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Implementasi Aplikasi Citizen Relation Management dalam Penanganan 

Pengaduan Masyarakat 

(Studi Kasus: Pemprov DKI Jakarta Periode 2018-2019) 

Sandra 

ABSTRAK 

Penelitian ini bertujuan untuk mengetahui bagaimana Implementasi Aplikasi Citizen 

Relation Management dalam Penanganan Pengaduan Masyarakat di Pemprov DKI 

Jakarta pada periode 2018-2019. Aplikasi Citizen Relation Management menjadi 

inovasi baru dalam upaya meningkatkan mutu pelayanan publik dengan memanfaatkan 

sistem teknologi, informasi, dan komunikasi. Penelitian ini menggunakan metode 

deskriptif kualitatif dengan pendekatan wawancara mendalam dengan informan-

informan, studi dokumentasi, dan observasi. Sedangkan teori utama yang digunakan 

dalam penelitian ini adalah pelayanan publik, kebijakan publik, good governance. 

Hasil penelitian menunjukkan bahwa, implementasi dari aplikasi Citizen Relation 

Management dalam Penanganan Pengaduan Masyarakat di Pemprov DKI Jakarta pada 

periode 2018-2019 sudah memenuhi prinsip-prinsip good governance, diantaranya 

partisipasi, transparansi, responsif, efektif dan efisien. 

Kata Kunci: Pelayanan Publik, Citizen Relation Management, Good Governance. 
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Implementasi Aplikasi Citizen Relation Management dalam Penanganan 

Pengaduan Masyarakat 

(Studi Kasus: Pemprov DKI Jakarta Periode 2018-2019) 

Sandra 

ABSTRACT 

This study aims to determine how the implementation of the Citizen Relations 

Management application in handling public complaints in the DKI Jakarta Provincial 

Government in the 2018-2019 period. The Citizen Relation Management application 

is a new innovation in an effort to improve the quality of public services by utilizing 

technology, information and communication systems. This research uses descriptive 

qualitative method with in-depth interview approach with informants, documentation 

study, and observation. Meanwhile, the main theory used in this research is public 

service, public policy, good governance. The results show that the implementation of 

the Citizen Relations Management application in Handling Public Complaints at the 

DKI Jakarta Provincial Government in the 2018-2019 period has fulfilled the 

principles of good governance, including participation, transparency, responsiveness, 

effectiveness and efficiency. 

Keywords: Public Service, Citizen Relations Management, Good Governance. 
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