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ABSTRACT 

The rapid growth of the tourism sector in Bali has increased the volume of passengers at I 

Gusti Ngurah Rai International Airport and put pressure on immigration services. As a 

solution, the Indonesian government has implemented a policy of using Autogate to speed 

up the inspection process and improve the quality of service. This study aims to analyze the 

implementation of the Autogate policy at Ngurah Rai Airport, identify factors that influence 

its success, and provide recommendations for improvement. This study uses a qualitative 

approach with a descriptive method. Data were collected through in-depth interviews with 

immigration officers, service users, and direct observations in the field. The results of the 

study indicate that the implementation of Autogate has succeeded in increasing efficiency 

and user satisfaction. However, there are still several challenges such as lack of 

socialization, technical errors, and user behavior that need to be addressed. This study 

concludes that the implementation of Autogate is the right step to improve the quality of 

immigration services at Ngurah Rai Airport. However, there needs to be ongoing efforts to 

improve socialization, improve the system, and change user behavior so that the benefits of 

this technology can be optimal. 
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INTRODUCTION 

Indonesia's tourism sector, particularly in Bali, is experiencing rapid growth, making I 

Gusti Ngurah Rai International Airport one of the busiest gateways in the country. The 

significant increase in the number of tourist arrivals has put considerable pressure on the 

immigration screening services at the airport (Fatharani, Meilina, & Yoga, 2021). 

The implementation of Autogate at the Immigration Checkpoint at I Gusti Ngurah Rai 

International Airport is in line with the government's efforts to equalize immigration service 

standards with other international airports, such as Soekarno-Hatta International Airport 

(PRATAMA, 2023). The Director General of Immigration, Mr. Silmy Karim, has emphasized 

that with the existence of Autogate equipped with the latest biometric technology, Indonesia's 

Immigration position will be increasingly on par with other countries. Soekarno-Hatta 

International Airport has been equipped with Autogate facilities  and has even launched the 

latest system that further speeds up the inspection process (Purba & Wiradinata, 2022). 

To improve the efficiency and quality of services, the Directorate General of Immigration 

has implemented a policy of using Autogate in immigration checks at I Gusti Ngurah Rai 

International Airport Bali (Anugerah & Wiraputra, 2020). This policy is in line with the 

government's commitment to provide excellent public services, as stated in Law Number 25 of 

2009 concerning Public Services and is also reflected in the service announcement issued by 

the Special Class I Immigration Office of TPI Ngurah Rai. The proclamation shows the 

http://creativecommons.org/licenses/by-sa/4.0/?ref=chooser-v1
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commitment of the immigration office to provide services in accordance with standards, make 

regular improvements, and prioritize vulnerable groups (Anugerah & Wiraputra, 2022). 

The implementation of Autogate at Soekarno-Hatta International Airport and I Gusti 

Ngurah Rai Bali can be seen as an effort to realize this commitment through: 

1. Increased efficiency 

Autogate significantly reduces passenger waiting time. 

2. Improved accuracy 

The biometric technology used in Autogate improves the accuracy of the inspection. 

3. Increased user satisfaction 

A faster and easier inspection experience improves user satisfaction. 

4. Improving Indonesia's tourism image 

Showing the government's commitment to providing the best service. 

5. Supporting economic growth 

Facilitate tourist traffic and increase state revenue from the tourism sector. 

Based on data from the Directorate General of Immigration in 2022, state revenue from 

Visa On Arrival at I Gusti Ngurah Rai Airport Bali has experienced a significant increase 

reaching 151% of the target. This increase in state revenue from immigration services was 

significantly influenced by the Visa on Arrival policy to 86 countries. Previously, state revenue 

from Immigration only met 74% of the target in 2020 and 54% in 2021 (Santoso & 

Wilonotomo, 2020). 

Then in 2023 there was a surge in PNBP receipts from Visa On Arrival as a result of the 

improvement in the situation after the Covid-19 pandemic to 1,454%. And entering 2024, 

Visa's revenue during the period January 1, 2024 - June 30, 2024 reached IDR 963.4 billion or 

already 56.6 percent of the target of IDR 1.5 trillion. This shows the great potential of the 

tourism sector in increasing state revenue (Chandra & Datang, 2024). 

In an effort to improve the efficiency and quality of services, the Directorate General of 

Immigration has implemented a policy on the use  of Autogate in immigration checks at I Gusti 

Ngurah Rai International Airport in Bali. This policy is expected to reduce waiting times, 

increase user satisfaction, and contribute to improving Indonesia's tourism image (Gibran, 

Prakita, Yusuf, & Riyadi, 2023). 

The acceptance of new technologies such as Autogate by users is influenced by various 

factors, including ease of use and perceived usefulness (Davis, 1989). According to the TAM 

(Technology Adoption Theory) model, if immigration officers and users find that Autogate is 

easy to use and provides real benefits, then they will be more likely to use this technology 

regularly (Hakim, 2019). 

According to the theory of Service Quality (SERVQUAL), High service quality is an 

important factor in improving customer satisfaction. The SERVQUAL model identifies five 

dimensions of service quality, which are as follows: tangibility, reliability, responsiveness, 

assurance, and empathy. The implementation of Autogate is expected to increase the reliability 

and responsiveness dimensions of immigration services, thereby increasing user satisfaction 

(Jayadita, Rabbani, Adinata, & Sihombing, 2023). 

Before the Autogate system, the main problem that tourists often complained about was 

the length of the queue at the manual check-in counter. Long waiting times and relatively slow 

inspection processes not only cause inconvenience to passengers, but also have the potential to 

damage the image of Indonesian tourism. These long queues are caused by several factors, 

including: (Putra, 2019) 

1. Increase in passenger numbers 

Along with the growth of the tourism sector, the number of passengers coming and going 

through I Gusti Ngurah Rai Bali International Airport continues to increase significantly. 

2. Limited human resources 



 

Journal of Social Research 
 

671  

The number of immigration officers on duty at the checkpoints is often disproportionate 

to the number of passengers, especially during peak hours. 

3. Document complexity 

The different types of travel documents used by passengers (passports, visas, etc.), as well 

as the different requirements, make the inspection process more complex and time-

consuming. 

To overcome these problems and improve service efficiency, the Director General of 

Immigration has made a decision regarding the use  of Autogate in immigration inspections. 

That Autogate can be used by Indonesian Citizens and Foreign Citizens with certain criteria 

and procedures. On that basis, the Special Class I Immigration Office of TPI Ngurah Rai has 

made an innovation to install as many as 30 (thirty)  additional Autogate units  at I Gusti Ngurah 

Rai Airport to support the effectiveness of international traveler checks. This is expected to 

improve public services as well as smooth traffic and immigration checks for international 

travelers (Lusiyana, 2023). 

Previously on March 6, 2024, Ngurah Rai Immigration had installed 30 (thirty) units  of 

Autogates at the international arrival terminal of I Gusti Ngurah Rai Airport so that currently 

the total is 60 units. This has a positive impact on Foreign Citizens. With the automatic 

immigration facility, it can provide ease of service for Foreign Citizens (WNA) because they 

only need an Electronic Passport and have registered on the page: https:// 

https://evisa.imigrasi.go.id/ to get an Electronic Visa On Arrival. After passengers get an 

Electronic Visa On Arrival, passengers no longer need to go through long queues at the 

immigration check manual counter. Passengers can directly cross the Autogate (Janewa, 2021). 

Based on Law Number 25 of 2009 concerning Public Services, government agencies are 

required to meet certain service standards. Several agencies, such as the Badung Regency 

Youth and Sports Office, have succeeded in fulfilling the mandatory components of public 

service standards, including the availability of clear information, a standard system of 

mechanisms and procedures, and a definite service period (Putra & Arifin, 2020). 

The implementation of Autogate at I Gusti Ngurah Rai International Airport Bali can be 

seen as an effort to improve the quality of immigration services in accordance with the set 

standards. Some aspects of public service standards that are relevant to the implementation  of 

Autogate include: 

1. Requirement 

Information regarding the requirements for using Autogate, including the types of 

documents required and the registration procedure, needs to be widely and clearly 

disseminated to users. 

2. System of Mechanisms and Procedures 

The procedure for using Autogate should be designed in a simple and easy-to-understand 

manner for users, so as to minimize errors and speed up the inspection process. 

3. Service Term 

The time required to pass the checks using Autogate must be published and consistently 

met. 

4. Service Products 

Immigration check services through Autogate are service products offered to users. The 

quality of these service products needs to be continuously improved through periodic 

evaluation and improvement. 

5. Facilities and Infrastructure 

Autogate facilities  must be maintained in good and adequate condition to support the 

smooth immigration inspection process. 

Since 2024, the Directorate General of Immigration has gradually increased the number 

of Autogates at I Gusti Ngurah Rai International Airport Bali. In February 2024, the Special 
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Class I Immigration Office of TPI Ngurah Rai already has 30 (thirty) Autogates. In March 

2024, the Special Class I Immigration Office of TPI Ngurah Rai added the installation of 30 

(thirty) Autogates to a total of 60 (sixty) until September 2024. Then in October 2024, the 

number of Autogates will be increased to 40 (forty) so that the total will be 90 (ninety) units, 

which significantly increases the immigration inspection capacity (Pramana, Nurkumalawati, 

& Arifin, 2022). 

 

 
Figure 1 

Top 10 countries with the  most Autogate  crossings at Ngurah Rai Airport 

 

Source: https://imigrasingurahrai.kemenkumham.go.id/web/silmy-karim-Autogate-bandara-i-

gusti-ngurah-rai-bali-diresmikan-melintas-lebih-cepat-lebih-nyaman/ 

 

The implementation of the Autogate policy  has been proven to have a significant positive 

impact on the efficiency of immigration services. The examination process, which previously 

took time, can now be completed within 15-25 seconds per person. This not only increases user 

satisfaction but also contributes to improving Indonesia's tourism image. However, there are 

still several challenges that need to be overcome, such as socialization to users about how  to 

use Autogate properly. 

With the existence of Autogate at I Gusti Ngurah Rai International Airport, Bali has 

proven to have a very good impact in terms of service satisfaction. Satisfaction with these 

services includes: 

1. Increase in community satisfaction index 

Through a public satisfaction survey, it can be measured how much satisfaction has 

increased after the implementation of Autogate. 

2. Decrease in the number of complaints 

Reduction in the number of complaints related to queues and waiting times in the 

immigration inspection process. 

3. Improving Indonesia's tourism image 

Passenger satisfaction with more efficient immigration services can contribute to 

improving Indonesia's tourism image in the eyes of the world. 

Although the implementation  of the Autogate policy  has been carried out, there have 

not been many studies that specifically analyze the impact of the application of this technology 

on the performance of immigration services at I Gusti Ngurah Rai International Airport Bali. 

This research aims to fill the gap by in-depth analysis  of the implementation of Autogate, 

identifying the factors that affect its success, and providing recommendations for future 

improvements. 

https://imigrasingurahrai.kemenkumham.go.id/web/silmy-karim-Autogate-bandara-i-gusti-ngurah-rai-bali-diresmikan-melintas-lebih-cepat-lebih-nyaman/
https://imigrasingurahrai.kemenkumham.go.id/web/silmy-karim-Autogate-bandara-i-gusti-ngurah-rai-bali-diresmikan-melintas-lebih-cepat-lebih-nyaman/
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Although the implementation of Autogate's policy has had a positive impact, there are 

still several problems that need to be overcome, such as: 

1. Less than optimal socialization 

Many passengers do not understand how to use Autogate. 

2. Technical errors 

There are passengers who have met the requirements but cannot use Autogate. 

3. User behavior 

There are still passengers who go to the immigration check manual counter after passing 

through the Autogate. 

Based on the results of the researcher's observation of the Autogate program  that has 

been running until now, the researcher can identify several problems faced, including the 

following: 

1. Many passengers already have an Electronic Visa On Arrival but do not understand the 

requirements to be able to go through Autogate and the mechanism for using Autogate , 

causing long queues at the immigration checkpoint; 

2. There are passengers holding Electronic Visa On Arrival who are still unable to cross the 

Autogate and are directed to the immigration check manual counter; 

There are still passengers who hold Electronic Visa On Arrival who have successfully 

passed through Autogate but instead go to the immigration check manual counter. 

Several studies have explored the implementation of technology in immigration 

services, particularly regarding the use of Autogates. Anugerah and Wiraputra (2020) 

investigated the challenges and benefits of Autogates in improving immigration efficiency, 

noting the significant reduction in processing times. Similarly, Fatharani et al. (2021) 

highlighted the role of Autogate in enhancing passenger satisfaction and operational 

efficiency at major airports like Soekarno-Hatta. These studies emphasize the potential of 

automation in transforming immigration services and streamlining the passenger flow at busy 

international airports. 

The urgency of this study arises from the increasing pressure on immigration services 

due to the rapid growth of the tourism sector in Bali. The introduction of the Autogate system 

at Ngurah Rai Airport aims to address inefficiencies in the immigration process, but the 

system's implementation is still facing challenges such as technical issues, user understanding, 

and accessibility concerns. These issues hinder the optimal functioning of the system, and 

addressing them is crucial for improving the overall quality of service, enhancing user 

experience, and meeting growing demands for faster and more accurate immigration checks. 

While previous studies have highlighted the general effectiveness of Autogates in 

immigration services, few have specifically addressed the detailed challenges faced during the 

implementation of the Autogate system at I Gusti Ngurah Rai Airport. Additionally, most 

studies focus on the technical and operational aspects, with limited attention given to user 

behavior, accessibility issues, and the influence of socialization efforts. This study fills the 

gap by examining these overlooked factors and providing insights into how the Autogate 

system can be optimized for better service delivery at Ngurah Rai Airport. 

This study introduces a unique perspective by focusing on the implementation of 

Autogates at I Gusti Ngurah Rai International Airport, particularly the challenges related to 

user behavior, technical malfunctions, and the adequacy of socialization efforts. The novelty 

lies in its comprehensive approach, combining technical, social, and user-related factors to 

evaluate the Autogate system's overall impact. By incorporating feedback from immigration 

officers, service users, and technical staff, this study offers a holistic view of how the system 

operates and where improvements can be made. 

The purpose of this study is to analyze the implementation of the Autogate policy at 

Ngurah Rai Airport and identify factors influencing its success. The benefits of this research 
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include providing recommendations for improving the Autogate system, particularly in 

enhancing socialization efforts, addressing technical challenges, and ensuring better 

accessibility. This study will contribute to the ongoing improvement of immigration services, 

help streamline passenger processing, and improve the overall satisfaction of travelers at the 

airport. Ultimately, it will support the Indonesian government’s efforts to improve public 

service quality in line with international standards. 

 

METHOD 

In this Research Method, the researcher uses a qualitative method with a descriptive 

approach. Qualitative research method is a research method used to research on the condition 

of natural objects, where the researcher is the key instrument, the data collection technique is 

carried out in triangulation (combined), data analysis is inductive, and the results emphasize 

meaning rather than generalization" Sugiyono (2004:8), 

Qualitative research aims to describe, describe, explain, explain and answer in more 

detail the problems to be studied by studying as much as possible an individual, a group or an 

event. In qualitative research, humans are research instruments and the results of their writing 

are in the form of words or statements that are in accordance with the actual situation. 

 

RESULTS AND DISCUSSION  

The Autogate operational system  at Ngurah Rai Airport has been designed to provide a 

fast and efficient inspection experience for passengers. The process begins with online 

registration through the https://evisa.imigrasi.go.id page. After that, passengers only need to 

scan their passports on Autogate devices. The system will automatically verify the passenger's 

identity and open the gate. 

One of the main obstacles that arise in interviews with immigration officers is the lack of 

adequate training. An officer said, 'We were indeed given training, but I think it is still not in-

depth, especially to overcome technical problems that often occur. This shows that the lack of 

technical competence of officers is one of the factors that hinders Autogate's performance. 

The integration of the e-visa system with Autogate has provided significant convenience 

for foreign passengers visiting Indonesia. By scanning an electronic passport that has been 

linked to the e-visa data, passengers can automatically pass through the immigration process 

in a matter of seconds. This not only reduces the waiting time significantly, but also improves 

passenger comfort and satisfaction. In addition, the use of biometric technology in Autogate 

also improves the security of checks, as the system can accurately verify passengers' identities 

and prevent misuse of documents. Activities that can be carried out by foreigners who hold an 

e-visa, especially e-VOA in Indonesia, include: 

1. Tour; 

2. Government Duties; 

3. Business Talks; 

4. Purchase of goods; 

5. Meeting; and 

6. Transit. 

The Autogate facility  , which has been implemented at I Gusti Ngurah Rai International 

Airport Bali, aims to speed up the immigration inspection process and improve comfort for 

passengers. However, not all passengers can use this facility immediately. There are special 

requirements, especially for foreign nationals (WNA), in order to take advantage  of Autogate, 

which are as follows: electronic passport holders, citizens from subject countries exempt from 

visit visas, electronic visa holders, limited residence permit holders, and permanent residence 

permit holders. The procedure for applying for an e-visa / e-VOA is as follows: 

1. Make sure the foreigner's passport type is an electronic passport; 

https://evisa.imigrasi.go.id/
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2. Open https://evisa.imigrasi.go.id/ page; 

3. Select the Visa menu according to the visa subject and the destination of the passenger 

entering Indonesia; 

4. Make payments according to PNBP; 

5. Passengers can download the visa that has been applied. 

After passengers have an electronic visa, then passengers can pass through Autogate by 

following the steps below: 

1. Place the passport biodata page on  the Autogate scanner; 

2. Once the entrance is open, stand at a predetermined point in the Autogate area; 

3. Remove attributes (glasses, hats, etc.) that can cover the face area; 

4. Perform biometric data recording; and 

5. The verification process is complete and the Autogate door  opens. 

After passing through the Autogate, passengers will receive an email confirmation with 

the following information: 

1. Information on the Immigration Checkpoint passed; 

2. Data on when passengers enter; and 

3. The validity period of the residence permit. 

To find out the implementation of the Autogate policy  at the Immigration Checkpoint at 

I Gusti Ngurah Rai International Airport Bali, the researcher has conducted interviews related 

to the planning  of the Autogate program  with several resource persons consisting of the Head 

of the Inspection Section IV of the Special Class I Immigration Office of TPI Ngurah Rai, the 

Supervisor of the Inspection Section IV, and the Assistant Supervisor of the Inspection Section 

IV. In the interview, the researcher has also adjusted to the theories used in this study, which 

are as follows Farida Yusuf Tayibnapis' theory, which consists of: 

a) Program Planning 

The purpose of the program planning is to analyze how to plan the immigration 

inspection process through  the Autogate system  at the Immigration Checkpoint of I Gusti 

Ngurah Rai International Airport Bali, as well as analyze the inputs received so that in the 

future implementation can be in accordance with the standards that have been set. 

Based on an excerpt of an interview with Mr. Muhamad Irfan Al Fikri as the Head of the 

IV Inspection Section in the Field of the Immigration Inspection Site of the Special Class I 

Immigration Office of TPI Ngurah Rai regarding  the Autogate policy  is as follows: 

 

 
Data source: Researcher interview 
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Based on the results of the interview with Mr. Muhammad Irfan Al Fikri, Head of 

Inspection Section IV, it can be concluded that the planning for the implementation of the 

Autogate system  at the Immigration Checkpoint (TPI) of I Gusti Ngurah Rai International 

Airport is based on five main reasons: (1) increasing efficiency and productivity by speeding 

up the inspection process and reducing queues; (2) improving the quality of public services 

through transparency, accuracy, speed, and passenger comfort; (3) supporting digital 

transformation in accordance with the mandate of Law Number 25 of 2009 concerning 

Public Services; (4) meet user expectations through comprehensive needs analysis; and (5) 

encourage collaboration between stakeholders, including the Directorate General of 

Immigration, airport operators, and technology providers. 

The researcher also conducted an interview with Mr. Ida Bagus Yogi as the Supervisor 

of the IV Inspection Section in the Field of the lmigration Checkpoint of the Special Class 

I Immigration Office of TPI Ngurah Rai with several excerpts of the interview, including: 

 
Data source: Researcher interview 

 

Based on an interview with Mr. Ida Bagus Yogi as the supervisor of the IV Inspection 

Section of the Special Class I Immigration Office of TPI Ngurah Rai, it can be concluded that 

the implementation  of the Autogate system  at I Gusti Ngurah Rai International Airport is 

carried out through careful technical preparation, including hardware installation, system 

integration, and officer training. This system aims to improve the efficiency of the immigration 

inspection process by reducing passenger waiting time. However, limited accessibility for 

passengers with special needs, such as wheelchair users, is still a challenge. However, the 

Autogate system  has great potential to be further developed to accommodate all users and 

improve the quality of service 

 

This was also added by Mr. I Komang Adika Pranata and Mr. Bernard Budayanto as 

Assistant Supervisor of the IV Inspection Section in the Field of Immigration Checkpoints of 

the Class I Special Immigration Office of TPI Ngurah Rai. The interview excerpt is as follows: 

 

 
Data source: Researcher Interview 

 

Based on the results of interviews with Mr. I Komang Adika Pranata and Mr. Bernard 

Budayanto as Assistant Supervisor of the IV Inspection Section of the Special Class I 
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Immigration Office of TPI Ngurah Rai, it can be concluded that the counter officer emphasizes 

three important aspects in optimizing the Autogate system. First, there is a need for clear and 

easy-to-understand instructions for use, both written and visual, to help international 

passengers who are not fluent in Indonesian. Second, the Autogate system  should be designed 

to be more intuitive so that it is easy to use without the help of an officer. Third, the system 

should be able to minimize technical glitches, such as passport reading errors, to improve user 

efficiency and convenience. 

Based on the overall results of the above interviews related to the planning and 

implementation of programs in  the Autogate system, it can be concluded that in the planning  

of the Autogate system  at the Immigration Checkpoint of I Gusti Ngurah Rai International 

Airport Bali, there are several important points summarized from interviews with various 

parties. 

The implementation of Autogate at the Immigration Checkpoint at I Gusti Ngurah Rai 

Bali International Airport has been planned by paying attention to aspects of efficiency, 

technology, and public services. However, there are challenges related to inclusivity and the 

needs of passengers with special needs. Input from counter staff and stakeholders indicates the 

need for further improvements to improve ease of use and minimize technical barriers, so that 

the Autogate system  can be more optimal and inclusive. 

b) Program Implementation 

The purpose of the implementation of the program is to analyze whether the immigration 

inspection process through  the Autogate system  at the Immigration Checkpoint of I Gusti 

Ngurah Rai International Airport Bali has been running in accordance with the program plan, 

especially in terms of the work procedures  of the Autogate system  at TPI, whether or not it is 

in accordance with the public service standards regulated in the Regulation of the Minister of 

State Civil Apparatus and Reform Bureaucracy Number 15 of 2014, and the role and 

responsibility of immigration officers in supporting the implementation of the Autogate 

system. 

In the implementation of this program, the researcher has conducted interviews with 

various speakers, namely the following Head of Examination Section IV, Supervisor of 

Examination Section IV, Assistant Supervisor of Examination Section IV, immigration 

inspection counter officers, and passengers. 

Based on an interview excerpt from Mr. Muhamad Irfan Al Fikri as the Head of the IV 

Inspection Section in the Field of Immigration Checkpoints of the Special Class I Immigration 

Office of TPI Ngurah Rai, it is as follows: 

 

 
Data source: Researcher interview 
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Based on the results of the interview above, it can be concluded that the implementation  

of the Autogate system  at the Immigration Checkpoint at I Gusti Ngurah Rai Bali International 

Airport is designed to improve the efficiency of immigration services through automated 

procedures. The system allows passengers to conduct immigration checks independently by 

utilizing passport scanning and biometric data capture that is automatically verified by the 

immigration database. 

Autogate has fulfilled the principles of transparency, efficiency, and accountability as 

stipulated in Permenpan RB No. 15 of 2014. However, regular evaluations are needed to 

maintain and improve service standards. While most processes are automated, officers still play 

an important role in providing technical assistance, monitoring the smooth running of the 

system, and handling manual checks when needed. 

The Autogate system  provides convenience for immigration service users, but its 

relevance and effectiveness require continuous evaluation to ensure optimal service according 

to public service standards. 

This was added by Mr. Ida Bagus Yogi as the Supervisor of the IV Examination Section in 

the Field of Immigration Checkpoints of the Special Class I Immigration Office of TPI 

Ngurah Rai, the excerpt of the interview with the person concerned is as follows: 

 
Data source: Researcher interview 

 

Based on the results of the interview above, it can be concluded that the implementation  

of the Autogate system  at the Immigration Checkpoint of I Gusti Ngurah Rai Bali International 

Airport is carried out in a planned and systematic manner. Key measures include daily 

maintenance to ensure optimal hardware and connectivity, quick handling of technical issues 

by diverting passengers to manual lanes and involving IT teams, and good coordination 

between officers and supervisors to ensure operations are running according to procedures. 

This approach is the key to maintaining the smooth running of the system and the quality of 

public services. 

This was also added by Mr. I Komang Adika Pranata and Mr. Bernard Budayanto as 

Assistant Supervisor of Examination Section IV in the Field of Immigration Checkpoints of 

the Special Class I Immigration Office of TPI Ngurah Rai. The excerpt of the interview with 

the person concerned is as follows: 
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Data source: Researcher interview 

 

Based on the interview above, it can be concluded that the implementation  of the 

Autogate system  places the responsibility and solution of technical obstacles as the main focus 

of the Assistant Supervisor. The role of the Assistant Supervisor includes ensuring the optimal 

functioning of each Autogate unit  through daily operational monitoring, reporting technical 

problems to the supervisor for follow-up, and providing directions to counter officers for 

smooth service. Common technical obstacles, such as failure to read electronic passports and 

connectivity issues, are overcome with a temporary solution, which is to direct passengers to 

the manual lane until repairs are made. With this strategic role, the Assistant Supervisor is the 

main liaison in maintaining the smooth operation of Autogate and ensuring that service remains 

optimal despite facing technical obstacles. 

Based on interviews with Briyantama Kusumanegara and Danu Dwi Pamungkas, as 

immigration inspection counter officers of Section IV Immigration Checkpoints in the Field of 

Immigration Checkpoints of the Class I Special Immigration Office of TPI Ngurah Rai are as 

follows: 

 
Data source: Researcher interview 

 

Based on the interview above, it can be concluded that  the Autogate System  at I Gusti 

Ngurah Rai International Airport Bali has made a significant contribution in accelerating the 

immigration inspection process and reducing the workload of officers. However, several 

challenges are still faced, such as technical issues related to internet connections, the sensitivity 

of the system to passport quality, and a lack of understanding of how new passengers use 

Autogate. 
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Features that are considered useful include face verification and notifications related to 

passengers with banned status or passports that are about to expire. On the other hand, 

information for non-Indonesian and English passengers as well as ineffective profiling systems 

are still weaknesses. 

To increase efficiency and effectiveness, it is necessary to make improvements to 

technical stability, information clarity, and system intelligence in detecting anomalies. With 

this step, Autogate is expected to be able to provide a more optimal experience for users and 

immigration officers. 

The researcher also conducted interviews on the implementation of the program on the 

Autogate system  with 2 (two) foreign citizen passengers. Excerpts from the interviews that 

have been conducted are as follows: 

 
Data source: Researcher interview 

 

Based on the interview above, it can be concluded that  the Autogate System  at I Gusti 

Ngurah Rai International Airport provides a positive experience for users by increasing the 

efficiency of immigration checks and ease of use. The advantages of this system include a 

faster process than manual checks, a modern screen display, and ease of operation, especially 

for users who are familiar with the technology. 

However, there are several aspects that need to be improved, namely the provision of 

voice guidance in various languages to help foreign passengers, adjustments to the design of 

luggage compartments to make them wider and more practical, and the existence of human 

interaction as an additional option to provide a sense of security for some passengers. 

Overall, the Autogate system  contributes significantly to improving public services at 

the airport. To achieve optimal user satisfaction, improvements are needed in the aspects of 

information, physical design, and service flexibility. 

Based on the overall results of the program planning interview, it can be concluded that 

the implementation  of the Autogate policy  at Ngurah Rai Airport has increased the efficiency 

and effectiveness of immigration checks. The Autogate system  has contributed significantly 

to improving the quality of public services in the immigration sector. However, several aspects 

need to be improved to achieve optimal results. Continuous evaluation is needed so that this 

technology can become a model for public services in other sectors. 

c) Program Evaluation 

The purpose of the program evaluation in this study is to analyze the extent to which the 

program has succeeded in achieving the goals that have been set. It covers several aspects that 
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are in accordance with the theory used by the researcher such as implementation effectiveness, 

program efficiency, policy conformity, long-term impact, and recommendations for 

improvement. 

In the evaluation of the program, the researcher has conducted interviews with various 

resource persons, namely the Head of the IV Inspection Section, the IV Supervisory 

Supervisor, the Assistant Supervisor of the IV Screening Section, the immigration inspection 

counter officer, and the passengers. Based on the excerpt of the interview with Mr. Muhamad 

Irfan Al Fikri as the Head of the IV Examination Section is as follows: 

 
Data source: Researcher interview 

 

Based on the results of the interview above, it can be concluded that the implementation 

of the Autogate system  at the Immigration Checkpoint at I Gusti Ngurah Rai Bali International 

Airport has been in accordance with public service standards as stipulated in Law Number 25 

of 2009 and Permenpan RB No. 15 of 2014. The Autogate system  also reflects compliance 

with aspects of efficiency, accuracy, transparency, accountability, and fairness, which are the 

main pillars of public service standards. This implementation has succeeded in increasing the 

speed, quality, and trust of users in immigration services. 

Based on an excerpt of an interview with Mr. Ida Bagus Yogi as the Supervisor of the IV 

Inspection Section of the Special Class I Immigration Office of TPI Ngurah Rai regarding the 

evaluation of the program in  the Autogate system  is as follows: 

 
Data source: Researcher interview 
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Based on the interview above, it can be concluded that the implementation  of the 

Autogate system  at Ngurah Rai Airport has contributed significantly to improving the quality 

of public services in the field of immigration, in accordance with Law Number 25 of 2009 

concerning Public Services. 

Based on the excerpt of the interview with Mr. Bernard Budayanto and Mr. I Komang 

Adika Pranata as Assistant Supervisor of the Examination Section IV of the Special Class I 

Immigration Office of TPI Ngurah Rai is as follows:  

 
Data source: Researcher interview 

 

The TPI Ngurah Rai Special Class I Immigration Office has shown significant efforts in 

measuring user satisfaction and improving the quality of Autogate system services. The 

Autogate system  has provided responsive, inclusive, and sustainable services, with room for 

further improvement. 

Based on the excerpt of the interview with Briyantama Kusumanegara and Danu Dwi 

Pamungkas as immigration inspection counter officers at Section IV of the Special Class I 

Immigration Office of TPI Ngurah Rai are as follows:  

 
Data source: Researcher interview 

 

Based on the results of the interview above, it can be concluded that the implementation  

of the Autogate system  at the Immigration Checkpoint at I Gusti Ngurah Rai Bali International 

Airport has had a significant impact on improving the quality of public services in the field of 

immigration, especially from the perspective of inspection counter officers.  

Based on the excerpts of interviews with passengers using Autogate are as follows: Mrs. 

Smith Patricia Ann (United States Citizen) and Mrs. Shah Devanshi Bankim (Indian Citizen), 

are as follows:  
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Data source: Researcher interview 

 

Based on the results of the interview above, it can be concluded that the evaluation of the 

Autogate system  at the Immigration Checkpoint of I Gusti Ngurah Rai Bali International 

Airport shows results that are relevant to the Public Service Standards as regulated in Law 

Number 25 of 2009. 

Based on the overall interviews conducted by the researcher with several speakers, it can 

be concluded that the implementation  of the Autogate system  at the Immigration Checkpoint 

at I Gusti Ngurah Rai International Airport Bali has shown significant progress in improving 

the quality of public services in the field of immigration. 

   
CONCLUSION 

The conclusion of the report highlights that Autogate's operational system is effectively 

integrated with the immigration system, offering fast and accurate facial biometric verification, 

albeit facing challenges such as technical issues, lack of officer training, and accessibility 

concerns for certain passengers. To address these obstacles, ongoing maintenance, officer 

training, and passenger education are essential. The implementation of Autogate has notably 

improved public service standards by enhancing efficiency, transparency, and professionalism, 

while also revealing the need for increased accessibility. Recommendations for further 

improvement include enhancing technological infrastructure, routine maintenance, inclusive 

facility design, effective socialization of the system, officer service quality enhancement, 

strengthening supervision and evaluation, revising regulations for non-electronic passport 

holders, and fostering collaboration with stakeholders. Continuous development of the 

Autogate system holds significant potential as a model for technology-based public services in 

the immigration sector. 
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