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JakLAPOR.

Penelitian ini  bertujuan untuk mendeskripsikan
bagaimana kualitas pelayanan pengaduan masyarakat
melalui Jaklapor di Jakarta Smart City (JSC). Metode
penelitian yang digunakan adalah deskriptif dengan
pendekatan kualitatif. Tehnik pengumpulan data
dengan cara observasi, wawancara, dan dokumentasi
terkait layanan Jaklapor. Data yang didapat kemudian
dianalisis secara kualitatif dan kemudian didukung
oleh hasil wawancara dengan pendekatan teori
kualitas pelayanan Zeithaml dalam Hardiyansyah
(2018) yang dapat dilihat dari indikator berwujud,
kehandalan, daya tanggap, jaminan, dan empati.
Adapun hasil penelitian dari kualitas pelayanan
pengaduan masyarakat melalui aplikasi JAKI di
Jakarta Smart City dapat dikatakan sudah cukup baik,
namun perlu ditingkatkan lagi dari sosialisasinya,
penyesuaian kategori masalah dan meningkatkan
jaminan kerahasiaan pelapor.
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ABSTRACT
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Judul : The Quality Of Jaklapor Services In The Jakarta Kini (Jaki) Application
In The Regional Public Services Agency Of The Jakarta Smart City
Province Of Dki Jakarta In 2021

Keywords:
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Complaints, JakLAPOR

This study aims to describe how the quality of public
complaints services through Jaklapor in Jakarta Smart
City (JSC). The research method used is descriptive
with a qualitative approach. Data collection
techniques by means of observation, interviews, and
documentation related to Jaklapor services. The data
obtained was then analyzed qualitatively and then
supported by the results of interviews with Zeithaml's
service quality theory approach in Hardiyansyah
(2018) which can be seen from tangible indicators,
reliability, responsiveness, assurance, and empathy.
The results of the research on the quality of public
complaints services through the JAKI application in
Jakarta Smart City can be said to be quite good, but it
needs to be improved further from the socialization,
adjusting the problem category and increasing the
guarantee of the confidentiality of the reporter.
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