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ABSTRAK 

 

Nama : Roweina Azzahra 

Program Studi : Administrasi Publik 

Judul : Inovasi E-Pengaduan Humas dalam Meningkatkan Kualitas 

Pelayanan Publik di RSUD Pasar Rebo (Studi Kasus pada RSUD 

Pasar Rebo Tahun 2024-2025) 

 

Layanan publik di sektor kesehatan menuntut sistem yang responsif, transparan, 

dan partisipatif, khususnya dalam pengelolaan keluhan masyarakat. RSUD Pasar 

Rebo mengembangkan inovasi layanan publik berupa sistem E-Pengaduan yang 

dikelola oleh Bagian Hubungan Masyarakat (Humas) sebagai upaya meningkatkan 

kualitas pelayanan publik. Penelitian ini bertujuan untuk mendeskripsikan dan 

menganalisis peran Humas dalam pengelolaan inovasi E-Pengaduan serta 

dampaknya terhadap kualitas pelayanan publik di RSUD Pasar Rebo pada periode 

2024–2025. Penelitian ini menggunakan pendekatan kualitatif dengan metode studi 

kasus. Teknik pengumpulan data dilakukan melalui wawancara mendalam, 

observasi, dan dokumentasi. Analisis data menggunakan model interaktif Miles dan 

Huberman. Hasil penelitian menunjukkan bahwa Humas berperan sebagai 

komunikator, mediator, dan fasilitator dalam sistem E-Pengaduan. Melalui peran 

tersebut, Humas mampu menjembatani komunikasi dua arah antara rumah sakit dan 

masyarakat, meningkatkan responsivitas, transparansi, serta koordinasi dalam 

penanganan keluhan. Meskipun masih terdapat hambatan dalam aspek koordinasi 

internal dan penyesuaian regulasi, inovasi E-Pengaduan memberikan kontribusi 

positif terhadap peningkatan kualitas pelayanan publik dan penguatan kepercayaan 

masyarakat terhadap rumah sakit. 

 

Kata Kunci: Hubungan Masyarakat, Inovasi Pelayanan Publik, E-Pengaduan, 

Kualitas Pelayanan Publik, Studi Kasus. 
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ABSTRACT 

 

Name : Roweina Azzahra 

Study Program : Public Administration 

Title : Innovation in Public Relations E-Complaints to Improve 

the Quality of Public Services at Pasar Rebo Regional 

General Hospital (Case Study at Pasar Rebo Regional 

General Hospital in 2024-2025) 

 

Public services in the health sector require a responsive, transparent, and 

participatory system, especially in managing public complaints. Pasar Rebo 

Regional General Hospital has developed a public service innovation in the form 

of an E-Complaint system managed by the Public Relations Division as an effort to 

improve the quality of public services. This study aims to describe and analyze the 

role of Humas in managing the E-Complaint innovation and its impact on the 

quality of public services at Pasar Rebo Regional General Hospital in the period 

2024–2025. This study uses a qualitative approach with a case study method. Data 

collection techniques were carried out through in-depth interviews, observation, 

and documentation. Data analysis used the Miles and Huberman interactive model. 

The results showed that Humas acted as a communicator, mediator, and facilitator 

in the E-Complaint system. Through these roles, the Public Relations Department 

is able to bridge two-way communication between the hospital and the community, 

improve responsiveness, transparency, and coordination in handling complaints. 

Although there are still obstacles in terms of internal coordination and regulatory 

adjustments, the E-Complaint innovation has made a positive contribution to 

improving the quality of public services and strengthening public trust in hospitals. 

 

Keywords: Public Relations, Public Service Innovation, E-Complaints, Public 

Service Quality, Case Study. 
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