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Maeykelestary777@gmail.com 

ABSTRAK 

Pengaduan masyarakat di Kementerian Sekretariat Negara Republik Indonesia 

merupakan pengaduan yang ditujukan kepada Presiden, Wakil Presiden, dan/atau 

Menteri Sekretaris Negara. Disebabkan banyaknya tuntutan terhadap penyelesaian 

pengaduan di lembaga kepresidenan, perlu adanya strategi yang tepat dalam 

pengelolaan pengaduan. Penelitian ini bertujuan menganalisis mekanisme, strategi 

penanganan pengaduan, dan menganalisis seberapa besar pengaruh inovasi 

aplikasi Sistem Informasi Pengaduan Masyarakat (SINGAMAS) terhadap 

penanganan pengaduan masyarakat di Kementerian Sekretariat Negara. Penelitian 

ini menggunakan metode penelitian Mixed-Methods Sequential Exploratory. 

Perolehan  data kualitatif meliputi wawancara mendalam dengan key informant 

melalui purposive sampling. Sedangkan, data kuantitatif menggunakan sampling 

jenuh pada 26 responden melalui survey. Teknik analisis data campuran yaitu 

coding dan analisis deskriptif dengan teknik WMS (Weight Mean Score). Dari 

hasil penelitian menunjukkan bahwa mekanisme penanganan pengaduan 

masyarakat yang berjalan sudah optimal. Dukungan strategi yang diterapkan 

dalam penanganan pengaduan dibuktikan adanya ketersediaan sumber daya 

teknologi yang memenuhi kebutuhan dalam menjalankan tugas antara lain aplikasi 

Sistem Persuratan dan Disposisi Elektronik (SPDE Open), Aplikasi SINGAMAS 

serta pengecekan surat berbasis website. Dalam menyesuaikan dinamika 

lingkungan, adanya inovasi layanan seperti monitoring dan focal point 

penanganan pengaduan masyarakat, serta pola penanganan pengaduan yakni 

“Jemput Bola”. Perhitungan inovasi aplikasi SINGAMAS memperoleh nilai 4.16 

dengan kategori Baik. Hasil adanya pengaruh aplikasi SINGAMAS terhadap 

penanganan pengaduan masyarakat di Kementerian Sekretariat Negara didasarkan 

pada Uji One T-Test Sample sebesar .000 < 0.05, dan t-hitung 42.970 > t tabel 

2.056 maka Ho ditolak dan Ha diterima. Rekomendasi peneliti perlu disediakan 

saluran pengaduan melalui sosial media, maintenance terhadap sarana dan 

prasarana, dan adanya pengembangan aplikasi SINGAMAS berbasis Easy 

Integration. 

Kata Kunci: Inovasi, Pelayanan Publik, Pengaduan Masyarakat, Strategi 
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ABSTRACT 

Public complaints at the Ministry of State Secretariat of the Republic of Indonesia 

are complaints addressed to the President, Vice President, and/or the Minister of 

State Secretary. Due to the large number of demands for the settlement of 

complaints at the presidential institution, it is necessary to have an appropriate 

strategy in managing complaints. This study aims to analyze the mechanism, 

complaint handling strategy, and analyze how much influence the innovation of 

the Public Complaints Information System (SINGAMAS) application has on the 

handling of public complaints at the Ministry of State Secretariat. This research 

uses the Mixed-Methods Sequential Exploratory research method. The acquisition 

of qualitative data includes in-depth interviews with key informants through 

purposive sampling. Meanwhile, quantitative data using saturated sampling on 26 

respondents through a survey. The mixed data analysis technique is coding and 

descriptive analysis using the WMS (Weight Mean Score) technique. The results 

of the study indicate that the mechanism for handling public complaints that is 

running is optimal. Support for the strategy implemented in handling complaints 

is evidenced by the availability of technological resources that meet the needs in 

carrying out tasks, including the application of the Electronic Mailing and 

Disposition System (SPDE Open), the SINAMAS application and website-based 

mail checking. In adjusting the dynamics of the environment, there are service 

innovations such as monitoring and focal points for handling public complaints, 

as well as the pattern of handling complaints, namely "Pick up the Ball". The 

calculation of the innovation of the SINGAMAS application obtained a score of 

4.16 in the Good category. The results of the influence of the SINGAMAS 

application on the handling of public complaints at the Ministry of State 

Secretariat are based on the One T-Test Sample Test of .000 < 0.05, and t-count 

42.970 > t table 2,056 then Ho is rejected and Ha is accepted. Recommendations 

for researchers need to provide a complaint channel through social media, 

maintenance of facilities and infrastructure, and the development of an Easy 

Integration-based SINGAMAS application. 

Keywords: Innovation, Public Complaint, Public Service, Strategy 
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