Gambar 1.1 Laporan Masyarakat Berdasarkan Instansi Terlapor 2020 ........................ 4 

Gambar 1.2 Laporan Masyarakat Dugaan Maladministrasi Agraria 2020 ................... 4 

Gambar 1.3 Laporan Masyarakat Berdasarkan Instansi Terlapor 2021 ........................ 4 

Gambar 1.4 Aplikasi Sentuh Tanahku ........................................................................ 10 

Gambar 2.1 Indikator Efektivitas DeLone dan McLean (2003) ................................. 43 

Gambar 2.2 Menu Awal Aplikasi Sentuh Tanahku .................................................... 48 

Gambar 2.3 Fitur yang tersedia di Aplikasi Sentuh Tanahku ..................................... 49 

Gambar 2.4 Fitur yang tersedia di Aplikasi Sentuh Tanahku ..................................... 49 

Gambar 2.5 Kerangka Pemikiran ................................................................................ 50 

Gambar 3.1 Model Analisis Data Interaktif Miles dan Huberman ............................. 63 

Gambar 4.1 Struktur Organisasi BPN Kab. Bekasi .................................................... 81 

Gambar 4.2 Mall Pelayanan Publik (MPP) dan Drive Thru BPN Kab. Bekasi .......... 86 

Gambar 4.3 Layanan Serba 21 .................................................................................... 88 

Gambar 4.4 Layanan Serba 22 dan Layanan Serba 17 ............................................... 88 

Gambar 4.5 Program PELATARAN .......................................................................... 89 

Gambar 4.6 Aplikasi Loketku ..................................................................................... 90 

Gambar 4.7 Alur Pendaftaran Lampion ...................................................................... 93 

Gambar 4.8 Tampilan Awal Aplikasi Sentuh Tanahku .............................................. 94 

Gam bar 4.9 Fitur Cari Berkas dan Lokasi Bidang ..................................................... 95 



 
 

xix 

 

Gambar 4.10 Fitur Plot Bidang dan Info Layanan ...................................................... 96 

Gambar 4.11 Fitur Sertipikat Hilang ........................................................................... 97 

Gambar 4.12 Fitur Sertipikat Saya .............................................................................. 98 

Gambar 4.13 Penggunaan Aplikasi Sentuh Tanahku 2017-2022 ............................. 103 

Gambar 4.14 Seminar Sosialisasi Aplikasi Sentuh Tanahku yang dilakukan oleh 

Kementerian ATR/ BPN .................................................................................... 104 

Gambar 4.15 Sosialisasi Aplikasi Sentuh Tanahku yang dilakukan oleh BPN Kab. 

Bekasi ................................................................................................................. 105 

Gambar 4.16 Sosialisasi Aplikasi Sentuh Tanahku melalui Media Konvensional ... 106 

Gambar 4.17 Sosialisasi Aplikasi Sentuh Tanahku melalui Media Baru (Media 

Sosial) ................................................................................................................ 107 

Gambar 4.18 Fitur yang sering diakses 2019-2021 ………………………………. 116 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

xx 

 

DAFTAR LAMPIRAN 

 

LAMPIRAN 1: PEDOMAN WAWANCARA ...................................................... 132 

LAMPIRAN 2: SURAT ......................................................................................... 135 

LAMPIRAN 3: JENIS DAN BIAYA LAYANAN BPN Kab. Bekasi .................. 139 

LAMPIRAN 4: OPEN CODING ............................................................................ 142 

LAMPIRAN 5: AXIAL CODING ........................................................................... 178 

LAMPIRAN 6: SELECTIVE CODING .................................................................. 181 

LAMPIRAN 7: PLAGIARISME ............................................................................. 184 

LAMPIRAN 8: DOKUMENTASI ......................................................................... 186 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

xxi 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

xxii 

 

 


