THE PERFORMANCE OF INFORMATION AND COMPLAINTS
SERVICE UNIT (UPIK) TO IMPROVE THE QUALITY OF

RESPONSIVENESS PUBLIC COMPLAINTS BASED ON

E-GOVERNMENT 2016

UNDERGRADUATE THESIS

Submitted to Satify the Requirement of Attaining the Degree in Political Science
of International Program for Government Affairs and Administration, Faculty of

Social and Political Science, Universitas Muhammadiyah Yogyakarta

Written by :

Diaz Ayu Hapsari Putri

20140520324

INTERNATIONAL PROGRAM FOR GOVERNMENT AFFAIRS AND

ADMINISTRATION

FACULTY OF SOCIAL AND POLITICAL SCIENCE

UNIVERSITAS MUHAMMADIYAH YOGYAKARTA

2017



STATEMENT PAGE

I the undersigned here by :

Name : Diaz Ayu Hapsari Putri

NIM : 20140520324

Department : International Program for Government Affairs and Administration

Faculty : Social and Political Sciences

Research Title: The Performance Of Information And Complaints Service Unit
(UPIK) To Improve The Quality Of Responsiveness Public

Complaints Based On E-Government 2016

| state that this thesis is an original work and never been proposed for any
bachelor degree in any other universities except Universitas Muhammadiyah
Yogyakarta. The content of the work has not been published before, beside the
findings or opinions of other researchers that cited and mentioned on the
references. Furthermore, if there are other parties who feel harmed with this work

and attempted to report it, I will be responsible and overcome the consequences.

Yogyakarta, 19 December 2017

Diaz Ayu Hapsari Putri



MOTTO

“The best sword that you have is a limitless patience”



DEDICATION PAGE

Bismillahirrohmanirrohim. All praise belongs to Allah SWT for all his guidance
and mercy so that has been providing health, strength, smoothness, and patiance
so the author able to finish Undergraduate thesis. This undergraduate thesis would
not be finished without the support from my parents, my family, my bestfriend
and all of my friends during having the undergraduate thesis and campus life. The

author’s also would like to give big appreciation goes to:

1. Big and Special thank you to my beloved parents. Especially for my
mother for all that you have been give to me, Love, spiritual support yang
selalu mendoakan terbaik untuk anak-anaknya, countless of financial
support yang tidak bisa dibayangkan dari lahir hingga sekarang. Aku
sangat bersyukur lahir dari seorang wanita yang sangat sangat dan sangat
kuat. Terima kasih atas semua yang telah ibu berikan kepada saya. Doakan
agar anakmu ini sukses bu karena aku tahu semua itu on my momma
hands. Few of my achievement yang udah aku dapat tidak lain atas segala
usaha dan doa ibu yang Allah kabulkan. Terima kasih yang tak terhingga
juga untuk ayah atas segala usahanya dalam aku mencapai impianku.

2. Special thank to H. Casmaun family. Untuk mbah kakung, budhe yul dan
Pakdhe Ribut yang selalu memberikan nasehat, mendoakan, membantu
dalam segala kesusahaan. Terimakasih untuk my beloved sister from
another mother novita indah yang sudah memberikan spiritual and
physical support, Role model aku untuk terus semangat dalam kuliah dan
hidup agar bisa seperti dia. Terimakasih untuk M. wicaksono tangkas
walaupun tidak setangkas namanya, terimakasih atas segala bantuan dalam

kuliah dan atas hiburan dikala sedang susah.



3. Terimakasih untuk adek adek aku terlucu dan tercinta, Almeera ais dan
Asbijab Tulcha, Kalianlah penyemangat aku agar giat kuliahku.

4. Terimakasih untuk Dimas wicak yang jauh diseberang sana yang sudah
memberikan nasehat dan saran ke bapak-bapakan nya, yang sangat
berfaedah untuk aku menjalani hidup ini.

5. Terimakasih untuk Abdul Muhibbudin, mantan selama 8 tahun yang
belum berjodoh dan sahabat terbaik sejak kecil. Terimakasih untuk segala
usaha, doa , dan udah mau direpoti banyak hal dan bantuin disegala
kesusahaan aku. Best partner ever.

6. Terimakasih untuk MBAK SHOLEHAH, first of all untuk simbok mareta
ganing yang udah jadi best partner aku selama kuliah ini, terimakasih atas
segala bala bantuan , orang yang bikin aku semangat dan rajin, terimakasih
Iho udah bikin aku doyan makan, pokoknya sister banget sama mbak satu
ini. untuk dian terimakasih atas segala kebaikan dan hiburan dari
keluguanmu, yang kadang bikin kesel karena tingkahnya yang minta
disleding. Untuk mareta dan dian terimakasih sudah berjuang bersama dan
menyemangati aku dalam menyelesaikan skripsi ini. untuk mbak eva nia
yang amat tersantai kayak dipantai tetapi selalu menjadi hiburan pas
kumpul, kedewasaan nya yang tidak tertandingi, terimakasih untuk mbak
anggit yang selalu mau diajak kemana-mana oleh siapa saja, membantu
sekali dan menemani disaat sepi. Terimakasih untuk nuri yang maunya
dipanggil cecil, terimakasih atas kecentilan dan kekonyolanmu yang
menghiburku, terimakasih untuk arum, mbak yang pinter yang udah jadi
partner exchange aku. Kalian yang terbaik yang aku punya selama di

jogja. You are my treasure genks.

7. Terimakasih untuk sahabat aku Dines dan Nina, untuk semangat dan

bantuannya.

Vi



10.

11.

12.

13.

14.

Terimakasih untuk mbak ika yang sudah membantu dan bersama sama
berjuang dalam memperoleh data untuk skripsi. Semoga bisa lulus bareng
ya mbak.

Terimakasih untuk anak KKN 115, Teteh, Dewi, Sandi, Dadang, Erwan,
Ari, Zidni, Denggan. Yang sudah saya anggap seperti keluarga terimakasih

untuk kenangannya.

Terimakasih untuk mbak nain yang udah support makanan ketika aku

pulang, yang selalu ngasih aku makanan.

Terimakasih untuk anak anak STORY dan Galaxy yang selalu

menyemangati, menghibur, ribut dan selalu wacana kalo diajak kumpul.

Terimakasih untuk partner kelas J, Bayu, wida, hazim, ucup, bagus, hanan,
indra, nana, nono, dan helmi, i’m happy to know all you gaes, sukses buat
kalian.

Untuk IGOV angkatan 2014 terimakasih untuk waktu dan kebersamaan

selama ini, see you on top yaa gengs.

Untuk Igovers semua, terimakasih dan semangat terus dalam meraih

mimpi kalian. I am proud to be part of Igov.

vii



PREFACE

Bismillahirrohmanirrohim

All the praises belongs to Allan SWT for all his guidance and mercy
which alwayas listen to my pray and complaint. Sholawat and Greetings are going
to the Prophet Muhammad SAW as a lighter, the greatest person as the messenger
all of the knowledge to Muslim and His beliver. Alhamdulillah, eventually, the
author’s been able to finish the Undergraduate Thesis with the title “ The
Performance of Information and Complaints Service Unit ( UPIK) to
Improve The Quality of Responsiveness Public Complaints based on E-
government”. At last but not least, special thank you very much for all of people
which helped and always pray for the author’s to finish this Undergraduate
Thesis. Especially special thank you for my beloved mother who always gives the

moral, spiritual, and financial support.

This Undergraduate Thesis would not finish without the support and help
from the lecturer and all the staff in Faculty of Social and Politic Sciences. The

author’s also would like to give big appreciation goes to :

1. Prof. Dr. Bambang Cipto, M.A., as the head of University Muhammadiyah
of Yogyakarta.

2. Dr. Titin Purwaningsih S.IP, M.Si., as the head of Faculty of Social and
Politic Sciences of University Muhammadiyah of Yogyakarta.

3. Dr. Muchmad Zaenuri, M.Si. as the head of Department of Governmental
Science of University Muhammadiyah of Yogyakarta.

4. Awang Darumurti, S.IP, M.Si., as the secretary of Department of
Governmental Science of University Muhammadiyah of Yogyakarta

5. Rijal Ramdani,S.IP.,MPA as the as the head of International Program of

Governmental Studies of University Muhammadiyah of Yogyakarta

viii



Isnaini Muallidin, S.IP, MPA, as my supervisor which gave the best treats
as the guiding supervisor, valuable input and always support throughout
the entire period.

Dr.Dyah Mutiarin, M.Si. as my examiner which give guiding and
suggestions to finish my undergraduate thesis.

Mr. Hageng as a Devision of Public Relation and Information Government
Yogyakarta City.

. All the lecturer of Department of Governmental Science of University

Muhammadiyah of Yogyakarta.

Yogyakarta, 19 December 2017

Diaz Ayu Hapsari Putri



LIST OF CONTENTS

COVER bbbt h bbbt bttt et I
ENDORSMENT PAGE ...ttt st I
STATEMENT PAGE ...ttt esneesteeneesneenneenee s ii
IMIOTTO ettt b e e b et e bt e skt et e e e R e e e be e san e e be e s nn e e neennneenns v
DEDICATION PAGE ... .ottt sttt s ste e sneesbeente s e nneenneenee e %
PREFAGCE ...t b e et e be e ne e Vil
LIST OF CONTENTS ..ottt et sre e bt nreenneenee e X
LIST OF TABLE ...ttt ettt ettt xiii
LIST OF FIGURE ..ottt ettt bbbt Xiv
N = IS I A 3 RS XV
CHAPTER | INTRODUCTION.....cciiiiiiiie ittt s 1
1.1 BACKGROUND .....ooiiiieie ettt te s sneesteaneesne e e aneenneenneenee e 1
1.2 RESEARCH QUESTION ... .coiiiiiiieii e eese e e e te e sneesneenaesneenneenee e 11
1.3 RESEARCH OBJECTIVES .....oooiiiiiiee ettt 11
1.4 BENEFIT OF THE RESEARCH .....ooiiiiiiii e 12
L5 LITERATURE REVIEW.......oiiiiiiiie ettt anaesna e enee e 12
1.6 THEORITICAL FRAMEWORK .....ooiiiiiieieee et 18
1.6.1 Concept Of PerfOrmance..........ccouiiiiiie it 19
1.6.2 Concept Of RESPONSIVENESS.....ccuuiiiieiieiieesiee ettt srae e eneas 26
1.6.3 Concept Of E-GOVEIMMENT ......cc.oiviiiiiiiiiiieieie ettt 30
1.7 CONCEPTUAL DEFINITION ..ottt 39
1.8 OPERATIONAL DEFINITION ....ooiiiiiiiiiieieceree e 41



1.9 RESEARCH METHOD .....ooiiiiiiiie e 42

1.9.1 Type Of The RESEAICN ......cceviiiiciee e 42
1.9.2 TYPE OF DALA ...ttt 43
1.9.3 Data collection teChNIQUE...........coveii e e 44
1.9.4 Data AnalysiS TEChNIQUE ....cc.ecviiieie e 46
1.9.5 UNIE ANAIYSIS ..ottt 47
CHAPTER Il RESEARCH OBJECT DESCRIPTION .....coooiiiiiiiiieeee e 48
2.1 History and Development Public Relations Yogyakarta City .........c.cccoceveneniniciinnnnns 48
2.2 Duties and Function Public Relations and Information .............c.cccceovninninicninncnene 50
2.3 Organizational Structure Public Relations and Information ............ccoccevvvieiiiiniinenns 50
2.4 Profile OF UPTK ...t 54
CHAPTER 111 ANALYSIS AND DATA INTERPRETATION ..o, 58
3.1 Organizational Responsiveness Of UPIK ..........ccocoiiiiiiiiieee s 58
BLLL THMEIESS it b bbbttt 58

3 L2 FACKHIITALION ... et 71
3.1.2.1 Physical FaCilitation ...........cccccueiieiiiiciicce e 71
3.1.2.2 Non Physical FaCilitation ..o 72
3. L. 2.3 INVOIVEMENT. ... bbb 77

B L3 REAIESS. ...ttt 81
3.1.3.1 SatisfaCtion LeVEL .........cooiiiiiiie e 82
3.1.3.2 PrivaCy GUAIANTEE .......cccvieiiieeiie ittt ettt ettt rae et re e nnae s 83
3.1.3.3 Strategy (t0 aChieVe goal).........ccevveiiiieiece e 84

Xi



3.1.4 Attitude and APOIOGY .....ooeeiieiieie et 85

3 1.5 Credibility .oovveveeee s 88

3. 1.5. 1 COMMITMENT....c.eiiiiiiieieeieeee bbb ee e 88
3.1.5.2 BUIBAUCTACY ..cuvveeiuiiieisiieesitieesiieessitee s itee it e st e et e st e st e e nnbe e e nnb e e e nnbeesnneas 91
3.1.5.3 Adaptability .......cccocoiiiiiiee e 97
CHAPTER IV CONCLUSION AND SUGGESTION .....cooiiiiiiiieiieieereeeee e 102
4.1 CONCLUSION ..ottt ettt e b e e s be e nn e e nnneeneesnnas 102
4.2 RECOMMENDATION ...ttt ettt be e 103
REFERENCQCES ... oot 104
APPENDIX . nnes 107

xii



LIST OF TABLE

Table 1. List of Accepted Complaints of UPIK 2014-2016 ..........cccooereiiiinenineeieiene, 8
Table 2. Number of message received by UPIK Year 2014 ........ccccccoooviveiieeieninnneiene 10
Table 3. Paradigm Shift from bureaucratic to e government...........c.ccccoevvvveveieevvesnenn 32
Table 4. Indicators Organizational RESPONSIVENESS ..........ccecvrieiieiiieriesese e, 42
Table 1.4 Primary Data.........cccooeiiiieie et 44
Table 1.5 ReSearch INtErVIEWEES. ..........ccoieiiiiieieisiereeee e 45
Table 3. Statistic Incoming messages Year 2016 ..........ccocvvvririeieiinenese e, 64
Table 4. Statistic messages based fOllOW UP .........coevveiiiiciiccc e 65
Table 1. Complaint FIOW UPTK ... 67
Table 5. Statistic messages based on Status reply .........ccooeveiiiiniiiniie 68
Table 2. Topt ten SKPD not yet RESPONSIVE. ........cueiiiiieiieieeieee e 70

xiii



LIST OF FIGURE

Figure 1. Organizational Structure Division Public Relations............c.cccccooviniiiicnnn. 52
Figure 2. Organizational Structure of UPIK ... 57
Diagram 1. Percentage Admin UPIK continue message to SKPD ..........ccccccvveieieennenn, 61
Diagram 2. Percentage Length of time Admin UPIK continue message to SKPD ......... 62
Figure 1. Percentage toward Application feature UPIK ............cccooovviiiiveviie e 73
Figure 2. Percentage on Network Smoothness of UPIK............ccccovviiiiieiic e, 74
Figure 3. Service Satisfaction Level of UPIK............ccoci i 82
Figure 4. Percentage toward indicator of Privacy Guarantee ............cccccceevvvveiiverieainennns 83
Figure 7. Example of UPIK Socialization SHKEer ...........ccocviiiiieiiieii e 84
Figure 5. Courtesy Of CONENES ANSWETS ........ccviiiieieriesie sttt 87

Xiv



ABSTRACT

E-government is an innovation to make better governance in order to achive more
effectively in public service. One of which form of e government in Yogyakarta is
UPIK. Unit Pelayanan Informasi dan Keluhan (UPIK-Unit of Information and
Complaint Services) is the media to receive and respond the public information or
input which related to the implementation of governance and public services in
Yogyakarta City. UPIK had considered successful as the form of public services
innovation and was received nicely by the public as their tool to express their
aspiration. This study is to assess the responsiveness of Government of
Yogyakarta City based on its speed, accuracy, clarity and follow-up in UPIK
services. The problem of mechanism/system, human resources as well as the
supporting facilities of UPIK services are also examined. Using interview method
and qualitative analysis on the survey result conducted by CPPS UGM in 2016,
this study found the weak responsiveness of Government of Yogyakarta City to
respond the public complaint, especially on the follow-up action. Cross-sectoral

and cross-level government complaints had no follow-up.

Keywords: UPIK, E-government, responsiveness.
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