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This study evaluates the Eazy Passport policy as a mobile, collective
application innovation that reorients Indonesian immigration services
from a government centred to a citizen centred model to expand
equitable access during and after the COVID-19 period. Using a
systematic literature review of policy documents, operational circulars,
and field reports from 2020 - 2025, the analysis employs the
SERVQUAL framework to synthesise evidence across tangibility,
reliability, responsiveness, assurance, and empathy in community based
delivery contexts. Findings indicate consistent gains in tangibility,
responsiveness, assurance, and empathy enabled by on site biometric
capture, transparent SOPs, and proximity to applicant communities
which reduce office queues, lower travel costs, and target a four working
day turnaround after payment. Reliability gaps persist where ICT
connectivity is unstable and applicant document readiness is uneven,
producing variability in completion times and occasional rework at
service points. The study recommends standardising a minimum facility
package for all mobile units, building connectivity redundancy and
offline contingencies, providing concise pre service education (checklists
and micro videos) tailored to vulnerable groups, and upskilling staff in
technical and communication competencies to close residual quality
gaps. Overall, Eazy Passport demonstrates measurable service quality
improvements aligned with public service reform goals, with further
scalability contingent on targeted infrastructure and capability
strengthening across diverse locales.

Keywords: Eazy Passport, SERVQUAL, immigration services, public
service quality.

1. INTRODUCTION

The implementation of quality public service policies is one of the main indicators in
achieving good governance in the current era of bureaucratic reform. The Directorate General of
Immigration, as the institution responsible for travel document services for Indonesian citizens, has
implemented various innovations to improve service quality, one of which is through the
implementation of the Eazy Passport policy launched in 2020. This policy is a breakthrough in
collective passport services carried out outside the immigration office by visiting the applicant's
location, presenting a new paradigm in immigration services that are more responsive to the needs
of the community. The Eazy Passport service was introduced as a response to the challenges of
public services during the COVID-19 pandemic. More than that, this policy reflects a bureaucratic
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transformation toward more customer-oriented and efficient services. This program targets various
communities, including government offices, the Indonesian National Armed Forces (TNI) and the
Indonesian National Police (Polri), state-owned enterprises (BUMN) and regionally-owned
enterprises (BUMD), educational institutions, community organizations, and housing complexes,
with a minimum of 50 applicants per activity. This innovation not only provides easier access for
the public but also has the potential to increase Non-Tax State Revenue (PNBP) in the immigration
sector.

In the context of public administration theory, service quality is an important parameter in
measuring the performance of government organizations. Parasuraman, Zeithaml, and Berry in the
SERVQUAL model identified five dimensions of service quality: tangibles, reliability,
responsiveness, assurance, and empathy. This model has become an international standard in
measuring service quality and is relevant for application in evaluating the implementation of the
Eazy Passport policy. These five SERVQUAL dimensions provide a comprehensive framework for
assessing whether the Eazy Passport service innovation has succeeded in improving the quality of
passport issuance services compared to conventional service models. The transformation of the
public service paradigm has also attracted the attention of David Osborne and Ted Gaebler through
the concept of Reinventing Government, which emphasizes entrepreneurial government. These two
experts proposed ten principles for realizing a more effective government, including a government
that functions more as a guide than a driver, empowers the community, encourages competition, is
mission-oriented,  results-oriented,  customer-oriented, anticipatory, decentralized, and
market-oriented. This concept of reinventing government is highly relevant to the implementation
of Eazy Passport, which demonstrates the immigration bureaucracy's efforts to be more responsive,
customer-oriented, and innovative in providing services to the public.

Meanwhile, Robert Denhardt and Janet Denhardt, through their New Public Service theory,
offer an alternative paradigm that emphasizes serving rather than steering, where public
administrators should focus more on serving citizens rather than merely controlling or directing
them. This theory prioritizes the public interest, broader accountability, valuing citizens beyond
mere customers, strategic thinking, and democratic action. In the context of Eazy Passport, the New
Public Service approach is reflected in immigration efforts to reach out to the community and
provide more accessible services, demonstrating a commitment to better serving the public interest.
Ratminto and Winarsih also put forward a public service quality perspective, adapting the
SERVQUAL model to the context of public services in Indonesia. They emphasized the importance
of five indicators of public service quality tailored to the characteristics of Indonesian bureaucracy:
tangibles, reliability, responsiveness, assurance, and empathy. This model has been used in various
public service evaluation studies in Indonesia and has proven effective in measuring government
service performance, including in the context of immigration services.

The implementation of the Eazy Passport policy demonstrates a paradigm shift in
immigration services, shifting from the traditional model requiring applicants to visit immigration
offices to a proactive model where immigration officers visit applicants. This transformation not
only shifts the service mechanism but also the service philosophy, shifting from
government-centered to citizen-centered. This paradigm shift aligns with demands for bureaucratic
reform, which requires state officials to be more responsive, transparent, and accountable in
providing services to the public. Previous studies have shown that the quality of passport issuance
services still faces various challenges, such as technological system disruptions, limited human
resources, and procedural complexity, which impact public satisfaction. Research by Sukmawati,
Rijal, and Hermanu Iriawan indicates that reliability is the most problematic dimension in passport
issuance services, particularly related to system and network disruptions. Meanwhile, other research
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identifies the importance of service innovation in improving the quality of immigration services,
with Eazy Passport being one innovative solution that can overcome various limitations of
conventional services.

In the context of this research, the implementation of the Eazy Passport policy requires a
comprehensive review to understand the extent to which this policy has succeeded in improving the
quality of passport issuance services. A literature review is a relevant method for analyzing various
aspects of this policy's implementation, from service effectiveness, public satisfaction, process
efficiency, to its impact on achieving good governance in immigration services. An in-depth study
of the Eazy Passport implementation is expected to contribute to the development of public service
theory and practice, particularly in the context of immigration service innovation in Indonesia.
Research on the implementation of the Eazy Passport service policy in improving the quality of
passport issuance services is important to conduct considering that this policy is the latest
innovation in immigration services that has great potential for wider implementation. Through a
literature review approach, this study will examine various aspects of the implementation of the
Eazy Passport policy using a comprehensive theoretical framework from leading public service
experts, so as to provide a deep understanding of the effectiveness and impact of this policy in
improving the quality of passport issuance services in Indonesia.

2. LITERATURE REVIEW
Conceptual Background

Eazy Passport shifts the service model from government-centred to citizen-centred by
dispatching fully equipped immigration teams to workplaces, campuses, and residential compounds
with at least 50 applicants. The programme embodies the reinventing government principle of
entrepreneurial public administration advanced by Osborne and Gaebler, emphasising
responsiveness, competition, and mission focus. Denhardt and Denhardt’s New Public
Service paradigm also underpins the policy by prioritising “serve rather than steer” and viewing
citizens as partners, not mere clients. Service quality is analytically framed with Parasuraman,
Zeithaml, and Berry’s SERVQUAL model—tangibles, reliability, responsiveness, assurance, and
empathy—to gauge whether the outreach approach outperforms conventional counter-based
processing.

Synthesis of Prior Studies

Documented evaluations note that mobile biometric kits, on-site fee collection, and four-day
completion targets enhance the tangibles, responsiveness, and assurance dimensions of
SERVQUAL. Field reports cite user convenience, shorter queues, and reduced travel costs as key
benefits, signalling higher perceived reliability and empathy among community groups that
previously faced distance or time barriers. Policy circular IMI-1060.GR.01.01/2020 supplies legal
clarity and operational SOPs, while inter-agency coordination with local governments and state
postal services streamlines document delivery. Nevertheless, recurring IT disruptions in rural
venues and limited digital literacy occasionally erode reliability scores and prolong turnaround
times.

Critical Appraisal

Existing literature tends to rely on descriptive case reports rather than rigorous mixed-method
designs, leaving the magnitude of satisfaction gains and cost efficiencies under-quantified. Most
studies foreground efficiency indicators but give scant attention to equity metrics such as outreach
frequency in remote districts or inclusion of persons with disabilities. Comparative analyses
between Eazy Passport and other post-pandemic innovations (e.g., drive-thru pick-up, M-Paspor
upgrades) remain sparse, constraining broader policy learning.
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Research Gaps and Agenda

Future work should employ quasi-experimental designs to measure causal effects on
SERVQUAL gaps relative to counter services across diverse provinces.eazy.docx
Longitudinal tracking of non-tax revenue (PNBP) trends could clarify the scheme’s fiscal
sustainability and its alignment with good-governance objectives.eazy.docx
Incorporating digital-inclusion metrics and stakeholder-participation indices would deepen
understanding of how far Eazy Passport realises New Public Service ideals for vulnerable groups.

3. RESEARCH METHOD

This study uses a literature review approach to examine the implementation of the Eazy
Passport service policy in improving the quality of passport issuance services. The literature review
method was chosen because of its ability to systematically integrate, analyze, and synthesize
various previous research findings to build a comprehensive understanding of the phenomenon
under study. According toCooper in Creswell, the literature review has several objectives, namely
informing readers of the results of other studies closely related to the research conducted at that
time, connecting the research with existing literature, and filling gaps in previous studies. This
approach is highly relevant to studying the implementation of the Eazy Passport policy because it
allows for an in-depth analysis of various aspects of the policy from theoretical and practical
perspectives that have been developed in previous literature.

The methodology used in this research refers to the frameworkWebster & Watson
(2002)which provides a systematic structure for conducting a theoretical literature review. Webster
& Watson recommends a literature search process that begins with identifying leading journals in
the fields of public administration and immigration services, followed by backward and forward
searches to ensure comprehensiveness of literature sources. The matrix concept developed by
Webster & Watson is also applied to group studies based on theoretical concepts such as service
quality, public service innovation, policy implementation, and public satisfaction. This approach
allows for the identification of patterns, research gaps, and theoretical contributions that can be
generated from the literature analysis on Eazy Passport.

This research also integrates elements fromsystematic literature review methodology
Kitchenhamwhich emphasizes the importance of clearly defining research questions, determining
appropriate keywords, and specifying the databases to be used. Kitchenham suggests stages that
include formulating research questions, extensive literature searches, screening for inclusion,
assessing the quality of primary studies, data extraction, and data analysis. The databases used in
this study include national and international journals in the field of public administration, official
government news portals, and institutional publications related to immigration policy to ensure the
validity and reliability of the literature sources. The inclusion criteria set include the relevance of
the topic to Eazy Passport, the methodological quality of the publications, and contributions to the
understanding of public service policy implementation.

The data analysis process follows the framework developed byTemplier & Paréwhich
identifies six generic steps in conducting a literature review: formulating research questions and
objectives, searching for extensive literature, screening for inclusion, assessing the quality of
primary studies, extracting data, and analyzing data. The analysis was conducted thematically by
organizing the literature based on key themes such as the SERVQUAL service quality dimensions,
the theory of reinventing government, New Public Service, and good governance in the context of
immigration services. The validity of the findings was strengthened through source triangulation
using a combination of academic journals, official news, and government publications that
discussed the implementation of Eazy Passport from various perspectives. The results of the
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analysis were then presented in the form of a narrative synthesis that describes conceptual
developments, empirical findings, and research gaps related to the implementation of the Eazy
Passport policy in improving the quality of passport issuance services.

4. RESULTS AND ANALYSIS
Understanding and Explanation of Eazy Passport

Eazy Passport is an immigration service innovation launched by the Directorate General of
Immigration on June 30, 2020, in response to the challenges of public service during the COVID-19
pandemic. This service allows people to apply for passports collectively outside of immigration
offices, with immigration officers visiting applicants' locations directly, such as offices, educational
institutions, communities, and housing complexes. The application process, interviews, and
biometric data collection are conducted at the location, eliminating the need for applicants to come
to the immigration office. Completed passports can be collected collectively or delivered to homes
via PT Pos Indonesia.

The Eazy Passport program aims to improve the accessibility and efficiency of passport
issuance services, while simultaneously reducing the spread of COVID-19 by reducing crowds at
immigration offices. This service targets community groups with a minimum of 50 applicants per
activity, allowing for a more efficient and collaborative application process.

According to Edwinarta (2022), Eazy Passport is a service innovation that provides
convenience for the public, especially those who have difficulty visiting immigration offices due to
distance or time constraints. This service also supports the government's efforts to achieve good
governance through more responsive and adaptive public services to community needs.

SERVQUAL analysis of Eazy Passport

Analysis of Eazy Passport's service quality can use the SERVQUAL model developed by
Parasuraman, Zeithaml, and Berry, which consists of five dimensions: tangibles, reliability,
responsiveness, assurance, and empathy.

e Tangibles (Physical Evidence):Eazy Passport provides off-site service facilities with
equipment equivalent to immigration offices, such as mobile service cars and biometric
devices, so that applicants still get a professional and comfortable service experience. The
tangibility dimension of Eazy Passport is reflected in the use of portable biometric devices,
collective forms, and mobile service units that come directly to the community's location,
reducing costs and access distance for passport applicants. This strengthening of physical
evidence elements is evident in field studies that found officers' equipment and display
standards improved the perception of service professionalism, although the consistency of
supporting facilities in some locations still needs to be standardized. Within the SERVQUAL
framework, these findings align with the literature emphasizing the importance of physical
evidence and adequate facilities as prerequisites for a good service experience in passport
services.

e Reliability:This service is considered reliable due to its timely and procedural delivery, with
passport processing within four business days of non-tax state revenue (PNBP) payment.
However, several technical issues, such as system disruptions and a lack of public
understanding of the procedures, have been encountered. The dimension of reliability is
reflected in the average completion target of four working days after payment of non-tax state
revenue (PNBP) and the consistency of fulfilling collective SOPs, which is considered
effective for areas with a wide distribution of demand like Bengkulu. An evaluation study at
the Bengkulu Immigration Office concluded that the implementation of Eazy Passport was "in
accordance with policy and gradually overcoming obstacles," although reliability was still
impacted by technical disruptions and resource limitations in some implementations. Previous
literature on passport service quality also showed that reliability often decreases when
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networks and back-office operations are not stable, leading to quality gaps in some
dimensions.

Responsiveness:Immigration officers are responsive to community needs by visiting applicants
and providing clear information regarding service procedures and requirements. Public
awareness and education are key to optimal utilization of this service. The responsiveness
dimension significantly increased because the shuttle model cut down office queues and sped
up the front-end flow, which was directly felt by the beneficiary community. However, a study
on Sebatik Island found that some applicants still did not understand the process for collective
applications (application letters and requirements), so the responsiveness of the team in the
field was still "held back" by incomplete administrative documents from the applicants. This
pattern is common in passport services, where the officer's quick response doesn't
automatically close the gap if the applicant's understanding of procedures and document
completeness is insufficient.

Assurance:The staff involved in the Eazy Passport service are trained and guarantee security
and legal certainty during the passport issuance process. Health protocols are also strictly
enforced throughout the service. The assurance dimension is relatively strong because the
officers' credentials, clear SOPs, and the certainty of the collection process foster a sense of
security for applicants at non-office locations. Evaluations at the Bengkulu Immigration Office
show that clear roles and procedures reduce ambiguity during mass services, contributing to
applicants' trust in the final document outcome. Immigration literature confirms that assurance
is influenced by officer training, SOP compliance, and information clarity, making continuous
competence improvement a determinant of service certainty perception..

Empathy (Empathy):This service demonstrates empathy by providing easy access for
community groups who have difficulty coming to immigration offices, such as communities in
remote areas or educational institutions. The dimension of empathy is strengthened because
the scheme targets specific communities such as offices, educational institutions, and
residential areas—giving personal attention to the mobility and time constraints of the target
community. Field research found applicants felt "helped" by the presence of services near their
homes, although certain vulnerable groups still required additional support such as more
inclusive socialization materials. Previous passport service quality studies also assessed
empathy related to the availability of active assistance and individual attention at service
points, especially for first-time applicants.

Service quality
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According to Zeithaml, Berry, and Parasuraman, these five dimensions are very important to
ensure public satisfaction with public services, and Eazy Passport has strived to fulfill these five
aspects in its implementation.

Supporting and Inhibiting Factors of Eazy Passport

The main supporting factors for the implementation of Eazy Passport are government policy
support through clear regulations, the commitment of immigration officers, and public enthusiasm
for public service innovation. According to Osborne and Gaebler (1992), innovation in public
services is strongly influenced by visionary leadership and the drive to make changes towards more
efficient and effective services. Furthermore, other supporting factors include the use of information
technology in administrative and coordination processes, as well as cross-sector synergy between
immigration, local governments, and community groups. This aligns with Denhardt & Denhardt
(2003) who emphasized the importance of collaboration and a focus on public service in the New
Public Service.

However, there are several inhibiting factors in the implementation of Eazy Passport. One of
these is limited human resources and infrastructure, especially in areas far from the city center or
with limited transportation access. According to Ratminto and Winarsih (2010), challenges in
public services in Indonesia are often related to limited bureaucratic capacity and infrastructure.
Other inhibiting factors include technical challenges such as information technology system
disruptions and a lack of public understanding of these new collective service procedures.
Furthermore, the COVID-19 pandemic poses a unique challenge, as mobility restrictions and strict
health protocols can impact the smooth operation of services in the field.

Public awareness and education are crucial to ensure they understand the procedures and
requirements of the Eazy Passport service. Immigration offices need to conduct comprehensive
campaigns to raise public awareness of the benefits of this service. Regular evaluation and policy
adjustments are also necessary to ensure Eazy Passport services continue to adapt to the needs and
desires of the public. With continuous improvement and optimization, this program has the potential
to further enhance the quality of passport services in the future and positively impact Indonesian
society at large.

5. CONCLUSION

The implementation of Eazy Passport successfully shifted the paradigm of immigration
services from government-centered to citizen-centered thru a mobile service scheme that expanded
access, reduced queues at offices, and lowered transaction costs and time for collective passport
applicants in various target communities. Applying the SERVQUAL framework shows a
strengthening of the tangibility, responsiveness, assurance, and empathy dimensions thru mobile
service units, portable biometric devices, clear SOPs, and service proximity to the community,
although reliability is still occasionally eroded by network disruptions and variations in
infrastructure readiness at different locations. Conceptually, this policy is consistent with
Reinventing Government and New Public Service because it emphasizes user orientation,
multi-stakeholder collaboration, and proactive service, thus aligning with the agenda for
bureaucratic reform and improving the performance of immigration public services.

On the other hand, some challenges that need to be addressed include the ICT gap outside
the office, limited trained human resources, and uneven literacy among applicants regarding
procedures, which impacts delays and document returns, particularly in terms of reliability and
responsiveness. Key recommendations include standardizing minimum facility packages for all
mobile units, strengthening network continuity and offline work plans, improving officers'
technical-communicative training, and providing concise and inclusive pre-service socialization for
vulnerable groups so that quality gaps can be consistently reduced across all implementation sites.

41



ACKNOWLEDGEMENTS

The authors gratefully acknowledge the Directorate General of Immigration and the
Immigration Offices that facilitated field coordination and provided access to operational
information relevant to the analysis of the Eazy Passport policy, which substantially strengthened
the empirical grounding of this article. Appreciation is extended to the academic supervisors and
colleagues at Politeknik Pengayoman/Politeknik Imigrasi for constructive comments on study
design, SERVQUAL instrumentation, and manuscript clarity during multiple internal reviews. The
authors also thank the community partners and organizational coordinators who supported
collective-application sessions and contributed practical feedback on front-line implementation
challenges and improvement priorities.

REFERENCES

Analisis pelayanan paspor pada kantor imigrasi (kajian kualitas). (t.t.). Jurnal Dialektika Administrasi.
[Artikel jurnal].jurnaldialektika

Direktorat Jenderal Imigrasi. (2024, 26 Desember). Imigrasi kembali cetak rekor di 2024, melaju cepat dalam
tubuh yang baru. [Press release].imigrasi

Direktorat Jenderal Imigrasi. (2025, 14 Agustus). Laporan Kinerja Direktorat Jenderal Imigrasi Tahun 2024.
[Laporan kinerja].imigrasi

Evaluasi pelaksanaan kegiatan Eazy Paspor sebagai inovasi layanan keimigrasian. (t.t.). Jurnal Administrasi
Imigrasi (JAIM), 247/217. [Artikel jurnal].journal.poltekim

Evaluasi penerapan kebijakan Eazy Passport pada Kantor Imigrasi Kelas I TPI Bengkulu. (t.t.). Journal of
Administrative Immigration Development (JAID). [Artikel jurnal].journal.poltekim

Fitri, N. (2022). Inovasi pelayanan keimigrasian melalui program Eazy Passport oleh Kanim Kelas II TPI
Sebatik  Nunukan Kalimantan Utara. eJournal Administrasi Publik  FISIP  Unmul.
[ Artikel/skripsi].ejournal.fisip-unmul

Implementasi prinsip New Public Service dalam pelayanan paspor layanan prioritas ramah HAM. (t.t.).
Indonesian Research Journal in Education, artikel 991. [Artikel jurnal].itje

Innovative Governance dalam penerapan Eazy Passport. (t.t.). International Journal of Economics, Social,
Political, and Governance (IJESPG). [Artikel jurnal].ijespgjournal

Kantor Imigrasi Kelas II TPI Bengkalis. (2024, 6 Januari). Layanan ramah HAM. [Halaman informasi
layanan].bengkalis.imigrasi

Kantor Imigrasi Kelas I Khusus TPI Batam. (2024, 4 Juni). Pelayanan ramah HAM Kantor Imigrasi Kelas I
Khusus TPI Batam. [Berita resmi].image.jpg

Kantor Imigrasi Kelas I TPI Pekanbaru. (2025, 27 Juli). JEMPOL HAM: Layanan istimewa untuk hak asasi
manusia di Kantor Imigrasi Pekanbaru. [Berita resmi].kanimpekanbaru.kemenkumham

Kitchenham, B. (2007). Guidelines for performing systematic literature reviews in software engineering
(Tech. Rep. EBSE-2007-01). Keele University & University of Durham. [Metodologi

SLR].legacyfileshare.elsevier
Kualitas pelayanan pembuatan paspor di kantor imigrasi (studi kepuasan). (t.t.). JPPMR UNDIP. [Artikel

jurnal].ejournal3.undip

Kualitas pelayanan publik dalam pembuatan paspor online di Indonesia. (2019). Universitas Indonesia, Tesis.
[Tesis].lib.ui

Maheswari, D. R. (2021). Strategi peningkatan kualitas layanan paspor dalam memberikan kepuasan kepada
masyarakat. Journal of Administrative Immigration Development, 2(1), 45-60. [Artikel
jurnal].journal.poltekim

Pasaribu, P. Y., & Briando, B. (2019). Pelayanan publik keimigrasian berbasis HAM sebagai perwujudan tata
nilai PASTI Kemenkumham. Jurnal Penelitian HAM, 10(1), 39-56.garuda.kemdikbud

Pengaruh kualitas pelayanan terhadap kepuasan (studi pada layanan paspor). (t.t.). E-Jurnal Kinerja dan
Perilaku Pelayanan. [Artikel jurnal].jurnal.ubl

4


https://jurnaldialektika.com/index.php/piani/article/download/78/70/90
https://www.imigrasi.go.id/siaran_pers/2024/12/27/imigrasi-kembali-cetak-rekor-di-2024-melaju-cepat-dalam-tubuh-yang-baru
https://www.imigrasi.go.id/file/download?hash=8f816605911edd9808190df627d64ca1&id=80&updated_at=2025-08-14+15%3A19%3A22
https://journal.poltekim.ac.id/jaim/article/download/247/217/
https://journal.poltekim.ac.id/jaid/article/view/397
http://ejournal.ap.fisip-unmul.ac.id/site/wp-content/uploads/2022/11/eJournal%20Fitri%201802015023%20(11-23-22-01-27-25).pdf
https://irje.org/irje/article/view/991
https://ijespgjournal.org/index.php/shkr/article/download/223/205/742
https://bengkalis.imigrasi.go.id/fasilitas/layanan-ramah-ham/
https://kanimpekanbaru.kemenkumham.go.id/berita-utama/jempol-ham-layanan-istimewa-untuk-hak-asasi-manusia-di-kantor-imigrasi-pekanbaru
https://legacyfileshare.elsevier.com/promis_misc/525444systematicreviewsguide.pdf
https://ejournal3.undip.ac.id/index.php/jppmr/article/download/14500/14028
https://lib.ui.ac.id/detail?id=20500169&lokasi=lokal
https://journal.poltekim.ac.id/jaid/article/download/225/194
http://download.garuda.kemdikbud.go.id/article.php?article=1625746&val=12377&title=Pelayanan+Publik+Keimigrasian+Berbasis+HAM+Sebagai+Perwujudan+Tata+Nilai+PASTI+Kemenkumham
https://jurnal.ubl.ac.id/index.php/ejkpp/article/viewFile/1922/1947

Peraturan Menteri Imigrasi dan Pemasyarakatan Nomor 2 Tahun 2025. (2025). Tentang layanan dan tata

kelola keimigrasian. [Regulasi].peraturan.bpk
Reformasi layanan Sameday Service Paspor. (t.t.). Dialogue: Jurnal Administrasi Publik UNDIP. [Artikel

jurnal].ejournal?.undip

Ryanindityo, M., Mulyawan, B., Purnomo, A. S., Syahrin, M. A., & Agitha, N. (2024). Human rights
approach to improve passport services for vulnerable groups in Indonesia. Journal of Social and
Political Sciences, 7(2), 123—135. [ Artikel jurnal].asianinstituteofresearch

Sukmawati. (2020). Kualitas pelayanan pembuatan paspor pada Kantor Imigrasi Kelas II TPI Biak. Jurnal
Kebijakan dan Manajemen Publik, 7(3), 215-228. [Artikel jurnal].jurnal.kemendagri

43


https://peraturan.bpk.go.id/Download/378162/Permen%20Imipas%20Nomor%202%20Tahun%202025.pdf
https://ejournal2.undip.ac.id/index.php/dialogue/article/download/24033/11960
https://www.asianinstituteofresearch.org/JSParchives/human-rights-approach-to-improve-passport-services-for-vulnerable-groups-in-indonesia
https://jurnal.kemendagri.go.id/index.php/mp/article/download/630/400/3926

	Implementation of the Eazy Passport Service Policy in Improving the Quality of Passport Issuance Services 

