Uni versitas I ndonesia Library >> Arti kel Jurnal

Penanganan pengaduan masyarakat mengenai pelayanan publik / Sad
Dian Utomo

Sad Dian Utomo, author

Deskripsi Lengkap: https:/lib.ui.ac.id/detail 71d=20448704& | okasi=Iokal

Abstract. Citizen participation is a manifestation of people empowerment, an effort to improve people’s
ability

in decision making, as well as an attempt to control society’s own future. Local government in Semarang is
aware of such urgency of participation and thus establishes the Center of Public Service Complaint
Management

(CPSCM) as an ingtitution to coordinate, implement, and manage people' s complaints of public service.
This

research uses qualitative approach with Amstein’s ladder of citizen participation, and Burns, Hambleton &
Hogget’ s ladder of citizen empowerment as the main theories. This research aims to analyze factors that
influence the effectiveness of CPSCM as an instrument of citizen participation in public service; aswell as
to

create an alternative solution to improve citizen participation. The research shows that there are five factors
influencing the effectiveness of CPSCM, i. e. accommodative leadership particularly that of Semarang
City’s

mayor; local constitution and regulation; the role of civil society, mainly non-governmental organizations;
and

special events. This research also suggests some alternative solutions to improve citizen participation, such
as.

socializing the existence of CPSCM and establishing more transparent management of complaints;
involving

Loca Representative Council to gain stronger legality of CPSCM; thoroughly evaluating the contribution of
CPSCM for society and the government; encouraging more academic study on such complaints management
institution.
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