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Abstract 

Ensuring everyone can see and understand how government services work is crucial. Thanks to new technology, the 

immigration office in Batam City has begun using a new computer system called SIMKIM to assist with passport ser-

vices. This study examines how SIMKIM regulations were created, how it is used, and the challenges and solutions. 

The study discusses how the law supports SIMKIM, how workers and the public use it, and the challenges they face, 

such as a lack of computers or a lack of familiarity with digital devices. Overall, SIMKIM helps speed up, improve, and 

simplify the passport application process. The study suggests that to improve services, they need to improve regulations, 

provide more training to workers, build better computer systems, and teach more people how to use digital technology. 
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1. Introduction 

 Transparent, efficient, and accountable public services are one of the main requirements for achieving good gov-

ernance. As a form of public service, passport services provided by the Directorate General of Immigration are in the 

spotlight, given their role in fulfilling citizens' rights to obtain valid travel documents. In an effort to address various 

issues such as bureaucratic red tape, slow service processes, and lack of transparency, the government has implemented 

the Immigration Management Information System (SIMKIM). SIMKIM is a technology-based innovation aimed at 

accelerating immigration service processes, reducing the potential for abuse of authority, and enhancing public trust in 

the performance of immigration agencies. However, in its implementation in Batam City, which is one of the areas with 

high population mobility, the implementation of SIMKIM still faces various challenges. Although theoretically this 

system is capable of improving transparency and efficiency in passport services, on-the-ground realities reveal chal-

lenges from technical, legal, and human resource perspectives.  

 The importance of fast, efficient, and transparent public services lies in their function as the fulfillment of the basic 

rights of citizens within the framework of the rule of law. Philipus M. Hadjon states that good public services are a 

reflection of the state's compliance with the principles of good governance, which include transparency, accountability, 

and effectiveness [1]. In the context of globalization and technological developments, efficient public services have 

become an urgent need. According to Sondang P. Siagian, the use of information and communication technology in 

public services can cut down on lengthy bureaucracy, reduce the potential for abuse of authority, and speed up the 

delivery of services to the public [2]. Transparency in public services plays a significant role in preventing administrative 

irregularities, such as illegal levies or corruption. According to Dwiyanto, transparency promotes information disclosure 

and service accessibility, enabling the public to monitor and assess the performance of service providers objectively [3].  

With transparency, the public feels involved in the service process and has legal certainty regarding their rights. In the 

implementation of SIMKIM, for example, transparency is realized through an integrated system that is easy for service 

applicants to monitor. Additionally, fast and accountable public services play a significant role in enhancing a country's 

competitiveness. In the midst of global development, countries with well-functioning public service systems are more 

likely to be trusted in terms of investment and economic growth. Dwight Waldo, in his theory on public administration, 

emphasizes that the success of a government lies in its ability to effectively respond to public needs through mechanisms 
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that are fast, transparent, and accountable [4].  With a technology-based system, people can access services inde-

pendently through digital platforms without having to rely on time-consuming manual processes.  This not only im-

proves service effectiveness but also reduces opportunities for maladministration practices such as illegal fees and abuse 

of authority. The implementation of information technology in public services also plays a role in realizing the principles 

of transparency and accountability. According to Dwiyanto, the transparency resulting from the use of technology cre-

ates openness of information, enabling the public to access, monitor, and evaluate the performance of public services 

[3].  The application of technology in the government sector is an integral part of bureaucratic reform known as the 

concept of e-Government. According to Richard Heeks in his book Implementing and Managing e-Government, e-

Government is the government's effort to utilize digital technology to improve the effectiveness, efficiency, transparency, 

and accessibility of public services [5]. Bureaucratic reform through e-Government aims to respond to public needs 

more quickly and simplify service procedures through the integration of technology into administrative systems. Gov-

ernments that adopt e-Government not only improve service quality but also create open and accountable governments. 

In the immigration sector, the application of technology in the form of the Immigration Management Information System 

(SIMKIM) is a concrete example of e-Government implementation in public services. SIMKIM aims to improve the 

effectiveness of immigration services, such as passport issuance, which were previously prone to lengthy bureaucracy 

and non-transparent practices. 

 The implementation of e-Government such as SIMKIM is not only oriented towards improving service quality, 

but also aims to build public trust in government performance. According to Dwight Waldo, technology in public ad-

ministration serves as a means to create a more responsive, transparent, and accountable government in fulfilling the 

rights of the people [6]. In the context of passport services in Batam City, the implementation of SIMKIM is an important 

part of the government's efforts to reduce bureaucratic barriers and respond to public demands for more modern, effec-

tive, and legally certain services. The Immigration Management Information System (SIMKIM) is a technology-based 

innovation developed by the Directorate General of Immigration of the Ministry of Law and Human Rights of the 

Republic of Indonesia to support more modern and efficient immigration services. SIMKIM is an integrated system that 

covers various immigration services, such as passport issuance, border control, and immigration data management. Ac-

cording to Erna Susanti in her book Inovasi Pelayanan Publik Berbasis Teknologi Informasi (Information Technology-

Based Public Service Innovation), SIMKIM was introduced as a solution to the challenges of manual services, which 

are often prone to bureaucratic red tape, delays, and a lack of transparency [6]. As an innovation in public services, 

SIMKIM is also in line with the principles of e-Government, where technology is used to improve the effectiveness and 

efficiency of government administration. According to Richard Heeks, technology-based systems such as SIMKIM are 

capable of creating better public service governance through process simplification, more accurate data management, 

and wider accessibility for the public [5]. 

 The use of technology in public services has a strong legal basis in Indonesia's administrative law system. The 

principles of effective, efficient, and transparent public services are regulated in Law No. 25 of 2009 on Public Services, 

which states that the government is obligated to provide quality services by utilizing information technology. Article 21 

of this Law stipulates that public service providers must implement information technology systems as part of efforts to 

improve the efficiency and accessibility of services. In the field of immigration, the legal basis for the use of technology 

is stipulated in Law No. 6 of 2011 on Immigration, which regulates immigration supervision and services. Article 40 of 

this Law states that the implementation of immigration services must support the interests of the state through the ef-

fective and transparent use of technology. This aligns with the principles of good governance, which emphasize effi-

ciency, transparency, and accountability in public services. More specific regulations regarding the implementation of 

SIMKIM can be found in Regulation of the Minister of Law and Human Rights Number 11 of 2024 concerning Amend-

ments to Regulation of the Minister of Law and Human Rights Number 22 of 2023 concerning Visas and Stay Permits. 

This regulation emphasizes that the use of information technology is intended to accelerate immigration services and 

increase transparency in every stage of service. Article 2 of the regulation states that the technology system must be 

used in an integrated manner to minimize deviations and expedite decision-making. In the context of passport services, 

Minister of Law and Human Rights Regulation No. 18 of 2022 amending Minister of Law and Human Rights Regulation 

No. 8 of 2014 on Ordinary Passports and Travel Documents Equivalent to Passports serves as the legal basis for the 

implementation of SIMKIM as a system facilitating the issuance of passports in a fast and transparent manner. Article 

11 of this regulation states that the immigration information system must be used to simplify administrative processes 

and improve the quality of services provided to the public. With this regulation, passport services through SIMKIM are 

not only administrative in nature but also have a legal basis supporting the improvement of public services. According 

to Miftah Thoha, technology-based service policies must be implemented with professional governance to ensure effi-

ciency and public trust in government services [7]. The main problem (core problem) in the use of SIMKIM in passport 

services in Batam City lies in the suboptimal implementation of the system in realizing fully transparent and accountable 
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public services. Although the system has streamlined administrative processes and reduced face-to-face interactions, 

challenges remain, such as limited public access to clear service information, low digital literacy, and inconsistencies in 

the implementation of standard operating procedures (SOPs) by field staff. Additionally, internal oversight of system 

usage is weak, leaving room for maladministration practices that have not yet been fully eliminated. This issue indicates 

that the legal implementation of SIMKIM is not yet fully aligned with the principles of transparency and accountability 

mandated by Law No. 25 of 2009 on Public Services. Therefore, an in-depth legal analysis is needed to assess the 

effectiveness of the system and to provide recommendations for improvements in terms of regulations and implemen-

tation in the field. 

 

2. Literature Review 

2.1. Definition of Administrative Law and Public Services 

  Administrative law is a branch of law that regulates how government administration is carried out and how the 

relationship between state administrators and the public is conducted. According to Philipus M. Hadjon, administrative 

law is the law that regulates the obligations and authorities of administrative officials in carrying out governmental 

functions, as well as the legal remedies available to members of the public who feel they have been wronged by 

administrative actions [1]. In other words, administrative law serves as the legal basis for the provision of public services 

by the government to the community, as well as providing a mechanism for controlling the authority of state 

administrative officials. State administrative law is also related to the management of public services that are fair, 

transparent, and accountable. State administrative law is a legal rule that regulates all actions or decisions of the 

government in providing services to the community, both in the form of policies and concrete actions taken by public 

officials. This law aims to create an orderly, organized, and lawful system of government. Therefore, administrative law 

plays a crucial role in ensuring citizens' rights to access good and fair public services [8]. 

 

2.2 Basic Principles of Administrative Law 

 Law Number 25 of 2009 concerning Public Services stipulates the basic principles that must be fulfilled by public 

service providers. The principle of transparency is one of the main principles regulated in this Law. Transparency 

requires openness of information regarding procedures, costs, and service timelines, enabling the public to understand 

and monitor every stage of the service process. According to Dwiyanto, the principle of transparency aims to minimize 

the abuse of authority and build public trust in government institutions [3]. The next principle is accountability, which 

is the obligation of service providers to be responsible for every policy, action, and result of the services provided. This 

principle ensures that public services are carried out professionally and are accountable both legally and ethically. 

According to Sondang P. Siagian, accountability in public services is an absolute requirement to prevent corruption and 

irregularities in administrative services [2]. 

 

2.3 The Concept of E-Government in the Provision of Public Services  

 The concept of e-Government is the use of information and communication technology (ICT) by the government 

to improve the quality of public services, transparency, and efficiency in the management of state administration. 

According to Richard Heeks, e-Government is the transformation of public services through digital technology that 

connects the government with the community, the business world, and other stakeholders [5]. The main objective of 

implementing e-Government is to create a transparent, efficient, effective, and community-oriented government. 

According to Dwiyanto in Reformasi Birokrasi Publik di Indonesia (Public Bureaucratic Reform in Indonesia), e-

Government enables public services to run faster, reduces red tape, and minimizes opportunities for abuse of authority 

[3]. The use of information technology in public services aims to overcome traditional bureaucratic obstacles, such as 

slow, inefficient processes and a lack of transparency. Technology enables the government to provide faster and more 

efficient services through integrated digital systems. According to Erna Susanti in Inovasi Pelayanan Publik Berbasis 

Teknologi Informasi (Information Technology-Based Public Service Innovation), digitizing public services can cut 

through long bureaucratic chains, resulting in faster services and lower operational costs [6]. 

 

2.4 Definition and Objectives of the Immigration Management Information System 

   (SIMKIM)  

 The Immigration Management Information System (SIMKIM) is an information technology-based system devel-

oped by the Directorate General of Immigration of the Ministry of Law and Human Rights of the Republic of Indonesia 

to support digital immigration administration. SIMKIM covers the management of immigration services, such as pass-

port issuance, border control of people, and the management of data on foreign nationals entering and exiting Indonesia. 

According to Heru Santoso in his journal titled Implementation of Information Technology in the Immigration System 
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in Indonesia, SIMKIM aims to accelerate service processes, minimize administrative errors, and enhance transparency 

in public services [9]. Thus, SIMKIM is a strategic step in supporting the modernization of immigration bureaucracy. 

The main objective of implementing SIMKIM is to improve the effectiveness and efficiency of public services in the 

field of immigration. This system enables centralized and real-time management of immigration data, thereby stream-

lining administrative processes and improving accuracy. According to Bambang Riyanto, the implementation of SIM-

KIM aims to support government policies on bureaucratic reform by utilizing digital technology as a tool for modern-

izing public services [10]. 

 

3. Methodology 

 The specifications and/or type of research in this thesis is normative legal research combined with sociological 

(empirical) legal research using secondary data obtained directly from primary sources through field research via inter-

views and primary data as sources/information in the form of primary legal materials, secondary legal materials, and 

tertiary legal materials. Thus, research methods can be defined as the principles and procedures for solving problems 

encountered in conducting research. Methods are used in research, which is essentially a process of rediscovering the 

truth. This will answer questions that arise about a research object. Research is a means used to strengthen, nurture, and 

develop knowledge. The specification of this research is only to conduct analysis up to the level of detection, which is 

analyzing and presenting facts systematically so that they are easier to understand and conclude. The approach used in 

this study is a combination of the normative approach of “legal research” and the empirical approach of “juridical soci-

ologies.” The research mechanism using this combined approach is carried out by analyzing the research explanation 

using inductive reasoning, which leads to deductive reasoning and vice versa. This is done by the author to help explain 

the relationship between the research variables and the research object, thereby producing an understanding that is very 

helpful to readers, especially researchers and academics. The location of this study was carried out in the Riau Islands 

Province, specifically at the Class I Special Immigration Office in Batam. This location was determined based on the 

data that was the object of this thesis research. 

 In the thesis titled “Legal Analysis of the Implementation of the Immigration Management Information System 

(SIMKIM) in Passport Services in Batam City Towards Transparent Public Services,” the data collection techniques 

used were a combination of library research and field research. Library research was conducted to examine and analyze 

the legal basis and policies related to the implementation of SIMKIM, referring to various primary legal sources such 

as Law No. 6 of 2011 on Immigration, Law No. 25 of 2009 on Public Services, Minister of Law and Human Rights 

Regulations, as well as secondary legal materials in the form of books on administrative law, scientific journals, and 

relevant literature. This technique aims to gain theoretical and legal understanding of the subject matter and strengthen 

the normative analysis in the research. 

 

4. Results and Discussion 

4.1 Legal Regulations on the Immigration Management Information System  

   (SIMKIM) in Passport Services Towards Transparent Public Services  

 Public services in the context of administrative law are a manifestation of the state's obligation to fulfill the basic 

rights of citizens. Normatively, public services are defined as all forms of service provision by state administrators to 

the community with the aim of meeting needs in the areas of services, goods, and administration. According to Philipus 

M. Hadjon, public services are the concrete form of the performance of governmental functions by state administrative 

officials, which must be based on the principles of legality and protection of citizens' rights [1]. In this context, passport 

services provided by immigration offices are part of the state's legal responsibility to ensure the right to valid travel 

documents. In the context of immigration services, these principles form the legal basis for developing technology-

based service innovations, such as the implementation of the Immigration Management Information System (SIMKIM). 

As an information technology-based system, SIMKIM must be able to meet the requirements of administrative law 

principles by ensuring transparency in service processes, clarity in administrative procedures, and accountability from 

implementing officials. Therefore, the existence of SIMKIM in passport services is not merely a technical administrative 

issue but also an integral part of the implementation of good governance principles rooted in public administrative law. 

The state, within the framework of modern administrative law, has a legal responsibility to utilize advances in infor-

mation technology as a means of providing public services. This obligation is reflected in Law No. 25 of 2009 on Public 

Services, particularly Article 21, which states that public service providers are required to provide public service facili-

ties and infrastructure that are in line with advancements in science and technology. This underscores that the use of 

technology is not merely a bureaucratic innovation but has become a legal obligation for the state to fulfill the public's 

right to fast, easy, and transparent services. In the context of immigration, this obligation is realized through the imple-

mentation of SIMKIM as regulated in Regulation of the Minister of Law and Human Rights of the Republic of Indonesia 
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Number 17 of 2016 concerning Information Technology-Based Immigration Services and Management. This system is 

designed to support the efficient implementation of immigration services, particularly in terms of passport application 

management, border control, and the integration of national immigration data.  With a digital system such as SIMKIM, 

the state can minimize bureaucratic red tape and maladministration, as well as build public trust in immigration agencies 

as service providers. Furthermore, the state's obligation to provide technology-based services also includes the respon-

sibility to protect public data, ensure the accuracy of information, and prevent the abuse of authority by officials. Ac-

cording to administrative law theory, this responsibility is not only administrative in nature but also involves legal 

protection for the public as legal subjects receiving services. Therefore, the state is not only required to provide a system 

such as SIMKIM, but also to ensure that the system operates in accordance with the law, is transparent, and is institu-

tionally accountable. In the context of Batam City as a border area with high mobility, this obligation becomes even 

more important in order to realize transparent, fast, and legally certain passport services. Under Law No. 6 of 2011, 

SIMKIM is defined as an ICT (Information and Communication Technology) system that supports the collection, pro-

cessing, and presentation of information in the implementation of immigration functions. This not only covers admin-

istrative services but also supports border control of people crossing borders and supports data-driven decision-making. 

 The use of SIMKIM is therefore not only administrative but also strategic in supporting the functions of state 

sovereignty. In Law No. 63 of 2024, which is the third amendment to Law No. 6 of 2011, the importance of enhancing 

immigration functions by expanding the authority of immigration officials, including in law enforcement, is reaffirmed. 

Although this law does not directly add new clauses on SIMKIM, the context of strengthening the role of immigration 

in the digital era continues to underpin the need for a strong and reliable management information system such as SIM-

KIM. In Law No. 25 of 2009 on Public Services, passport services by immigration are categorized as part of state 

administrative services. Article 1(1) of this law states that public services are activities aimed at fulfilling the public's 

needs for administrative services in accordance with laws and regulations. Therefore, the use of SIMKIM in passport 

services is part of the state's efforts to fulfill the public's administrative rights efficiently and in accordance with regula-

tions. Article 4 of Law No. 25 of 2009 establishes the principles of public service delivery, such as transparency, ac-

countability, legal certainty, efficiency, and speed. The implementation of SIMKIM is aimed at fulfilling these princi-

ples. This system enables passport applicants to obtain information on costs, schedules, and the status of their applica-

tions digitally, thereby reducing reliance on direct interaction and minimizing opportunities for corruption and bureau-

cratic red tape. Law No. 25 of 2009 also stipulates that every service provider must establish service standards and 

provide a public information system (Articles 21–23). SIMKIM serves as the concrete form of a public service infor-

mation system capable of providing accurate, up-to-date, and electronically accessible data, as outlined in Article 1(9) 

of this Law. 

 Ministerial Regulation No. 8 of 2014 regulates the operational implementation of SIMKIM for passport services 

and other immigration-related services. This regulation emphasizes the importance of using an electronic-based system 

for collecting and processing immigration data to expedite service processes and oversight of both foreign nationals and 

Indonesian citizens. Ministerial Regulation No. 8 of 2014 also states that SIMKIM is used as a tool for integrating 

immigration data between work units, including Immigration Offices in regions such as Batam City. The use of this 

system ensures legal certainty, as every process is recorded electronically and documented, thereby minimizing the 

potential for abuse of authority and strengthening the accountability of service providers. Ministerial Regulation No. 17 

of 2016 subsequently updated the previous provisions by emphasizing the importance of interoperability among immi-

gration systems and improving the quality of public services through the development of an advanced SIMKIM system. 

 The aim is to ensure that digital-based services are not only fast and convenient but also secure and accountable. 

From a normative perspective, the legal regulation of SIMKIM in passport services in Batam City has a strong founda-

tion in legislation, starting from Law No. 6 of 2011 and its amendments, Law No. 25 of 2009, to Ministerial Regulations 

governing technical implementation. However, the effectiveness of its implementation depends heavily on how consist-

ently these regulations are translated into practice to ensure compliance with the principles of transparent and account-

able public service. The results of document studies and annual immigration reports indicate that the implementation of 

SIMKIM in Batam has supported several aspects of transparent public service principles, such as the availability of 

online service schedules, passport status tracking, and restrictions on direct interaction. However, based on data pro-

cessed from reports by the Ombudsman and the Inspector General's Office of the Ministry of Law and Human Rights, 

it was found that in some cases, there were still complaints from the public regarding system delays, limited access to 

information, and a lack of understanding of digital procedures, particularly among applicants from the general public. 

The relationship between national regulations and technical implementation in Batam City also shows a gap between 

norms and reality. Normatively, regulations provide a clear mandate to provide passport services efficiently and free 

from illegal fees. However, in practice, processes such as photo and biometric data collection still involve manual queu-

ing and have not been integrated with an online appointment booking system. This indicates that the substantive legal 
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provisions at the national level have not yet been fully translated into standardized and responsive technical procedures 

at the local level. 

 

4.2 Implementation of the Immigration Management Information System 

   (SIMKIM) in Passport Services Towards Transparent Public Services at the 

   Class I Special TPI Batam Immigration Office 

 The Batam Special Class I Immigration Office has a long and dynamic history, reflecting the rapid growth of 

Batam City as an economic and tourism hub. The origins of this institution date back to 1971 when it began as a Landing 

Post at Batu Ampar Port, which was then under the jurisdiction of the Directorate General of Immigration in Belakang 

Padang. As the region developed, its status was upgraded to the Sekupang Directorate General of Immigration Office 

in 1979, which was officially inaugurated on April 7, 1980. This change marked the beginning of a more significant 

role in managing immigration traffic in Batam. On April 15, 1991, the jurisdiction of the Sekupang Immigration Office 

was expanded to officially include the city of Batam, though it did not include the Belakang Padang district. This de-

velopment was also accompanied by the relocation of the office to a more representative building in Batam Centre, 

which was officially inaugurated on April 30, 1994. This relocation not only reflected an increase in physical capacity 

but also demonstrated a commitment to providing better services in line with the city's infrastructure development. At 

this time, the office oversaw five Immigration Checkpoints (TPI), indicating an expanding operational scope. 

 Another important milestone occurred on August 7, 1995, when the name of the Sekupang Immigration Office 

was changed to the Batam Immigration Office. The office was then classified as a Class I Immigration Office, with its 

jurisdiction adjusted to align with Batam's authority, covering Batam Island, Rempang, Galang, and Galang Baru. This 

classification confirmed the office's strategic position as the frontline in immigration control and services in one of 

Indonesia's most important border areas. The Batam Special Class I Immigration Office has the primary task of carrying 

out some of the main duties and functions of the Ministry of Immigration and Corrections in the field of immigration. 

As a Technical Implementation Unit (UPT) under the Regional Office of the Directorate General of Immigration for the 

Riau Islands, this office plays a crucial role in implementing immigration policies. This includes providing public ser-

vices, monitoring foreign nationals, and enforcing immigration laws to uphold national sovereignty and public order. 

The functions of this office are diverse and encompass various aspects of immigration. Internally, it handles adminis-

trative tasks, immigration-related information technology, and communication. In terms of public services, its functions 

include issuing travel documents such as passports and immigration residence permits. This role is vital, given the high 

mobility of residents and tourists in Batam. Additionally, intelligence and enforcement functions are also important to 

ensure compliance with regulations and prevent violations.  

 With the advancement of technology, the role of the Special Class I Immigration Office TPI Batam is increasingly 

required to adapt to technological innovations. The operation of nine TPI offices in its jurisdiction, including the Batam 

Centre Port which has been operational since 2003, demonstrates the growing operational complexity. In this context, 

the implementation of the Immigration Management Information System (SIMKIM) is a strategic step to enhance the 

efficiency and transparency of passport services, ensuring that the people of Batam can enjoy more modern and ac-

countable public services. Prior to the implementation of the Immigration Management Information System (SIMKIM), 

passport issuance services at the Batam Special Class I Immigration Office were still dominated by manual and semi-

digital mechanisms. Based on interviews with senior service staff, initial processes such as registration, form filling, and 

document submission were conducted directly at the counter using paper forms. This led to long queues, potential data 

overlap, and high dependence on administrative staff. The average passport processing time ranged from 7 to 10 working 

days, and service transparency was often suboptimal due to the lack of publicly available information for the public 

[11]. 

 Following the full implementation of SIMKIM in 2018, passport service procedures underwent significant trans-

formation. Based on observations and field data, the passport application process now begins with online registration 

through the M-Paspor application, which is directly integrated with the central SIMKIM system. Applicants are required 

to fill in their personal details, select an appointment time, and upload the required documents digitally. Upon arriving 

at the immigration office at the scheduled time, verification, biometric data collection, and interviews are conducted in 

an integrated system, eliminating the need to move between counters. This change has reduced service time to an average 

of 3–4 working days, as confirmed by service counter staff during interviews. In interviews with service users, the 

majority stated that after the implementation of SIMKIM, transparency and certainty of service time had improved [12]. 

One indicator of this is the availability of passport application status notifications via email or the app, as well as the 

availability of information on costs and requirements in digital form.  
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However, a number of respondents from the elderly and low-educated communities admitted that they still had difficulty 

accessing and understanding digital procedures, so they still needed assistance from other parties or immigration officers 

[13]. However, this innovation is not without challenges. Qualitative surveys in the field found that access to digital 

technology and digital literacy remain major obstacles for some groups in society. In addition, network disruptions and 

a lack of backup devices during technical problems are obstacles to maintaining service stability. Some respondents 

expressed concerns about delayed queue schedules due to system downtime, particularly during periods of high server 

load, such as before holidays or during the Hajj season. From an effectiveness perspective, the implementation of SIM-

KIM has successfully improved the speed and ease of passport services significantly. The average processing time for 

passports before SIMKIM was 7–10 working days, while after SIMKIM was implemented, this time was reduced to 3–

5 working days. Interviews with the Head of the Travel Documents Section revealed that the existence of SIMKIM has 

helped to speed up the data validation process and reduce bribery, as all transactions and service processes are monitored 

within the system [14]. In addition to speed, the ease of access to services has also improved. Based on a brief survey 

of passport applicants, the majority of respondents expressed satisfaction with the SIMKIM system because it allows 

them to prepare documents and register from home. However, certain groups of the population, particularly the elderly 

and those with limited digital literacy, still face difficulties in understanding the process of using the M-Paspor and 

SIMKIM applications. This highlights the need for ongoing guidance and education. 

 The next transparency indicator is access to official fee information. In the SIMKIM system, passport fees are 

automatically listed according to the type of application selected by the applicant. Based on interviews with counter 

staff and cashiers, there is no room for fee manipulation because the system has locked the nominal amount in accord-

ance with PNBP (Non-Tax State Revenue) regulations. Interviews with applicants also showed that they did not en-

counter any additional costs beyond the stipulated fees. This proves that SIMKIM plays an important role in preventing 

illegal fees (pungli) and strengthening the integrity of public services [15]. Normatively, indicators of transparency and 

accountability in SIMKIM-based public services are in line with the principles of Administrative Law. According to 

administrative law doctrine, public services must adhere to the principles of transparency, efficiency, and legal certainty, 

as stipulated in Law Number 25 of 2009 on Public Services. SIMKIM, as an information technology-based system, is 

deemed to have largely fulfilled these principles, particularly in ensuring the public's right to access open, certain, and 

directly accessible services. 

 

4.3 Challenges and Solutions of the Immigration Management Information 

    System (SIMKIM) in Passport Services Toward Transparent Public  

    Services at the Class I Special TPI Batam Immigration Office 

 One of the main obstacles in the implementation of SIMKIM in Batam City is legal obstacles, particularly related 

to overlapping regulations and the lack of synchronization of standard operating procedures (SOPs). Interviews with 

structural officials at the Immigration Office revealed that there are differences in interpretation between central regu-

lations (such as the Minister of Law and Human Rights Regulation) and technical implementation in the field, particu-

larly regarding document validation, approval processes, and service timelines [16]. In addition, weak internal oversight 

of system implementation is also a significant legal obstacle. Based on observations and interviews with technical staff, 

monitoring of SIMKIM usage is still carried out conventionally and has not been fully integrated into a digital audit 

system that can record all service activities in real time. As a result, there are gaps in monitoring procedural non-com-

pliance, service delays, or other irregularities that could potentially undermine the principles of transparency and ac-

countability in public services [17]. In addition to legal and technical barriers, this study also identified social barriers, 

particularly in the form of low digital literacy among the public. Interviews with passport applicants revealed that many 

people still do not understand the online registration process, how to use the M-Paspor app, and the digital verification 

process. The most affected groups are the elderly and applicants from low-educational backgrounds. They tend to rely 

on third-party assistance or intermediaries, which indirectly creates opportunities for brokerage practices and misinfor-

mation [18]. Considering these three types of obstacles—legal, technical, and social—it can be concluded that the im-

plementation of SIMKIM in Batam City has indeed brought progress in terms of service speed and efficiency. However, 

structural and cultural barriers remain obstacles to achieving truly transparent and accountable passport services. There-

fore, regulatory updates, enhanced technical capacity, and an educational approach toward the public are essential as an 

integrated strategy to address these barriers sustainably. One of the main strategies recommended based on the results 

of field research is the improvement of regulations and adjustment of standard operating procedures (SOPs) for digital 

services. Based on interviews with structural officials and technical staff at the Batam Special Class I Immigration 

Office, it was found that some of the SOPs used are still manual-based and not fully integrated with the SIMKIM digital 

system. Therefore, revisions and synchronization of SOPs are needed to align them with application-based service work-

flows and information technology, including emergency response procedures in the event of system disruptions. Internal 
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regulations also need to be revised to make them more adaptive to technological developments and responsive to the 

needs of service users [19]. In the context of strengthening the implementation of these regulations, it is crucial to 

improve the capacity of immigration officials through ongoing technical training. Based on observations and interviews 

with service officers, the training currently provided is still basic and rarely updated in line with developments in SIM-

KIM versions or updates. Officers are expected to not only master technical operational aspects but also be able to 

handle complaints, educate applicants, and implement the principles of excellent service. Therefore, a regular training 

scheme is needed that covers system updates, technical troubleshooting, and public service communication approaches 

[20]. 

 These outreach efforts also need to be carried out continuously through various platforms, including social media, 

printed brochures, and community workshops. The officials interviewed suggested that education should also be pro-

vided when the public visits immigration offices, through digital information screens and live simulations of the appli-

cation's use. This strategy not only improves public understanding of digital services but also increases public partici-

pation in monitoring passport services, ultimately strengthening the principles of transparency and accountability. Over-

all, based on field findings, the improvement strategy for SIMKIM implementation cannot be carried out partially but 

must be comprehensive and simultaneous, emphasizing normative aspects (regulatory and SOP improvements), tech-

nical aspects (infrastructure and human resource training), and social aspects (public education). With this approach, 

the implementation of SIMKIM in Batam City will be more in line with the principles of administrative law, especially 

in realizing transparent, efficient, and equitable public services in the digital era. In closing, the researchers stated that 

the results of this study showed a strong synchronization between the theory used and the field findings. Lawrence M. 

Friedman's Legal System Theory successfully explains that the effectiveness of SIMKIM implementation in passport 

services in Batam City does not solely depend on the legal substance (applicable regulations) but is also significantly 

determined by the implementing structure (institutions and immigration officers) and legal culture (legal awareness and 

behavior of the public and officials).These three elements have been proven to influence each other in supporting or 

hindering the realization of transparent public services. Field findings regarding the lack of synchronization of SOPs, 

infrastructure limitations, and digital literacy among the public are concrete reflections of the three elements' suboptimal 

performance in an ideal legal system. 

 

5. Comparison 

 This research on the implementation of the Immigration Management Information System (SIMKIM) in Batam 

City emphasizes a juridical analysis that links positive legal norms with passport service practices. The main focus is 

on transparency, accountability, and legal certainty as part of the principles of good governance. This differs from Ah-

mad Yulianto's (2017) research in Surabaya, which focused more on system efficiency in accelerating services, but was 

not optimal in terms of transparency due to technological infrastructure constraints. Thus, Jimmy's research broadens 

the discussion by adding an analysis of legal regulations and their impact on people's rights. Furthermore, when com-

pared to Rini Wijayanti's (2022) research on the evaluation of IT implementation in tax services, there are similarities 

in the findings of technical constraints in data integration. However, the striking difference lies in the object of study: 

Rini's research focuses on taxes, while Jimmy's focuses on immigration. Jimmy's research is also more in-depth in terms 

of legal aspects because it links SIMKIM with the Immigration Law and the Public Service Law.  

 Compared to Cahyo Tri Wibowo's (2014) research in Tangerang, which assessed the effectiveness of SIMKIM 

using a descriptive quantitative approach, Jimmy's research is more comprehensive. Jimmy not only assesses effective-

ness from the users' perspective but also connects the implementation of SIMKIM with theory of administrative law, 

positive law theory, and legal system theory. Thus, Jimmy's research adds a strong normative dimension compared to 

previous quantitative studies. Finally, compared to Agato P.P. Simamora's (2023) research, which highlights the role of 

SIMKIM as a bridge between business law and immigration law, Jimmy's research focuses more on the aspect of public 

service transparency. Agato emphasizes the integration of legal sectors, while Jimmy emphasizes the importance of 

consistent regulations, capacity building for officials, and digital literacy among the public to ensure that SIMKIM 

operates in accordance with the principles of transparency and accountability. 

 

6. Conclusions and Suggestion 

Based on the discussion in the previous chapter, the following conclusions can be drawn: 

a. The legal framework governing the Immigration Management Information System (SIMKIM) in passport ser-

vices in Batam City has a strong legal basis through Law No. 6 of 2011 on Immigration, Law No. 25 of 2009 

on Public Services, and Ministerial Regulations on Law and Human Rights that provide technical guidelines for 

its implementation. From a normative perspective, the legal substance has met the principles of transparent and 

accountable public services; however, there are still inconsistencies between national regulations and technical 
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implementation at the local level, which require regulatory adjustments and more contextually appropriate SOPs 

for digital services. 

b. The implementation of SIMKIM at the Special Class TPI Batam Immigration Office has shown significant 

improvements in terms of speed, efficiency, and transparency of passport services. The service process, which 

includes online registration, biometric verification, printing, and passport collection, is now carried out in an 

integrated manner through a digital system, which in general has fulfilled the principles of legal certainty and 

accountability. However, the effectiveness of the system still depends on the readiness of infrastructure, the 

competence of apparatus, and the uneven level of digital literacy among the community. 

c. Obstacles to the implementation of SIMKIM in Batam City include legal aspects such as overlapping regulations 

and weak supervision, technical obstacles in the form of limited infrastructure and human resources, and social 

obstacles in the form of low digital literacy among the community. To address these challenges, a strategy is 

needed to revise regulations and standard operating procedures (SOPs) to be responsive to digital developments, 

strengthen training for officials and improve IT infrastructure, as well as provide ongoing education and out-

reach to the public to ensure that the goals of transparency and inclusive public services are effectively achieved.  

From these conclusions, the author can offer several recommendations, namely: 

a. It is recommended that the Batam Special Class I Immigration Office, together with the Directorate General of 

Immigration, revise and synchronize Standard Operating Procedures (SOPs) and develop technical guidelines for 

the implementation of SIMKIM in accordance with the characteristics of border areas such as Batam City, to 

ensure that the implementation of the digital system is consistent and applicable in the field in accordance with 

applicable laws and regulations. 

b. The government, particularly the Ministry of Law and Human Rights, needs to provide budgetary support and 

policies focused on strengthening information technology infrastructure and training for immigration officials, so 

that the SIMKIM system can operate optimally and all elements of passport services can meet the principles of 

transparency, efficiency, and accountability within the framework of digital-based public services. 

c. The public, as service users, are encouraged to enhance their understanding and digital literacy, particularly in 

using the M-Paspor application and following online service procedures, through the utilization of official infor-

mation channels from immigration authorities and actively participating in public awareness campaigns to obtain 

services independently, efficiently, and free from brokerage practices or misinformation. 
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