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ABSTRAK 

 

Salah satu pilar Jakarta Smart City yakni smart governance diwujudkan Pemerintah 

Provinsi DKI Jakarta melalui peluncuran aplikasi Jakarta Kini (JAKI). Aplikasi JAKI 

memliki beberapa fitur di antaranya fitur JakLapor. JakLapor mengalami peningkatan 

dalam segi angka pengguna setiap tahunnya sejak pertama kali diluncurkan pada tahun 

2019. Hal ini membuat JakLapor menjadi layanan pengaduan masyarakat yang 

berprogres dibandingkan layanan pengaduan masyarakat daerah lain di Indonesia yang 

diluncurkan di tahun yang sama.  

Penelitian ini menganalisis implementasi JakLapor sebagai sarana pengaduan 

masyarakat oleh Pemerintah Provinsi DKI Jakarta dalam hal ini Jakarta Smart City dan 

menganalisis faktor pendukung serta penghambat implementasi JakLapor. Penelitian ini 

menggunakan pendekatan kualitatif deskriptif dengan metode pengumpulan data 

wawancara, dokumentasi serta studi pustaka dan analisis data dengan teori 

implementasi kebijakan George C. Edward III yaitu komunikasi, sumberdaya, disposisi, 

serta birokrasi.  

Hasil penelitian menunjukkan bahwa layanan pengaduan masyarakat melalui JakLapor 

sudah menerapkan kejelasan dan konsistensi komunikasi. Namun, masih terdapat 

kekurangan pada penyaluran informasi secara langsung yang belum mencakup seluruh 

kalangan masyarakat. Sumberdaya yang dibutuhkan yakni dana, sarana prasarana dan 

sumber daya manusia sudah  mampu mendukung pengimplementasian JakLapor. 

Disposisi atau sikap implementor kebijakan masih menemui kesenjangan dalam 

menangi permasalahan tertentu, sedangkan birokrasi sudah berjalan sesuai SOPnya 

sendiri, sehingga tindak lanjut penanganan pengaduan masyarakat sudah disesuaikan 

dengan lokasi serta izin dari biro pemerintahan JSC. 

Berdasarkan hasil penelitian tersebut, implementasi layanan pengaduan masyarakat 

melalui JakLapor sudah dilaksanakan berdasarkan indikator komunikasi, sumberdaya, 

disposisi serta birokrasi. Namun, ada beberapa hambatan yang menyertai implementasi 

JakLapor di antaranya sosialisasi secara langsung yang tidak belum mencakup berbagai 

kalangan masyarakat, minimnya partisipasi survey kepuasan masyarakat, kesenjangan 

sikap tindak lanjut atas permasalahan tertentu dan kebingungan penetapan lokasi 

khususnya di daerah perbatasan. 

Kata Kunci: Implementasi Kebijakan, Layanan Pengaduan Masyarakat, 

JakLapor 
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ABSTRACT 

 
One of the pillars of Jakarta Smart City, namely smart governance, is realized by the 

Provincial Government of DKI Jakarta through the launch of the Jakarta Kini 

application (JAKI). The JAKI application has several features including the JakLapor 

feature. JakLapor has experienced an increase in the number of users every year since it 

was first launched in 2019. This has made JakLapor a progressive public complaint 

service compared to other regional community complaint services in Indonesia which 

were launched in the same year. 

 

This study analyzes the implementation of JakLapor as a means of public complaints by 

the Provincial Government of DKI Jakarta, in this case Jakarta Smart City, and analyzes 

the supporting and inhibiting factors for JakLapor implementation. This study uses a 

descriptive qualitative approach with data collection methods of interviews, 

documentation and literature studies and data analysis with George C. Edward III's 

policy implementation theory, namely communication, resources, dispositions, and 

bureaucracy. 

 

The results of the study show that the public complaint service through JakLapor has 

implemented clear and consistent communication. However, there is still a shortage of 

direct information dissemination which does not yet cover all segments of society. The 

resources needed, namely funds, infrastructure and human resources, have been able to 

support the implementation of JakLapor. The disposition or attitude of the policy 

implementer still encounters gaps in dealing with certain problems, while the 

bureaucracy has been running according to its own SOP, so that the follow-up handling 

of public complaints has been adjusted to the location and permits from the JSC 

government bureau. 

 

Based on the results of this research, the implementation of public complaint services 

through JakLapor has been carried out based on indicators of communication, resources, 

disposition and bureaucracy. However, there are several obstacles that accompany the 

implementation of JakLapor including direct socialization which does not yet cover 

various groups of people, the lack of participation in community satisfaction surveys, 

the gap in follow-up attitudes on certain issues and confusion regarding location 

determination, especially in border areas. 

 

Keywords: Policy Implementation, Public Complaint Service, JakLapor 
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