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MOTTO  

“The future depends on what you do today” 

(Masa depan bergantung pada apa yang kamu lakukan hari ini.) 

(Mahatma Gandhi) 

 

 

“ Ketika dua tanggung jawab harus berjalan bersamaan, maka pengorbanan 

terhadap waktu istirahat adalah harga yang harus dibayar” 

 

 

“Failures and mistakes teach us lessons and help us become better people” 
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ABSTRAK 

Pelayanan publik yang berkualitas merupakan prasyarat fundamental dalam mewujudkan 

tata kelola pemerintahan yang efektif dan berorientasi pada kepentingan masyarakat. 

Transformasi digital mendorong pemerintah daerah untuk mengadopsi prinsip responsive 

governance, yakni kemampuan merespons kebutuhan dan keluhan masyarakat secara 

cepat, akurat, dan solutif. Pemerintah Kabupaten Bogor mengembangkan aplikasi kanal 

konsultasi pajak Halo Bappenda sebagai instrumen e-government untuk meningkatkan 

akses informasi dan kualitas interaksi dengan masyarakat. Namun, rating aplikasi yang 

hanya 2,2/5 di Google Play Store serta banyaknya keluhan terkait lambatnya respon 

menunjukkan adanya kesenjangan antara tujuan implementatif dan realitas operasional. 

Penelitian ini bertujuan menganalisis penerapan responsive governance pada aplikasi 

Halo Bappenda serta mengidentifikasi faktor pendukung dan penghambatnya. 

Menggunakan teori responsivitas Zeithaml et al. dalam Hardiansyah (2011) dan 

pendekatan deskriptif kualitatif, data diperoleh melalui wawancara mendalam, observasi, 

dan telaah dokumen dengan informan jumlah tujuh responden yang meliputi pegawai 

Bappenda serta masyarakat pengguna. Hasil penelitian menunjukkan bahwa penerapan 

responsive governance belum optimal: kecepatan dan ketepatan layanan masih rendah, 

jawaban belum konsisten, dan penanganan keluhan tidak sesuai standar waktu. Faktor 

pendukung meliputi pemanfaatan teknologi digital dan kompetensi SDM, sedangkan 

faktor penghambat mencakup keterbatasan infrastruktur, jumlah operator yang minim, 

kendala teknis aplikasi, serta rendahnya literasi dan sosialisasi masyarakat. Penelitian ini 

berkontribusi secara akademik dengan memberikan evaluasi empiris terhadap praktik 

responsive governance dalam layanan publik digital di tingkat daerah. Secara praktis, 

temuan ini menegaskan perlunya penguatan tata kelola internal, peningkatan kapasitas 

SDM, serta pembaruan sistem aplikasi agar lebih adaptif dan inklusif terhadap kebutuhan 

masyarakat. 

Kata Kunci: Responsive Governance, Layanan Konsultasi Pajak, Pemerintahan Daerah, 

E-Government, Inovasi Layanan Publik. 
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ABSTRACT 

High-quality public service is a fundamental prerequisite for achieving effective 

governance that is oriented toward public interests. Digital transformation has 

encouraged local governments to adopt the principle of responsive governance, defined 

as the ability to respond to public needs and complaints quickly, accurately, and with 

effective solutions. The Government of Bogor Regency developed the Halo Bappenda tax 

consultation channel application as an e-government instrument to improve access to 

information and enhance the quality of interaction with the public. However, the 

application’s low rating of only 2.2 out of 5 on the Google Play Store, along with 

numerous complaints regarding slow responses, indicates a gap between its intended 

objectives and operational reality. This study aims to analyze the implementation of 

responsive governance in the Halo Bappenda application and to identify its supporting 

and inhibiting factors. Using the responsiveness theory of Zeithaml et al. as cited in 

Hardiansyah (2011) and a qualitative descriptive approach, data were collected through 

in-depth interviews, observation, and document analysis involving seven informants, 

consisting of Bappenda employees and community users. The findings show that the 

implementation of responsive governance has not yet been optimal: service speed and 

accuracy remain low, responses are inconsistent, and complaint handling does not meet 

established time standards. Supporting factors include the utilization of digital 

technology and the competence of human resources, while inhibiting factors encompass 

limited infrastructure, an insufficient number of operators, technical issues within the 

application, and low levels of public literacy and socialization. Academically, this 

research contributes by providing an empirical evaluation of responsive governance 

practices in digital public services at the local government level. Practically, the findings 

highlight the need to strengthen internal governance, enhance human resource capacity, 

and update the application system to make it more adaptive and inclusive to public needs. 

Keywords: Responsive Governance, Tax Consultation Services, Local Government, E-

Government, Public Service Innovation. 
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