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MOTTO 

 
“You don’t have to be great to start, but you have to start to be great”  
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ABSTRAK 

Penelitian ini mengkaji implementasi layanan pelaporan masyarakat "Sapa Mbak Ita" di 

Kota Semarang dan kaitannya dengan upaya mewujudkan pemerintahan yang baik (good 

governance). Dengan menggunakan metode kualitatif deskriptif, penelitian ini 

menganalisis penggunaan aplikasi Sapa Mbak Ita sebagai inovasi pelayanan publik 

berbasis digital serta dampaknya terhadap terwujudnya prinsip-prinsip good governance. 

Hasil penelitian menunjukkan bahwa implementasi Sapa Mbak Ita telah meningkatkan 

partisipasi masyarakat dalam pengawasan pelayanan publik, namun masih terdapat 

beberapa tantangan terkait sosialisasi, pengelolaan aduan, dan pemerataan akses teknologi. 

Penelitian ini memberikan rekomendasi untuk pengembangan layanan Sapa Mbak Ita ke 

depannya guna mendukung terwujudnya pemerintahan yang lebih transparan, partisipatif, 

dan akuntabel di Kota Semarang. 

Kata kunci: good governance, pelayanan publik, Sapa Mbak Ita, Kota Semarang 
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ABSTRACT 

 

This research examines the implementation of the "Sapa Mbak Ita" public reporting service 

in Semarang City and its relationship to efforts to realize good governance. Using 

descriptive qualitative methods, this research analyzes the use of the Sapa Mbak Ita 

application as a digital-based public service innovation and its impact on the realization 

of good governance principles. The research results show that the implementation of Sapa 

Mbak Ita has increased community participation in monitoring public services, but there 

are still several challenges related to socialization, complaint management, and equitable 

access to technology. This research provides recommendations for developing the Sapa 

Mbak Ita service in the future to support the realization of a more transparent, 

participatory and accountable government in Semarang City..  

Keywords: good governance, public service, Sapa Mbak Ita, Semarang City  



10 
 

 

DAFTAR ISI 

SURAT PERNYATAAN KEASLIAN ...................................................................................................... 2 

MOTTO ....................................................................................................................................................... 4 

KATA PENGANTAR ................................................................................................................................. 5 

HALAMAN PERSEMBAHAN ................................................................................................................. 7 

ABSTRAK ................................................................................................................................................... 8 

ABSTRACT .................................................................................................................................................. 9 

DAFTAR TABEL ..................................................................................................................................... 12 

BAB I ............................................................................................................. Error! Bookmark not defined. 

PENDAHULUAN ................................................................................ Error! Bookmark not defined. 

1.1 Latar Belakang ..................................................................... Error! Bookmark not defined. 

1.2 Rumusan Masalah................................................................ Error! Bookmark not defined. 

1.3 Tujuan Penelitian ................................................................. Error! Bookmark not defined. 

1.4 Manfaat Penelitian ............................................................... Error! Bookmark not defined. 

1.4.1 Manfaat Teoritis .................................................................. Error! Bookmark not defined. 

1.4.2 Manfaat Praktis ................................................................... Error! Bookmark not defined. 

1.5 Penelitian Terdahulu ........................................................... Error! Bookmark not defined. 

1.6 Kerangka Teori .................................................................... Error! Bookmark not defined. 

1.6.1 Teori Implementasi Kebijakan .......................................... Error! Bookmark not defined. 

1.6.2 Good Governance ................................................................ Error! Bookmark not defined. 

1.6.3 Kerangka Pemikiran Teoritis ............................................. Error! Bookmark not defined. 

1.6.4 Kerangka Pemikiran ........................................................... Error! Bookmark not defined. 

1.7 Operasionalisasi Konsep ...................................................... Error! Bookmark not defined. 

1.8 Metode Penelitian ................................................................. Error! Bookmark not defined. 

1.8.1 Jenis Penelitian ..................................................................... Error! Bookmark not defined. 

1.8.2 Situs Penelitian ..................................................................... Error! Bookmark not defined. 

1.8.3 Subjek Penelitian.................................................................. Error! Bookmark not defined. 

1.8.4 Jenis dan Sumber Data ........................................................ Error! Bookmark not defined. 

1.8.5 Teknik Pengumpulan Data ................................................. Error! Bookmark not defined. 



11 
 

1.8.6 Analisis dan Interpretasi Data ............................................ Error! Bookmark not defined. 

BAB II ........................................................................................................... Error! Bookmark not defined. 

GAMBARAN UMUM ......................................................................... Error! Bookmark not defined. 

2.1. Gambaran Umum Kota Semarang ............................................. Error! Bookmark not defined. 

2.1.1. Kondisi Geografis Kota Semarang ...................................... Error! Bookmark not defined. 

2.2. Gambaran Umum Organisasi ...................................................... Error! Bookmark not defined. 

2.2.1 Dinas Komunikasi, Informasi, Statistik, dan Persandian Kota Semarang ........... Error! 

Bookmark not defined. 

2.2.2 Sapa Mbak Ita ..................................................................... Error! Bookmark not defined. 

BAB III .......................................................................................................... Error! Bookmark not defined. 

PENGGUNAAN LAYANAN PELAPORAN MASYARAKAT PEMERINTAH KOTA 

SEMARANG “SAPA MBAK ITA” DALAM MEWUJUDKAN PEMERINTAHAN YANG 

BAIK ..................................................................................................... Error! Bookmark not defined. 

3.1 Penggunaan Layanan Pelaporan Masyarakat “Sapa Mbak Ita” ....... Error! Bookmark not 

defined. 

3.1.1 Standar dan Sasaran Kebijakan Pengelolaan “Sapa Mbak Ita” .... Error! Bookmark not 

defined. 

3.1.2 Hubungan Antar Organisasi Dalam Implementasi Aplikasi Sapa Mbak Ita ........ Error! 

Bookmark not defined. 

3.1.3 Faktor Sumber Daya Manusia dan Non Manusia yang Dimiliki Sapa Mbak Ita . Error! 

Bookmark not defined. 

3.1.4 Karakteristik Agen Pelaksana Sapa Mbak Ita .................. Error! Bookmark not defined. 

3.1.5 Dampak Kondisi Sosial, Politik, Ekonomi terhadap Aplikasi Sapa Mbak Ita ...... Error! 

Bookmark not defined. 

3.2 Layanan Pelaporan Publik Sapa Mbak Ita mewujudkan good government ............. Error! 

Bookmark not defined. 

3.2.1 Sikap Transparansi Tim Sapa Mbak Ita ........................... Error! Bookmark not defined. 

3.2.2 Pembangunan Partisipasi Masyarakat dalam Aplikasi Sapa Mbak Ita ................ Error! 

Bookmark not defined. 

3.2.3 Bentuk Akuntabilitas Pemerintah Terhadap Pelayanan Publik Sapa Mbak Ita .. Error! 

Bookmark not defined. 

BAB IV .......................................................................................................... Error! Bookmark not defined. 

PENUTUP ............................................................................................ Error! Bookmark not defined. 

4.1 Kesimpulan ........................................................................... Error! Bookmark not defined. 



12 
 

4.2 Saran ..................................................................................... Error! Bookmark not defined. 

DAFTAR PUSTAKA ................................................................................... Error! Bookmark not defined. 

 



DAFTAR TABEL 
 

Tabel 2.1 Luas Wilayah Kecamatan di Kota Semarang     43 

Tabel 2.2. Jumlah Penduduk Kota Semarang Tahun 2018-2021    45 

Tabel 2.3. Kepadatan Penduduk Kota Semarang Tahun 2018-2021    45 

Tabel 3.1 Data pengguna aplikasi Sapa Mbak Ita      79 



14 
 

DAFTAR GAMBAR 

Gambar 2.1. Peta Administrasi Kota Semarang      42 

Gambar 2.2. Struktur Organisasi Diskominfo Kota Semarang    53 

Gambar 2.3. Sarana Pengaduan Sapa Mbak Ita Kota Semarang   54 

Gambar 3.1 Fitur dan tampilan aplikasi SAPA MBAK ITA    61 

Gambar 3.2 Sosialiasasi Aplikasi Sapa Mbak Ita di Kelurahan Kota Semarang 63 

Gambar 3.3 Ruangan Operasional Produk dan Layanan    68 

Gambar 3.4 Kanal website Sapambakita       77 

Gambar 3.5 Tampilan instagram @sapambakita      78 

 


