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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pelaksanaan pelayanan publik 

berbasis E-Government dalam penerapan aplikasi Sistem Pengelolaan Pengaduan 

Pelayanan Publik Nasional (SP4N) Layanan Aspirasi Pengaduan Online Rakyat 

(LAPOR!), Sebagai produk nasional layanan E-Government di Indonesia, yang 

menyediakan layanan penyampaian semua aspirasi dan pengaduan masyarakat 

secara satu pintu yang responsif dan diselesaikan secara tuntas serta menjamin 

kebijakan “No Wrong Door Policy”, yang salah satunya dioperasikan oleh Dinas 

Komunikasi, Informatika, Statistik, dan Persandian (DISKOMINFOSTANDI) 

Kota Bekasi sejak tahun 2020. Sebagai upaya dalam meningkatkan kualitas 

pelayanan publik dan mewujudkan sistem pemerintahan modern yang berbasis E-

Government bagi seluruh masyarakat di Kota Bekasi. Penelitian ini, dilakukan 

dengan menggunakan teori dari hasil kajian dan riset Harvard JFK School of 

Government tiga elemen sukses yang harus diperhatikan dalam penerapan 

digitalisasi pada sektor publik/E-Government (Indrajit, 2006:13-15) yaitu Support, 

Capacity, Value. Hasil dari penelitian, menunjukkan bahwa penerapan terhadap 

aplikasi Sistem Pengelolaan Pengaduan Pelayanan Publik Nasional (SP4N) 

Layanan Aspirasi dan Pengaduan Online Rakyat (LAPOR!) belum berjalan 

dengan maksimal dikarenakan berbagai alasan, seperti sosialisasi program yang 

belum merata dilakukan kepada masyarakat secara luas, website yang sering 

terjadi bug/eror, terdapat laporan yang belum ditindaklanjuti, dan belum adanya 

sanksi tegas terhadap instansi yang tidak menindaklanjuti laporan masyarakat. 

Penelitian ini menggunakan metode kualitatif deskriptif dengan pendekatan studi 

kasus, dimana sumber data di dapatkan secara sekunder dari pustaka yang dapat 

dipercaya seperti pada artikel, jurnal penelitian, e-book, dokumentasi, maupun 

data pada lembaga terkait yang relevan dengan pokok pembahasan penelitian. 
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ANALYSIS OF THE APPLICATION OF THE NATIONAL PUBLIC 

SERVICE COMPLAINT MANAGEMENT SYSTEM (SP4N) OF THE 

PEOPLE'S ONLINE ASPIRATION AND COMPLAINT SERVICE 

(LAPOR) IN THE IMPLEMENTATION OF E-GOVERNMENT-BASED 

PUBLIC SERVICES AT THE COMMUNICATION, INFORMATICS, 

STATISTICS AND CODING OFFICE (DISKOMINFOSTANDI) OF 

BEKASI CITY 
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Institution (Government Study, Islamic University 45 Bekasi) 

ABSTRACT 

This study aims to analyze the implementation of E-Government-based 

public services in the application of the National Public Service Complaint 

Management System (SP4N) application of the People's Online Complaint 

Aspiration Service (LAPOR!), as a national product of E-Government services in 

Indonesia, which provides a service for submitting all aspirations and complaints 

from the public in one door that is responsive and resolved thoroughly and 

guarantees a "No Wrong Door Policy", one of which is operated by the Bekasi 

City Communication, Informatics, Statistics and Signage Office 

(DISKOMINFOSTANDI) since 2020. As an effort to improve the quality of 

public services and realize a modern government system based on E-Government 

for all people in Bekasi City. This research was conducted using the theory from 

the results of studies and research by the Harvard JFK School of Government on 

the three elements of success that must be considered in implementing 

digitalization in the public sector / E-Government (Indrajit, 2006: 13-15), namely 

Support, Capacity, Value. The results of the study show that the implementation 

of the National Public Service Complaint Management System (SP4N) 

application of the People's Online Aspiration and Complaint Service (LAPOR!) 

has not run optimally due to various reasons, such as the socialization of the 

program that has not been evenly carried out to the public at large, websites that 

often occur bugs/errors, there are reports that have not been followed up, and there 

is no sanction. This research uses a descriptive qualitative method with a case 

study approach, where data sources are obtained secondarily from reliable 

literature such as articles, research journals, e-books, documentation, and data at 

related institutions that are relevant to the subject matter of the research.  
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