
 

82 
 

DAFTAR PUSTAKA 

Alam, S. (2021). Penggunaan Media Sosial Sebagai Alat Komunikasi Politik. 

Avant Garde, 9(1), 67. https://doi.org/10.36080/ag.v9i1.1257 

Anggareska, D., & Purwarianti, A. (2014). Information extraction of public 

complaints on Twitter text for bandung government. Proceedings of 2014 

International Conference on Data and Software Engineering, ICODSE 2014. 

https://doi.org/10.1109/ICODSE.2014.7062658 

Asy’ari Muthhar, M. (2016). Membaca Demokrasi Deliberatif Jurgen Habermas 

Dalam Dinamika Politik Indonesia. USHULUNA, Jurnal Ilmu Ushuluddin, 

49–72. 

Badan Pusat Statistik. (2021). Statistik Telekomunikasi Indonesia 2021. 

Badan Pusat Statistik Jawa Timur. (2021). Banyaknya Desa/Kelurahan Menurut 

Kabupaten/Kota dan Penerimaan Sinyal Internet Telepon Seluler pada 2019 

dan 2020. Website Badan Pusat Statistik Jawa Timur. 

https://jatim.bps.go.id/statictable/2021/09/07/2254/banyaknya-desa-

kelurahan-menurut-kabupaten-kota-dan-penerimaan-sinyal-internet-telepon-

seluler-2019-dan-2020.html 

Badan Pusat Statistik Kabupaten Lumajang. (2021). Statistik Daerah Kabupaten 

Lumajang 2021. 

Brennan, C., & Douglas, A. (2002). Complaints procedures in local government: 

Informing your customers. International Journal of Public Sector 

Management, 15(3), 219–236. https://doi.org/10.1108/09513550210414569 

Brewer, B. (2007). Citizen or customer? Complaints handling in the public sector. 

International Review of Administrative Sciences, 73(4), 549–556. 

https://doi.org/10.1177/0020852307083457 

Calhoun, C. (2020). Rethinking the Public Sphere. Religion and Civil Society, 

January 2008, 105–128. https://doi.org/10.4324/9781315244822-10 

Carr, C. T., & Hayes, R. A. (2015). Social Media: Defining, Developing, and 

Divining. Atlantic Journal of Communication, 23(1), 46–65. 

https://doi.org/10.1080/15456870.2015.972282 

Chun, S. A., & Luna Reyes, L. F. (2012). Social media in government. 

Government Information Quarterly, 29(4), 441–445. 

https://doi.org/10.1016/j.giq.2012.07.003 

Creswell, J. W. (2014). Research Design: Qualitative, Quantitative, and Mixed 

Methods Approaches (4th ed.). Sage Publication. 

Crosbie, V. (2015). What is new media? International Journal of New Media 

Studies (IJNMS), 1(1), 1–6. 

Dahlberg, L. (2001). The Internet and Democratic Discourse: Exploring The 

Prospects of Online Deliberative Forums Extending the Public Sphere. 

Information, Communication & Society, 4(4), 615–633. 

https://doi.org/10.1080/13691180110097030 

Dalrymple, J. F., & Donnelly, M. (1997). Managing and evaluating customer 

complaint procedures in local government. Total Quality Management, 8(2 

SUPPL. 1), 130–134. https://doi.org/10.1080/0954412979857 

DataIndonesia.id. (2023). Ada 178,7 Juta Pengguna Facebook di Indonesia 

hingga Akhir 2022. Website DataIndonesia.Id. 

https://dataindonesia.id/digital/detail/ada-1787-juta-pengguna-facebook-di-



 

83 
 

indonesia-hingga-akhir-2022 

Dinas Komunikasi dan Informatika Kabupaten Lumajang. (2019). Daftar 

Layanan Publik Dinas Komunikasi dan Informatika Kabupaten Lumajang. 

Website Dinas Komunikasi Dan Informatika Kabupaten Lumajang. 

https://diskominfo.lumajangkab.go.id/layanan 

Dinas Komunikasi dan Informatika Kabupaten Lumajang. (2021). Laporan 

Monitoring dan Evaluasi Tahun 2021. 

Dzakiyati, F., Nugroho, R. W., & Warsono, H. (2018). Lapor Hendi : Jembatan 

Pengaduan yang Setengah Hati. Gema Publica, 3(1), 64–75. 

https://ejournal.undip.ac.id/index.php/gp/article/view/21290 

Fuchs, C. (2021). The digital commons and the digital public sphere: How to 

advance digital democracy today. Westminster Papers in Communication 

and Culture, 16(1), 9–26. https://doi.org/10.16997/WPCC.917 

Gastil, J., & Richards, R. C. (2017). Embracing Digital Democracy: A Call for 

Building an Online Civic Commons. PS - Political Science and Politics, 

50(3), 758–763. https://doi.org/10.1017/S1049096517000555 

Hasfi, N. (2014). Ruang Publik Virtual: Ruang yang Diperebutkan. 

Hendrawan, A., Yuwanto, Y., & Erowati, D. (2022). Demokrasi Deliberatif 

Dalam Open Government (Studi Kasus Di Kota Semarang Tahun 2018-

2019). JWP (Jurnal Wacana Politik), 7(1), 11. 

https://doi.org/10.24198/jwp.v7i1.31148 

Hughes, R. C. (2014). Responsive Government and Duties of Conscience. 

Jurisprudence, 5(2), 244–264. https://doi.org/10.5235/20403313.5.2.244 

Khan, G. F. (2017). Social Media for Government- A Practical Guide to 

Understanding, Implementing, and Managing Social Media Tools in the 

Public Sphere. In Social Media for Government. Springer. 

Kompas. (2021). Hasil Survei LP3ES, Masyarakat Makin Takut Menyatakan 

Pendapat. Kompas.Com. 

https://nasional.kompas.com/read/2021/05/06/16561701/hasil-survei-lp3es-

masyarakat-makin-takut-menyatakan-pendapat 

Laksono, P., & Tradiono, E. S. (2021). CITIZEN JOURNALISM SEBAGAI 

MEDIA EMANSIPATIF DI GRUP FACEBOOK “INFO LANTAS 

MOJOKERTO.” 5(2). 

Miller, D., Costa, E., Haynes, N., Mcdonald, T., Nicolescu, R., Sinanan, J., Spyer, 

J., Venkatraman, S., & Wang, X. (2016). How the World Changed Social 

Media. In How the World Changed Social Media. 

https://doi.org/10.14324/111.9781910634493 

Muzaqqi, F. (2013). Diskursus Demokrasi Deliberatif Di Indonesia. Jurnal 

Review Politik, 03(01), 123–139. 

http://jurnalpolitik.uinsby.ac.id/index.php/jurnalpolitik/article/view/32 

Nasrullah, R. (2015). Internet dan Ruang Publik Virtual, Sebuah Refleksi atas 

Teori Ruang Publik Habermas. Komunikator, 4(01). 

http://journal.umy.ac.id/index.php/jkm/article/view/188 

Nel, D., Athron, T., Pitt, L. F., & Ewing, M. T. (2000). Customer evaluations of 

service complaint experiences in the public sector. Journal of Nonprofit and 

Public Sector Marketing, 7(3), 3–30. https://doi.org/10.1300/J054v07n03_02 

Pamalis, R., Larasati, E., & Susanta, H. (2021). Determinants of The Policy 

Implementation of Guidelines Public Complaints Management in Tegal 



 

84 
 

Regency Government Environment. Jurnal Ilmiah Ilmu Administrasi Publik, 

11(1), 223. https://doi.org/10.26858/jiap.v11i1.21669 

Papacharissi, Z. (2002). The Virtual Sphere. The Information Society Reader, 

4(1), 379–392. https://doi.org/10.4324/9780203622278-36 

Ramadhan, M. I., & Priyadi, B. P. (2020). Dimensi Pelayanan Publik Dalam 

Pengaduan Masyarakat Lapor Hendi Di Kota Semarang. Journal of Public 

Policy and Management, 9(4), 1–19. 

https://ejournal3.undip.ac.id/index.php/jppmr/article/view/29000 

Sabeni, H., & Setiamandani, E. D. (2020). Pengelolaan Pengaduan Masyarakat 

Dalam Upaya Meningkatkan Kualitas Pelayanan Publik. JISIP : Jurnal Ilmu 

Sosial Dan Ilmu Politik, 9(1), 43–52. https://doi.org/10.33366/jisip.v9i1.2214 

Schäfer, M. S. (2015). Digital Public Sphere. MedieKultur: Journal of Media and 

Communication Research, 15, 1–7. 

https://doi.org/10.7146/mediekultur.v36i68.118440 

Seneviratne, M., & Cracknell, S. (1988). Consumer Complaints in Public Sector 

Services. Public Administration, 66(2), 181–193. 

https://doi.org/10.1111/j.1467-9299.1988.tb00689.x 

Stauss, B., & Seidel, W. (2019). Social Media Complaints. 451–468. 

https://doi.org/10.1007/978-3-319-98705-7_17 

Sugiyono. (2017). Metode Penelitian Kuantitatif, Kualitatif, dan R & D. Alfabeta. 

Sukmono, F. G. (2011). Ruang Publik Alternatif dalam Cyber Space. Jurnal 

Ilmiah Komunikasi Makna, 2(2), 132–139. 

http://jurnal.unissula.ac.id/index.php/makna/article/view/2113 

Vaidhyanathan, S. (2018). Anti Social Media : How Facebook Disconnects Us 

and Undermines Democracy. Oxford University Press. 

Valtysson, B. (2012). Facebook as a Digital Public Sphere : Processes of Coloni- 

zation and Emancipation. 10(1), 77–91. 

Watts, M. (2017). Development and governmentality. Development: Critical 

Essays in Human Geography, 24(1), 515–543. 

https://doi.org/10.4324/9781315258027-26 

Wijaya, D. N. (2016). Kontrak Sosial Menurut Thomas Hobbes dan John Locke. 

Jurnal Sosiologi Pendidikan Humanis, 1(2), 183–193. 

  


