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ABSTRAK 

Citizen Relationship Management (CRM) merupakan prоgrаm ѕmаrt gоvеrnmеnt 

sistem pеngаduаn mаѕyаrаkаt di Prоvіnѕі DKІ Jаkаrtа untuk mеnаmpung dаn 

mеnіndаklаnjutі lаpоrаn wаrgа ѕеrtа mеmbаntu dіnаѕ dаn kеlurаhаn аgаr dаpаt 

bеrkооrdіnаѕі dаn mеnyеlеѕаіkаn lаpоrаn wаrgа dеngаn lеbіh mudаh untuk 

meninjau kinerja sebagai evaluasi agar pembangunan pelayanan publik menjadi 

lebih baik. Tujuan penelitian ini menganalisis efektivitas penanganan pengaduan 

aplikasi citizen relationship management (CRM) dengan 13 kanal pengaduan yaitu 

JAKI, Twitter@dkijakarta, Facebook@PemprovDKIJakarta, WA 08811272206, 

Balai Kota, Kantor Inspektorat, Kantor Walikota, Kantor Camat, Kantor Lurah, 

Aspirasi Publik Media Massa, Lapor 1708, Media Sosial Gubernur dan Wakil 

Gubernur, dan dki@jakarta.go.id. Menganalisis persepsi unit jakarta smart city 

dalam meningkatkan pelayanan publik dengan adanya aplikasi pengaduan citizen 

relationship management (CRM) menuju smart city, dan menganalisis persepsi 

masyarakat provinsi DKI Jakarta dengan adanya aplikasi pengaduan citizen 

relationship management (CRM). Peneliti mengkaji hal ini dengan menggunakan 

paradigma konstruktivisme serta metode penelitian kualitatif yang disertai desain 

penelitian studi kasus. Adapun teknik pengumpulan data yang meliputi: observasi, 

wawancara mendalam, studi kepustakaan, dan dokumentasi. Teknik perekrutan 

informan purposive sampling dan snowball sampling. Teknik analisis data yang 

digunakan pengumpulan data, reduksi data, display data, penarikan kesimpulan. 

Hasil penelitian menyatakan bahwa pencapaian tujuan telah diatur pada RPJMD, 

integrasi berjalan dengan baik, adaptasi sebelumnya peningkatan signifikan dengan 

partisipasi masyarakat meningkat. Persepsi dengan adanya citizen relationship 

management (CRM) memudahkan kordinasi antar aparatur pemerintah. Persepsi 

masyarakat merasa terbantu dan meningkatkan kepercayaan terhadap aparatur 

bahwa tindak lanjut dari laporan nya mendapatkan hasil yang diinginkan. 

 

Kata kunci: Efektivitas; citizen relationship management; smart city 
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ABSTRACT 

Citizen Relationship Management (CRM) is a smart government program for a 

community complaint system in DKІ Jakarta Province to accommodate and follow 

up on citizen reports as well as assist the local government offices and sub-districts 

in order to coordinate and complete citizen reports more easily to review 

performance as an evaluation so that the development of public services becomes 

better. The purpose of this study is to analyze the effectiveness of handling 

complaints from citizen relationship management (CRM) applications with 13 

JAKI, Twitter@dkijakarta, Facebook@PemprovDKIJakarta, WA 08811272206, 

City Hall, Office of the Inspectorate, Mayor's Office, Sub-district Office, Lurah 

Office, Public Media Aspirations Mass, Report 1708, Governor and Deputy 

Governor SocialMedia, and dki@jakarta.go.id. Analyze the perceptions of the 

Jakarta Smart City unit in improving public services with the application of citizen 

relationship management (CRM) complaints towards smart cities, and analyze the 

perceptions of the people of DKI Jakarta province with the application of citizen 

relationship management (CRM) complaints. Researchers examine this by using 

the constructivism paradigm and qualitative research methods accompanied by a 

case study research design. The data collection techniques include: observation, 

in-depth interviews, literature studies, and documentation. The technique of 

recruiting informants was purposive sampling. Data analysis techniques used data 

reduction, data display, drawing conclusion. The results of the study stated that the 

achievement of the goals had been regulated in the RPJMD, integration was going 

well, previous adaptation had a significant increase with increased community 

participation. The perception of citizen relationship management (CRM) facilitates 

coordination between government officials. Public perceptions feel helped and 

increase confidence in the apparatus that the follow-up of the report gets the 

desired results. 

 

Keywords: Effectiveness; citizen relationship management; smart city  
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