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Abstract. This research aims to see how the information system of Computerized Land Activities (KKP Web) is applied in Batam City Land Office to improve services and implement the principles of good governance. The method used is a qualitative approach, with data collection through in-depth interviews, observation, and documentation. The results show that KKP Web helps improve efficiency, accuracy, and transparency in services. The system allows online tracking of documents, setting user access rights, and accountable supervision. In terms of service, employees show a friendly attitude, have good technical skills, and are responsible for the community. Principles of good governance such as accountability, transparency, democracy, and compliance with the law have also been implemented through this system. Although there are still some challenges, such as infrastructure and human resource readiness, improvement efforts are ongoing. Thus, the Web MPA is proven to support good public services and effective governance.
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1. Introduction
In Indonesia, the National Land Agency (BPN) is a government agency tasked with carrying out land-related tasks in accordance with the provisions of applicable laws and regulations. To support the management of state affairs, the Ministry of Agriculture and Spatial Planning, also known as the National Land Agency of the Republic of Indonesia, is responsible for the management of agricultural affairs, land affairs, and spatial planning within the government. The Ministry of Agriculture and Spatial Planning, or BPN, offers strategic solutions, especially in the case of overlapping licenses in disputed areas.
At the Batam City Land Office, the service system has been changed from a manual system to a computerized system in 2020. Batam City Land Office uses a web-based computerized service system called "Land Computerization Activity" as its computerized service system. Web KKP is expected to be better so that it can realize excellent service (Puspitasari et al., 2014).
Meeting people's needs for basic services is one of the primary responsibilities of government. Satisfaction of these needs is critical to the stability and continuity of the governance system. It is envisioned that technological advances, performance improvements, and quality enhancements will result in high-quality services that are fast, simple, controllable, useful, transparent, and accountable in accordance with the changing needs of society. However, technology or computerization is essential to meet the demand for more reliable and effective information systems. The availability of computers has facilitated the production of ideas by providing new perspectives for their use in government agency services. (Pradipta & Rani, 2020).
The objectives of computerizing land administration tasks are to increase the effectiveness of land administration, improve the quality of land information, facilitate land data management, reduce the cost of storing digital land data that does not require paper records, and improve computer technology skills for BPN employees. In addition, it is expected that this approach will reduce the challenges associated with land rights registration. The National Land Agency is tasked with developing land information and management systems, including creating text and spatial data applications for land registration services, as well as compiling land ownership and tenure databases integrated with e-government, e-commerce, and e-payment systems, in accordance with Article 1 paragraph (b) of Presidential Regulation No. 34/2003 on National Policy in the Land Sector. (Suhartati et al., 2023) .
The community, which is the party in need of services, is the main target in the provision of outstanding services (Article 1 of Law No. 25/2009). Therefore, to provide high quality public services, superior services are indispensable. The use of reliable and adequate information technology to provide fast, simple and accurate services, as well as a comprehensive and well-organized land administration system, is one way to improve the standard of superior services. Digitalization-especially the computerization of land administration services, or Web CTFs-enables the use of reliable and adequate information technology. (Syamsi et al., 2015). 
The concept of good governance is also increasingly becoming a focus in public management, which emphasizes accountability, transparency, democracy and the rule of law. The implementation of a good information system in Batam City Land Office can be a strategic step in realizing the principles of good governance. CTF Web applications are used by land services in their efforts to provide outstanding services. Batam City Land Office is one of the land offices that has used KKP Web Application.
This study aims to determine the Application of Communication Information System in Improving Excellent Service and Realizing Good Governance at Batam City Land Office.

2. Literature Review
2.1 Information System
According to (Obrien & Marakas, 2011) A systematic collection of hardware, software, communication networks, data sources, human resources, and policies and procedures related to the process of storing, retrieving, using, modifying, and presenting information in an organization is called an information system. Information systems in an organization have various functions, including supporting decision making by upper management, assisting supervision, facilitating problem analysis by middle management, and simplifying complex organizational policies to make them easier to understand.
According to (Laudon and Lau-don, 2020) data, protocols, software, hardware, and human resources form the structure of information systems. Information system tasks or activities include:
a. Input: The process of recording or collecting raw data
b. Processing: Transforming raw data into meaningful information
c. Output: Providing processed information for user needs.

2.2 Computerization of Land Activities (Web MPA)
General Electric (2014) states that the introduction of LOC (Electronic Land Office Service) or land office computerization in 1997 marked the beginning of the computerization of land services (Badan Pertanahan Nasional (BPN), 2005). Through cooperation between Spain (CIMSA) and Indonesia (BPN), LOC was developed. Phase 1, Phase 2A, and Phase 2B comprise the 700 billion rupiah LOC project (CIMSA Ig AIE, 2015). LOC uses Smallworld, a spatial application developed by General Electric to manage spatial databases. Some characteristics of Smallworld include object-oriented programming, the ability to manage spatial databases, the ability to interact with other applications that require geographic data, and the use of Java technology with Oracle Spatial DBMS.

2.3 Excellent Service
Excellent service is the best service that can be offered by a business to meet the demands and expectations of clients, both inside and outside the organization, according to Daryanto and Setyobudi (2015).
According to (Parasuraman, Zeithaml, and Berry, 2022) Excellent service is the quality of service that can meet or even exceed customer expectations. There are five main dimensions in excellent service quality, namely:
a. Physical Evidence (Tangibles) 
b. Reliability 
c. Responsiveness
d. Assurance
e. Attention (Empathy)

2.4 Good Governance
Mardiasmo, (2022) explains how the principles of accountability, democracy, transparency and the rule of law are integral to the concept of good governance. The following is an explanation of these qualities:
a. Accountability
Accountability is the obligation that the government has towards the people for all the actions it takes. To ensure that every government official and state institution carries out its responsibilities with accountability and without impunity, accountability is required. Therefore, to prevent abuse of power, the state administration must perform its duties honestly and sincerely, in accordance with the framework established by statutory provisions and legitimate public policies.
b. Democracy
Democracy is important in Good Governance because democracy has three important main elements, the three main elements are participation, awareness of dissent, and realization of the public interest. These three main things must be applied as well as possible in the process of state administration.
c. Transparency
Transparency is based on the basic principle of freedom to obtain information, information that is important to the public must be available to those who need it.
d. Rule of Law
A just rule of law has the nature of being implemented without discriminating against each party. The rule of law must be built so that state institutions and state administrators can perform their assigned duties based on the belief to comply with applicable laws and regulations.

3. Research Method
3.1 Location and Informants 
This research was conducted at the Land Office of Batam City, with informants consisting of functional employees, service officers, and service users. The selection of informants was done purposively, i.e. those who are directly involved in the operation and utilization of KKP Web system.

3.2 Data Collection Technique
Primary data collection was conducted by researchers, i.e. empirical data obtained from informants based on the results:
a) Interview 
One way to obtain information with a total of five informants.
b) Observation
Direct observation of an object contained in the Batam City Land Office environment that is currently taking place. With direct observation, it can help and facilitate the research on the application of information system (computerization of land activities) in achieving excellent service and good governance at the Batam City Land Office.
c) Documentation
Collecting information based on document records and reports so that it is related to the research to be carried out by collecting data or information systems of the KKP Web to be studied.

3.3 Data Analysis Technique
Data were analyzed using the Miles and Huberman model (1992: 90) which includes data reduction, data presentation, and conclusion drawing. To ensure data validity, triangulation of data sources and data collection was used, namely by comparing the results of interviews, observations, and documentation to obtain valid results.

4. Result And Discussion
4.1 Result
The results showed that the Computerized Land Activities Information System (KKP Web) has been actively implemented at the Batam City Land Office since 2020 as part of the transformation of digital-based services. This system is used in almost all land service processes, from application submission to printing of land documents. In its implementation, KKP Web serves as the main tool to support the efficiency, accuracy, and orderliness of the service process. Officers can validate data more quickly, access information easily, and avoid overlapping documents because all archives are stored digitally.
In addition to speeding up internal work processes, this system also provides easy access for the public. Land service applicants can monitor the status of their applications online and come directly to the office. This reduces the burden of queuing and increases public satisfaction with the service. The public also feels more confident because the entire process is systematically recorded and documented, and can be seen transparently.
On the other hand, the implementation of services by officers shows the application of the principles of excellent service. Officers provide services in a friendly and open manner, explain the flow of procedures clearly, and assist people who experience difficulties. Observations show that the electronic queuing system is running well, and the service room is equipped with visual information that is easy to understand. The public is also given the opportunity to submit suggestions or complaints through online complaints via WhatsApp.
The use of KKP Web also strengthens good governance practices in this office. Service activities that were previously difficult to monitor can now be directly supervised by the leadership through the monitoring dashboard. Each user account is recorded in the system and its activities can be audited, supporting the principle of accountability. Service information is delivered openly and can be widely accessed by the public, reflecting the principle of transparency. In addition, the community is also given space to participate through service satisfaction surveys and complaint facilities that are followed up in real time. The services provided are based on the applicable laws and regulations and the SOPs that have been established as a reference, showing the consistency of the application of the rule of law principle in land services.
Although the system is generally running well, there are some obstacles that are still encountered, such as limited internet network and lack of readiness of some employees in operating the system. However, the Batam City Land Office has made various improvement efforts through training, periodic evaluation, and improvement of supporting facilities. The overall result of this research shows that the implementation of Web CTF has made a real contribution in realizing faster, open and accountable public services.
Table 1. Results of Triangulation of Data Sources
	No
	Aspects Examined

	Interview

	Observation

	Documentation / Supporting Sources

	Triangulation Result


	1.
	MPA Web Information System
	Implemented since 2020, this system makes it easier to input and validate data.
	Officers input and validate digital data according to procedures.
	Digital document validation records stored in the KKP Web information system.
	Valid


	2.
	Service Excellence: Speed and Accessibility
	Digital queuing system can speed up the service process.
	Digital queue available, fast and friendly service.
	Digital queue system, public satisfaction survey, implementing 5S culture.
	Valid

	3.
	Good Governance: Transparency

	The public can track service status online via WhatsApp.

	Digital queue display and service flow are clearly displayed.
	WhatApp of Batam City Land Office, SOP available in the service room.
	Valid

	4.
	Good Governance: Accountability

	Employee activities are automatically recorded, there are access restrictions.

	Each employee only accesses features according to their role.

	User structure and system access rights.
	Valid

	5.
	Good Governance: Democratic and Responsive
	Public complaints are accommodated and followed up by public relations The batam city land office via Whatsapp.
	Online service complaints, survey forms and personal response complaints are available.
	Complaint service, community survey form.
	Valid

	6.
	Good Governance: Rule of Law
	Service refers to the SOP.
	Service according to standard procedures.

	PP No. 24 of 1997, land SOP.
	Valid



Based on the results of triangulation of data sources from interviews, observations, and documentation show the same thing. The three data sources support and reinforce each other, thus strengthening the truth of the findings. It can be concluded that the implementation of Web CTF information system in Batam City Land Office is proven to support the improvement of excellent service and the implementation of good governance principles. All aspects studied, such as service efficiency, transparency, accountability, democracy, and compliance with the rule of law show valid results.

Table 2. Data Collection Triangulation Results
	No.
	Aspects Examined

	Interview

	Observation

	Documentation


	1.
	Implementation of KKP Web

	Informants explain the function of the CTF Web system
	View computer usage and data validation activities
	SOPs and employees accessing the system.

	2.
	Excellent Service
	The informant mentioned that the service is fast, responsive, and friendly.
	There is a digital queue, the waiting room is comfortable, and officers are actively helping.
	Community satisfaction survey and documentation in the service room.


	3.
	Transparency
	The public is given access to information to inquire about service status online.
	Service flow and public information are displayed.
	WhatsApp of Batam City Land Office and fee information board.

	4.
	Accountability
	Officers work based on access rights.

	Each employee only accesses data according to his/her role.
	KKP user account structure.
1. Yudo: Can access all services on KKP Web.
2. Arie: Can access all services in KKP Web except signing authority.
3. Iim: Can access all services on KKP Web.
4. Azzam: Only accesses land book validation and letter of measurement.
5. Fajri: Only accesses land book validation and Surat ukur.

	5.
	Democracy and Community Participation


	Complaints and community survey tools are available.
	People make online complaints and fill out community satisfaction surveys.
	Complaints, community survey.

	6.
	Rule of Law
	All services are carried out based on the applicable SOP.
	Services are carried out according to the sequence of procedures.
	Legal documents: PP No. 24/1997, SOP of BPN RI.



Based on the results of triangulation of data collection techniques through interviews, observation, and documentation. The three techniques show that the implementation of Web CTF information system in Batam City Land Office has been effective in supporting excellent service and good governance principles. The similarity of findings from various techniques proves that the data obtained is valid.

Table 3. Results of Data Reduction
	Questions
	Respondents
	Research
	Field Findings
	Analysis

	How is the implementation of KKP Web information system in supporting excellent service and good governance principles in Batam City Land Office?


	Validation Analyst, Front Office, PPNPN, HR Analyst.

	KKP Web has been implemented since 2020 to support service digitization, improve efficiency, and strengthen the principles of accountability, transparency, democracy, and compliance with the law.
	KKP Web accelerates the data input and validation process, allows online tracking of service status, provides an online complaint feature, and ensures that all processes refer to SOPs and laws and regulations.
	The application of good governance principles through the KKP Web system is reflected in the following:
1. Accountability: employee activities are recorded by the system, and access rights are limited according to their respective roles/responsibilities .
2. Transparency: the public can access information and monitor services via WhatsApp during working hours from 08.00-15.00 WIB.
3. Democracy: available complaint feature, community satisfaction survey.
4. Rule of Law: Fair service does not discriminate and the entire service process follows the SOP and PP No. 24 of 1997.



Table 4. Observation Results
	
No
	
Aspect observed
	Observation Result

	
Notes


	
	
	Yes

	No

	

	1.
	Officers use the CTF Web system
Digital queue available
	

√
	
	Using a web-based computer, officers actively enter and verify data.


	2.
	Digital queue available

	
√
	
	The electronic system is already in place at the service queue.

	3.
	Fast and friendly service

	

√
	
	Officers offer services with enthusiasm and responsiveness.

	4.
	Service flow is clearly displayed

	
√
	
	There is an information board on service procedures and fees

	5.
	Each employee only accesses features according to their role
	
√
	
	System access is restricted   based on their respective roles.

	6.
	Online service complaints are available
	
√
	
	Public complaints are responded to personally via WhatsApp


	7.
	There is a public satisfaction survey on the services provided
	

√
	
	Community satisfaction surveys are conducted after receiving services.

	8.
	Service according to standard procedures (SOP)
	
√
	
	In accordance with the SOP of the Ministry of Land of the Republic of Indonesia

	9.
	Stable internet network in all rooms
	
	


√
	During the observation, some locations experienced slow internet connections due to efficiency in accordance with government policies.

	10.
	All officers are proficient in using the CTF Web system
	
	
√
	There are still employees who need further training related to the system.


	11.
	Implementing the 5S culture
	√
	
	All employees must follow the 5S culture towards the community.



Observations showed that employees use the web CTF according to procedures, the digital queue speeds up services and the service is friendly. Service information is clear, system access is restricted according to role. Online complaints and surveys are available. Services are in accordance with SOPs, the network is still unstable and some officers need training. 5S culture has been implemented.

Table 5. Key Performance Indicator (KPI)
	
No
	
KPI Indicator
	Before Implementation of KKP Web
	After Implementation of KKP Web
	
Data Source

	1.
	Service time per file
	±5-7 days
	±2-3 days (depending on type of service)
	Interview, SOP, field observation

	2.
	Number of digital queues per day

	150/day (Still using manual queue)

	250-300/day

	Documentation of digital queue


	3.
	Number of public service complaints per month
	Not yet fully recorded
	35 people/month (Responded to via WhatsApp by public relation)
	Interview, WhatsApp service documentation

	4.
	Land Book digital document validation rate (%)
	Before 2020 it was still manual
	Average 93.45% Land Book validation (January-June 2025)
	Web MPA validation data table

	5.
	Level of public satisfaction with services
	Manual survey
	There is an online survey via QR code
	QR survey documentation interview, observation

	6.
	Accountability of employee acces to the system
	Not yet fully monitored
	Limited based on each employee’s role
	System user account structure

	7.
	Availabilty of file tracking channels
	Must come directly to the office
	File tracking available via WhatsApp
	Observation, WhatsApp service documentation 

	8.
	Compliance with SOPs and legal rules
	Refer to PP No. 24/1997 and BPN SOPs
	Refers to PP No. 24/1997 and BPN SOPs
	Legal documentation and SOPs

	9.
	Service work culture (5S: smile, greeting, salutation, etc)
	Already implemented
	Applied in all services
	Observation and field photos

	10.
	Transparency facility (service flow and fees)
	Manual and must be asked to the service officer
	Available in the service room openly
	Observation, information board documentation



KPIs become clear benchmarks, each KPI indicator such as service time, number of queues, document validation rate, number of complaints, public satisfaction survey shows that the digitization of Web CTF improves the quality of public services at the Batam City Land Office. The community satisfaction survey is used as a benchmark because it comes directly from service users, conducted after the service is received.

4.2 Discussion
The results showed that the Computerized Land Activities Information System (KKP Web) has been actively implemented at the Batam City Land Office since 2020 as part of the transformation of digital-based services. This system is used in almost all processes of land services, from application submission to printing of land documents. In its implementation, KKP Web serves as the main tool to support the efficiency, accuracy, and orderliness of the service process. Officers can validate data more quickly, access information easily, and avoid overlapping documents because all archives are stored digitally.
In addition to speeding up internal work processes, this system also provides easy access for the public. Land service applicants can monitor the status of their applications online and come directly to the office. This reduces the burden of queuing and increases public satisfaction with the service. The public also feels more confident because the entire process is systematically recorded and documented, and can be seen transparently.
On the other hand, the implementation of services by officers shows the application of the principles of excellent service. Officers provide services in a friendly and open manner, explain the flow of procedures clearly, and assist people who experience difficulties. Observations show that the digital queuing system is running well, and the service room is equipped with visual information that is easy to understand. The public is also given the opportunity to submit suggestions or complaints through online complaints via WhatsApp.
The use of KKP Web also strengthens good governance practices in this office. Service activities that were previously difficult to monitor can now be directly supervised by the leadership through the monitoring dashboard. Each user account is recorded in the system and its activities can be audited, supporting the principle of accountability. Service information is delivered openly and can be widely accessed by the public, reflecting the principle of transparency. In addition, the community is also given space to participate through service satisfaction surveys and complaint facilities that are followed up in real time. The services provided are based on the applicable laws and regulations and the SOPs that have been established as a reference, showing the consistency of the application of the rule of law principle in land services.
Although the system is generally running well, there are some obstacles that are still encountered, such as limited internet network and lack of readiness of some employees in operating the system. However, the Batam City Land Office has made various improvement efforts through training, periodic evaluation, and improvement of supporting facilities. The overall result of this research shows that the implementation of Web CTF has made a real contribution in realizing faster, open and accountable public services.
From the research results, the Application of Computerized Information System for Land Activities (KKP Web) in Achieving Excellent Service and Good Governance at the Batam City Land Office. The application of good governance principles to public services through the KKP Web system at the Batam City Land Office is adjusted to public service standards, with details as follows:
a) Accountability: Systematic division of authority, digital footprint of employee activities.
b) Transparency: Disclosure of information on fees, service procedures, and online application tracking.
c)  Democracy: Public participation through online complaint services, and public satisfaction surveys.
d) Rule of Law: All service processes refer to SOPs and official regulations such as PP No. 24 of 1997.
Research conducted by Pradipta and Rani (2020) entitled Application of Information Systems (Computeriation of Land Activities) in Achieving Good Governance at the Ministry of Agrarian Affairs and Spatial Planning or Malang City Land Agency which uses independent variables with descriptive analysis techniques with a qualitative approach, obtained the results The use of the KKP Web system has provided benefits in terms of efficiency, ease of data recording, and supporting public services. Thus, based on the literature review, the data in this study can be said to be valid because it is supported by similar findings from previous studies, and strengthened through data triangulation methods in the form of interviews, observations, and documentation that show the consistency of the implementation of the KKP Web system in improving public services and supporting the principles of good governance.
The urgency of this research is important because it answers the urgent need for modernization of public services in the digital era. The transformation from manual system to KKP Web system in Batam City Land Office reflects a good effort in improving excellent service to the community, realizing the principles of good governance, assessing the effectiveness of digital implementation, ensuring compliance with laws and regulations.
5. CONCLUSION AND SUGGESTION
a. Conclusion
The CTF Web information system at Batam City Land Office has been working well as the main tool for digitizing services, improving efficiency, and ease of public access to information. Despite the constraints faced by the internet network and human resources, this has not hampered the overall service. Excellent service is achieved through the friendly attitude of employees, information disclosure, and adequate facilities, with a focus on public satisfaction. The KKP Web system also applies good governance principles such as accountability, transparency, democracy, and rule of law. The implementation of these two principles results in faster, more open, and accountable services. 

b. Suggestion
To improve the effectiveness of the Web CTF system at the Batam City Land Office, it is recommended that technological infrastructure such as internet network and supporting devices be improved, periodic training for employees be conducted to optimize system mastery, and socialization to the public be expanded so that they understand the benefits and how to use digital services. In addition, complaint mechanisms and satisfaction surveys need to be strengthened as a basis for evaluation, and the implementation of good governance principles should be evaluated regularly to ensure that services remain transparent, accountable, participatory, and in accordance with applicable regulations.
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