Implementation of Public
Complaint Services in Badung
Regency Based on E-
Government

by Ni Wayan Intan Pradnyawati

Submission date: 01-Sep-2024 08:51AM (UTC+0700)
Submission ID: 2442092527

File name: 10622-Article_Text-43055-1-18-20240827.pdf (339.2K)
Word count: 5326

Character count: 30590



IPAP (Poir el of Public Administralion Research) Val 10 Mo 1
E-ES5M 24601580

Implementation of Public Complaint Services in Badung Regency Based on E-
Governmment

Mi Wayan Intan Pradmyowati !, B Pt Bayo Widhi Antari!®
Emall: iptinpradmeat? Ebeimailoom, baviriwilhamia i Sundiknaeascid”
'Faculty ol Sucial Sciences anad Humanities, Natbonad Eduwation Uriversity
*corrosponding authny

Bubmitted D5-03- 2024; Acoepted:3140-08-2024; Published: (0 -09-2024

DOL: hittpes ) fdalorg 1030666/ ipap v 01T 06T}
Absiract

Thizs pesearch aims fo explain the implementarion of SIUMAS 0 serving complairis from the
Boeliony Repeney's cifizens. Using o gualitaiive descriplive approack, By reseanch oiacusses
implermentation wiing Bipley and Fromklin's siesess foctors and gl emenialfoon siocess criterin, This
researcly showsy der SEPLMAY flfilly the principles of olarity and corteimre apd con clange ofd
febins s desiredd, SIOLTMAS fudfills the pedncipley of clarl eed certabay because the goverament
coutieys Infermarion abowt STMIMAS clearly theough s application. Apart from that, SIDUMAS
lser guaranices the complainant's dala privacy and security, SIDUMAS can also change old hobits
[roan pemplaiars wsing comenrion meiods reogiginal methods. Thiv can encourage the public,
enpreeiatly veng people, 1o aclively participaie in providiag complainis and capteations in the policy-
making provess, According to the oriteria fov arcoessfol implesmerration, SIDUMAS areeis she aspecrs
of e e r':.rnlrr.l'ir.lm'f. i.ln;:lfmlrmrﬂ'frln. et f;argrrrrffm;mr'r ,':.'J'ﬂ-[.’H.-ﬁ._‘n'ﬁr]_ff.l‘."l. thir |'.'r|r1!|'1|"|'.-;.|1|:'.r
wiprect of @ reaucracy bécasse it fullills the Prestdentind Regulation af the Repudlic of Tndanesia
(RIS Mo, 76 e 2003, Adcliiioeally, SHENIMAS fullifls the elermeas of inpalemeritaiion and fargeled
gt becatse XIOLUMAS can fuvulle 733 pratretd af |1rr:|1|r:l|"rJ|'.l11.l. recerved cver e Lt five Ueaes
and i5 sranting e provide besefity, esprecialiy foo village officiols who make SIDUWAY o
wildsileblowlng svares plagform e the adrunioraion of Bedung Regeney governmeni. SIDTMAS can
alser assind the cewtval gensdvmment i mapping wicked prablemy in the regions becaus i s integrated
with 5PN LAPOR. On the other hand, SIDUMAS is Jess able Jo fidfill aspects of soooth ronsines
Dpcaise the vepistracioen dod verlifeation process codd be smore wser-riesdiv . SIDEMAS aivo soll
reeds do be aeeevsed by the fifesr Andrord and JO%. This cordifton Teads i rof many peaple @
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1. Introdduction

One way to realize the principles of good governance is by atilizing information and
communication technology, Technology, information, and communication alse belp the public
and the government deliver public services and manage governance. This is also known as e-
government. The World Bank states that the implementation of e-govemment cn encourage
parhfic orgsnizations to be more ransparent in mamging their organizations [World Bank
Group, 2020}, According to Law No, 25 of 2005 on Public Services, public service is defined as
an activity or series of activities aimed at Fulfilling the service needs by the applicable laws and
regulations for every cltizen and resident regarding goods, services, and administrative
services provided by the relevant public service providers [Law No. 25 of 2009, md.}. Arsomng
the various trpes of publicrservices, one mandatory service is the management of public
complaints. This is outlined in Article B, paragraph (2] of Law No. 25 of 2009 on Public Services,
which states that public service delivery includes implementation, complaint management,
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lnformation, internal supervision, education, and consultation [Law No. 25 of 2009, nd)). To
ensure that the public receives quality public services, the government muest play a role in
providing public service complaingt facilives. Badung Regency 15 ong of the local governments
that has implemented this mandate.

Law Mo 25 of 2009 on Public Services also states that the defivery of pablic services must
lnclude the management of public complaints. Organlzations that provide public services must
also affer facilities for ledging complaints and establish effective procedures for handling
complaints. This aligns with research conducted by Sabend e al, {20200, public complaints an
lmprove the guality of public services. The Badung Regency government is a reglonal
government with the highest local revenue in Bali. The high regional revenve ls divectly
preportional to the quality of ts public services. However, there are some Issues in public
services In Badung Hegency. At the Ahfansemal Subdistrict Infegratad Administration Service,
the Standard Operating Procedure (SOF) specifies that each service should take 15 minutes
Mevertheless, same individuals have been served for up te Ave days [Gede et al, 2021). Ta
improve the gquality of public services In Badung Regency, Ball, the Badung Regency
government has developed the Community Complaime Information System [S100UMAS].

There are several steps that the public must fsllow to register on this application. It kes
several days For the government to process complaints reported through this application. The
SIDUMAS application cannot be downlpaded on some Androdd phones, which means not all
residents have the opportunity to submit complaints through the Badung Begency Community
Complaint System (SIDUMAS) Additicnally, the registration process for creating an accownt on
thiz application often nesds fixing, such az ervors with the registrant’s phone number. Besides
the application, the public  can  also  access |t through  the  website
hitges/ fsidumashbadungkabgeid fabs home. Complaints can be submitted through the
website, and the identities of the complainants are kept confidentiad te prevent retallation from
those being complained about However, there have yvet to be vizible reports of complaints
successfilly handled through the SIDUMAS website, Bazed on these issues, this research
explores how the implementation of the SIDUMAS application serves public complaints in
Badung Regency?

Several studies have examined how public complaints are managed usinginformation and
communication technology. Ziadl et al. [2016], in their study titled "Effectiveness of
Information Systems in Public Complaint Services: Implementation of E-Government in
|akarta’s Smart City Application,” reported that Qlue and CROP, a5 integrated applications in
the [akarta Smart City program, ave capable of accommodating all public complaints, Using
these applications, the DEI fakarta Government has mangged complaints firom the public,
leading to satisfaction with the performance of the DK Jakarta Government. Nurhidayati
(20049) also rescarched Qlue as a public complaint application, However, this study focused
more on comparing Qlue [Jakarta) with Ugik (Yoprakarta). Based on the research Andings, an
effectve publie complaint mechanism can promaete accountabdlity. [n the context of Jaborta,
e has succeeded In reducing the number of bureavcraes who de not demonsorate good
performance, thereby improving bureaucratic efficiency,

Rifaid et al, [2024] researched NTB Care's efectiveness in providing public complaint
gervices. The effectiveness of NTB Cave = evaluated from the perspactive of eage of uze of the
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application, the level of public trast in using the complaint service, and the reliability of the
complaint appiication. In addition e MTH, Langkat Regency has also develeped a publec
complaint systen According to research by Ramadhan & Kurniawan (2023), Langkat Regency
developed a mohile-based public complaint sy=tem in Kebun Kelapa Village. This stody outlines
the role of the Langkat Regency Comanunication and [nformation Office in providing cnline
public complaint services. Furthermore, the study explains how complaints are managed so
that the public receives the necessary infermation and the relevant authorities fellow up on
their complaints The research also discusses data confidentiality, which is ensured through the
developed application.

Another study discussing public complaint systems wsing applications s Maulana et al
(2023} Maulana et al. [2023] researched how Dumas Presisl integrates a website, email, and
sockl media to provide public complaing services. Some members sse Dumas Presizi of the
preblic as capatile of responding quickly to complaints. The application is also cons ldered user-
friendly, as the public can easlly use lt. Additionally, users feel secure about the data lnput
through thiz application. Based on these studies, several sbadies have addressed the
effectiveness of public complalnt applicatons. However, each stody nses different dimensicns
to evaluate the effectveness of public complaint service systems. What distinguishes this study
from previous research (s that SIDUMAS is a public complaint system that Integrates bath an
application and a webpage. This atudy explaing how the public submits complaings te the
Badung Regency government. It alse describes the factors that suppost and hinder the success
of the public complaint applicatbon so that both the public and the government can effectively
utibize it. This study aims to explain how SIPUMAS, in both its application and website forms, is
used to serve public complaings in Badung Regency and to what extent SIDUMAS can
accommodate public complaints,

2. Method

Thiz smdy uses a quaitative appimoach with a descriptive qualitative research type.
Dualitative research is also defined as research that collects descriptive data, typically using
analysls. [n guakitative pegearch, the process and meaning of the process are emphasized.
Supparted by theoretical foundations, this research focuses on explaining what happens or the
conditions onghe ground. Sugiyono (2019] states thar gualitative research i an approach
derived from post-positivist philosophy wsed to study patursd ohject conditions Therefore, the
researcher becomes the key plaver, as the sharpness of the researcher’s anakysis will affect the
interpretations of the findings during the ressarch. The research results collected through
interviews, . observations, and documentation will be validated through data walidity
techniques, namely technigue and source triangulation. The individuals interviewed in this
study are employees of the Badung Regency Commumication and Information Office and
residenty of Badung Regency

This study alse utlizes journals ghat research relevant toples and reports from
Intermational organigations to support ihis research, The collected data is analyzed by reducing
the data, presenting the data, and eventually reaching the conclusion stage, Qualitative research
produces descriptive data in the form of written toxts or verbal and behavioral responses of
subjects [Bogdan & Biklen, 1997) The collected data is analyzed using the technique of
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successive approcimation. The researcher employs abstract concepts derived from nterview
queations. This mterview guideline serves ag a gulde [n collecting detalled data. The data @
mapped t highlight the main factors i implementing SIPUMAS as a platform that assists in
mianaging public complaints.

3. Hesult and Mezensslion

Implementation of the SIHUMAS application was reviewed based on the principles of
pueblic service, factors that influence its swocess, and aspects that are the criteria for Its success.,
3.1 Implementation of SIDUMAS reviewed from the Principles of Public Service

The Public Complalnt Information System [SIDUMAS] §s one form of public service
implementaton from the Badung Regency Government te the community in Badung Regency.
SIDUMAS Is an excellent place o accommodate aspirations and compkaints from the
community, This stuly focuses more on applications  than  websites because, [ooking
technalogical developments, SIDUMAS, in the farm of applications, is more readily accepted by
the community. Judging from the principles of public service according to the Decree of the
Minister of Empowerment of State Apparatus and Bureaucratie Reform Number 63 of 2003
concerning Generi Giidelines for the Implementation of Public Services [Decree of the
Minister of PAN No, 63 of 2003, n.d.), SIDUMAS can be said to have met the principles of clarity
and certainty becawse the government has launched this application accompanled by
information that ks alse avallable on the application page. This application also provides
security because the pablic can submit complaints anonymously, which is related @ protecting
the compainant’s privacy, There is epenness because allincoming complaints can be displayed
in this application, and the cperator’s response can alse be seen. The SIUMAS application has
succeeded in providing dme efficiency to users because with this applicatien, complaints can
he made online, and there 15 no need to meet directly or affline with the intended service. The
SHMIMAS application ixalw relativedy economical because it charges no fees This is toresearch
conducted by Pradnyana [2022] that the SIDUMAS application can accommodate complaints
and aspirations faster and doees not cost money. However, based on the principle of simplicity
in iz impiementation, this SIDUMAS appliication soll needs o be fully understood and
considersd easy because some stll think that this application should be simplified even more,
especially in the registration and verification process, Seen in mere detail, the implementation
of the SHMIMAS application can b explained through the Factors for successtul implementation,

3.2 Factors for Successful Implemen tation

Implemantation success Bctors are indicators that impact the success of a program
implementation. According to Ripley & Franklin (19860]), the first success factors are the chriny
of program objectives and the level of consensus among implementers on these objectives,
Based on the results of observations on Instagram dumas, badun ghab, the SIDUMAS application
aims to bea place for complaints from the Badung Regency commumnity, This Instagram account
also uploads SIDUMAS reports when the relevant agencies follow up on complainis submatted
by the community. The statement made by Mr. also supports this. [ Made Ral Suarimbawa, 5T,
MT, Head of the Complaints Section and Functional Poesition as a Yoeung Expert Public Relstions
Arranger through an interview on Tuesday, November 30, 2023, as implementation seccess
factors are indicators that have an impact on the seccess of & program implementation
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According to Ripley & Franklin [1986h). the first swccess factors are the clarity of program
objectives and the level of consensus among implementers on these objectves Based an the
results of ohservations on Instagram dumas. badungkab, the SIDUMAS application alms to be a
pace for complaings from the Badung Regency community. This Instagram account also
uplaeads SIDUMAS reports wien the relevant agencies follow up on complaints submitted by
the community. The statement made by Mr, olso supports this. ] Made Ral Suarbmbawa, 8T, MT,
Head of the Complaints Section and Functional Positon as a Young Expert Public Belations
Arranger throasgh an interviesw on Tuesday, November 30, 2023, a5 follows;

"The SIOUMAS appiication provides complaind sesvices fo the publle, packoged in an
applircation that can be accessed oniine. SIDUMAS = expected to be oble to hecome o big
kowse for complaints UPDs with simifar complaints can be integrated so that Sadung
cxmplaints can be summarizad nto one piece of data. The SIDUMAS applicatier has alsa
synergized with complaint services in Bodung Regency, such os 5PN LAPOR, 112, etc”.

The Badung Regency Public Complaint Information System (SIDUMAS) application can
help the public make public complaints. The SIDUMAS appilcation alm= to make 1T easier for the
peaple of Badung Regency o channel their sspirations and make complainis related o
obstacles  or complaints  experienced by the community. The SIDUMAS application
accommodates public complaints, both emergency and non-emergency complaints. This
application is alse a place to accommodate the asplrations of the people of Badung Regency.
Currently, not anly is SIDUM AS @ complaint service in Badung Regency, bur there are also SP4N
LAPDR and 112, 31DUMAS itsell has a "spedial feature” where complaints from the pubdic will
be immediately processed and disposed ofby the relevant agencies according to the complaint,
Atthe zame time, other complaint services, such as SP4AN LAPOE, must go through the central
government firse Based on research by Utama e al (Z023]), SP4N LAPOR 15 integrated with
SEMIMAS so that the central government can identily regional problems, Under the auspices of
the Badung Regency Communication and Informatics Service, this applcation is one form of
public zervice provided by the government for the benefit of the community. Complaints and
aspiratons submitted are coordinated directy with the relevant OPD so that SIIMIMAS can
accelerate handling complaints from the Badung Regency commusnity..,

The second factor is the level of change from old habits desired by the progran. This
change refers to changes in community behavior before and after learning the SIDUMAS
application, Before launching the SIDUMAS application, the community could only directly
complain o the Badung Begenoy Communication and Informatics QOffice, This did not reach
pecple far from the Badung Hegency Gowvernmment Center. With the SIDUMAS application,
people who want w make complaints are pow facilisated with opline services. This can
encourage the younger generation to be actively involved in conveying complaints and
aspirations related to policies or public services in Badung Regency, Although it can be accessed
online, the registration and account vertfication process, as well as the user interface, are stll
considered to need to be simplified again [(Amertha, 2024).

The third factor is the types of people who benefit and limited clients. The people in
questton  benefit and limited cllents are the t@arget of lmplementatlon. The target
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lmplementation of the SIDUMAS application |s the entive cormmunity of Badung Regency.
Afthough the Badung HRegency Communication and Informatics Office has conducted
soctlization regarding SIDUMAS, the community still needs to learn or fully understand the
existence of this S1DUMAS application. Sa, SIDUMAS §s currently only used by a few peoaple. This
i= also In Hnewith research canducted by Pradojyana (2022, which found that only sore pesple
still use SIDUMAS when making public complaints. In addition, in its current implementation,
the SIDUMAS application cannot be accessed by all versions of Android or 105, The labest
version of the SIDUMAS application wall not appear in the Play Store on Android smartphones.
Furthermare, on the latest 105, the SIDUMAS application can still be downloaded. 5till, the
registration process cannot be carried owt Becawse the prospective user data in the telephone
number section & declaved [nvalid

3.3 Criteria for Measuring Implementation Success

According to Ripley and Franklin in Winarme [20012]), implementation happens after o law
grants authority wa program, policy, benefit, or tangible output. According to Ripley & Franklin
[1986Y, the criteria for measuring the success of implementation are based on three aspects,
The first aspect is the level of obedience or compliance of a bureavcracy. Ripley introduced the
"compliance” approach and the “factual” approach in policy Implementation {Ripley & Franklin,
1986h). The compllance method appears within the scope or enwvirohment of poblic
adminiziration. In additon, this methoed focuses on the level of compliance of agents ar
subordinates to agents or people above them, One way to measure the success of implementing
a policy or government breakthrough is fo see how obedient subordinates are to their supeders
or how obedient the implamenters are to applicablbe laws. In this case, the level of bureaucratic
compliance refers o the bureaucracy that oversees the SIDUMAS application, namedy the
Badung Regency Communication and [nformation Service, te a higher bureavscracy, or the level
of bureaucracy determined by law,

The Badung Regency Communication and Informatics Service [Diskominfo) under the
Badung Regency Covernment has launched a public complaint service application te follow up
on Presidential Regulationvofthe Bepublic of Indonesia [RI] Mo. 76 of 2013, by the provisions
of Article 36 and Article 37 of Baw Number 25 of 2009 concerning Public Services which
explains that public service providers are required to provide complaint faclities amd assign
tasks to implementers who are considered competent o manage the complaints concerned
[Presidential Regulation 76 2013, nad.). Thus, creating the SIDUMAS application bo be used and
developed is based on the following regulations.:

1. Law Number 25 of 2009 concerning P ahlic Services

2, Presidential Regulation of the Republic of Indonesia (BRI} Mo 76 of 2013

3, Badung Regent Heputation Number 24 of 2023 concerning Guidelines for Managing
Public Complaints (6 the Regienal Government Environment.

4, Decree of the Head of the Badung Regency Commmumication and Informatics Service
Wumber: 188461472022 concerning the Appointment of Pubific Complaints
Information System Operators at the Badung Begency Communication and
Informatics Service in 2022,
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The second aspect 1= the routine's smsoothness and no problems. Smoothness can be
interpreted as a process that runs withouwt cbatacles, However, this 15 difficult te happen
because all components must have thelr weaknesses, Starting from the launch of the S1IDUMAS
application in 2008 and continuing with secialization in 20109, socialization activities took place
i twa ways Namely offline in 6 sub-districes in Badung Regency and online through the official
webgite of the Badung Regency povernment. Finally, the community began to recognize the
SIDUMAS application as a ferum to accommedate complaints from the community. However,
not all peoaphe in Badung Regency can diwnload this SIDUMAS application. The SIDOMAS
application, which is designed to be downloaded on Androdd and 105-based smartphones,
canmot be downloaded on Android-based smartphones with the latest version.

Although the Badung Regency Communication and Infermatics Office has upgraded the
SIDUMAS application system every year, 1t is still a probiem that must be solved. Due to this
condition, not everyome can use the SIDUMAS application to complain. In addition, the
regsiration process fe this application also regquives gquite g log of data, and the verification
process, which can ke up to o week, also affects public participation in using the SIDUMAS
application. For users of the latest [05-based smartphones, there are alse obstackes, such as
telephone numbers that are declared invalid, so they cannet continue the registration process.
The uze of the SIDUMAS agplication hag been somewhat stnonth and without problems. One of
the ohstades |z the SIDUMAS application system [tsell As conveyed by Mr. Ir. 1 Putw Arle
Pratama, 5T, M.T, a5 the System Analyst of the SIDUMAS application, that

*Currently, the SIOUMAS upplicotion cononly reach Andeoid-based smartphones starting
from Android Lolipop, Currently, the circidabing Android is estimated to have a bigher
version, so the SIDUMAS application dees not appear if vou want to upload it to the lotest
Androtd version. Qwrrently, the Hadung Regency Communication and fnformatics Office (s
Eeyinggy to follow the letest policy updoate developments aod s in the process, Likewise, dhe
SIDUMAS application cannst be fully reached by i05-based smariphones. With @ mimimwm
raquirsment of 105 137

The third aspect is the implementation and desired targeted impact, With the
implementation process of a program, of course, there iz a targeted impact. The effect s an
influsnce or consequenca The implementation and tirgetsd impact desired from the SIDUMAS
application refers e the government's response when the public makes s complaint aboug the
SERUMAS application. There are four main features in this SIDUMAS application, The four
Features inciude the complaint report feature, the complaint monitoring featura, the response
comment feamire, and the last s the complaint tmeline feature. The public can report
complaints that are emergency to general. The public can also convey their aspi rations throwgh
the SIDUMAS application. If there is a complaint that the vet-to-bent has vet to follow up, the
public can monitor it through the SIDUMAS application, Application users can also provide
comments ar responses to each other becaus e thig application is apen to the public. 5o that both
complainls, responses, and follow-ups to complaints can be sean by the pulbilic who wses this
application, Om the other hasl, although secialzation bas been carried out it seems that most
people do not know about the existence of this SIDUMAS application.
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ludging from the nomber of people aged 15-75 in Badung Regency, it is 437988,
Meanwhile, since 2019, the number of registered SIDUMAS application users is 2,78% accounts,
which means that only around 0.6% of the community has registered as SIDUMAS account
users. Furthermore, when viewed from the mumber of accounts that made complaings, there
were &4 waer accounts, which means only around 0.1% of the people of Badung Regency aged
15-75 years and over. 5o, around 435559 other residents howve yet bt use this SIDUMAS
application. The tetal number of complaints on the SIDUMAS application ks currently 545
complaints, and 486 complaints have been responded to for almost 5 years This application
has been wsed. Data from the App Store also supparts it which shows that the SIDUMAS
application rating has only reached 3.9 f 5. Several people have responded to the S1DUMAS
application on the review page of this app storve. Judging from the number of raters, which is
only 19 acoounts, this refers to what was sald by Mr. | Made Ral Suarimbawsa, 5T, MT, as the
Head of the Functional Position Complaints Secton of the Young Expert Public Relations
Arranger, that public participation in responding (s stll low.

Ratings & Reviews onie Ratings & Reviews Sen Al
3.9 " 3.9 W=
R yar . . —
o of 1

HYYEYWY

] ]
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Figure 4, Reviews and ratings of the SIDUMAS application en the App Store
Source : App Siore, 20023

The BIDUMAS application operator will frst verify the complaint during the
implementation process. Then, the compkint will be dispesed of by the OPD related to the
complaint, Following up on complaints @kes different times according to each OFD, This is
because each OPD is husy, Some OPDs have yet to respond or take action to handle complaints
for one week Not all people of Badung Regency have felt the bencfite of the SIDOMAS
application ag a public complaint service. judging from the factor that the SIDUMAS application
cannot yet reach the latest Android and i03-based smartphones, this SIDUMAS applicarion
cannot vet be used by people who use Android and i05-based smartphones. In addition, some
people need ta becama more Ermiliar with the SIDUMAS application

Based on rescarch conducted by the author, the users of the SIDUMAS application
encountered came from elements of the village apparstus. Village communities make
complaints to the village apparatus, after which the village apparatus will report the complaint
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to the Badung Regency Government throwgh this SIUMAS application. By the basic principles
of handling public complaints (State Apparatus Mrectorate Team, Agus Sudrajat; Bustang A
Mappaseling, 20107, the first basic principle s the answer to the gueston "Who de you serve?”
The answer must be aimed at serving the community and being able to help the communigy.
lmplementing foBow-ups te complaints in SIDUMAS is done for the community. 5o, the basis
for hamdling complaints 1= "for the benefit of the community,” which has been achieved by
implementing the SIDUMAS application..

Howewver, in terms of public complaints, as has often happened recently, many people
chooss to make complaings through personal sockal media accountz Usually, these complaints
go wiral and attract the government's attenton. Incomplete socialization is also one of the
reasons why the SIDUMAS application has vet to be discovered to the entire commumrity, This
iz stated in the basic complaint principle for handling public complaints, which states that it is
almost impossible to "forca” the community to be willing to only channel complaints throwgh
formal or official chanmels provided by the government, Therefore, what must be conrolled is
the response of the Communication and Infermation Service in serving public complaints, In
handling complaints, the party handling them can be more careful, calm, thorough, and
impartial so that the absence of complaints can be followed up agpropriately.

5  Conclusion

Based on the research results, SIDUMAS meets the principles of clarity and certainty and
can change the desired old habits, SIDUMAS meets the principles of clarity amd certalniy
because the gerernment conveys information abeut SIDUMAS clearly through its application.
In addition, SIDUMAS also guarantees the privacy and security of personal data for people whe
complain. SIDUMAS can alse change old habits from complaints using conventional methods to
digital methods. This can encourage people, especlally voung pecple, o actively participate in
previding complaints and aspivations in the policy -making process

Regarding the implementation success oriteria, SIDUMAS meets bureawcratic obedience
or compilance, lmplementation, and targeted snpact. SIDUMAS meets the elements of
obedlence of compliarnce of a bureancracy hecause It mests Presidential Regulation of the
Republic of Indonesia (RT] Mo, 76 of 2003, In addition, SIOUMAS meets the aspects of
implementation and targeted impact because SIDUMAS has beon able to handle 75,3 pereent of
complaints received over the past five years and has begun te previde benefits, especially
village officials who make SIDUMAS a whistlebiowing system platfore in the implementation
of the Badong Regency government. SIDUMAS can also assist the central gwvernment in
mapping real problems in the regions because it is inlegrated with SP4N LAPOR. On the other
hand, SIDUMAS i less able to fulfill the smoothness aspect of the routine, and there are ne
problems because the registration and verification process could be more user-friendly.
SIDUMAS also cannat be accessed by the latest Android and 105, Only 2 few people in Badung
Repency use SITATMAS a5 a public complaint platform,
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