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IMPLEMENTASI LAYANAN NOMOR TUNGGAL
PANGGILAN DARURAT 112 DI KABUPATEN SIDOARJO

AMANDA SALSABIIL.AH SYAH YUDI
NPM. 21041010045

ABSTRAK

Nomor Tunggal Panggilan Darurat (NTPD) 112 ditujukan guna meningkatkan
kualitas sistem pengaduan darurat di Indonesia. Salah satu Pemda yang
menerapkan adalah Kabupaten Sidoarjo pada tahun 2022. Dari sejak diterapkan
hingga tahun 2024 jumlah aduan yang diterima pihak NTPD 112 Sidoarjo
sejumlah 103.738 panggilan. Panggilan yang diterima Call Taker 112 tidak hanya
terkait pengaduan masyarakat saja, namun juga pengaduan non darurat, informasi
umum, dan prank call. Jumlah ketiga panggilan tersebut lebih tinggi daripada
aduan darurat yang diterima Call Taker 112. Disisi lain, terdapat hambatan yang
lain seperti yang berhubungan dengan respon petugas serta hambatan di lapangan
yang dirasakan petugas L3 OPD dalam menangani aduan masyarakat sehingga
seringkali penanganannya kurang sesuai dengan SOP yang ada. Penelitian ini
bertujuan untuk menganalisis implementasi layanan NTPD 112 pada Kabupaten
Sidoarjo yang dilaksanakan oleh Diskominfo dengan sampel 3 Perangkat
Daerah/Instansi (Dishub, PMI, Dinkes) yang menerima aduan tertinggi pada tahun
2024 menggunakan teori sukses penerapan e-government berdasarkan hasil kajian
dan riset Harvard JFK School of Government yang meliputi support, capacity,
dan value. Penelitian ini bersifat kualitatif deskriptif dengan data yang
dikumpulkan melalui teknik wawancara, observasi, dan dokumentasi. Hasil
penelitian menunjukkan bahwa penerapan layanan NTPD 112 dapat dikatakan
belum sukses. Hal tersebut karena masih terdapat beberapa aspek yang perlu
untuk ditingkatkan utamanya pada bagian support dan capacity layanan.

Kata Kunci: Implementasi, Pelayanan Publik, NTPD 112
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IMPLEMENTATION OF THE SINGLE
EMERGENCY NUMBER 112 SERVICE IN SIDOARJO REGENCY

AMANDA SALSABIIL.AH SYAH YUDI
NPM. 21041010045

ABSTRACT

The Single Emergency Call Number 112 (NTPD 112) is intended to improve the
quality of the emergency reporting system in Indonesia. One of the local
governments that implemented this was Sidoarjo Regency in 2022. From the time
it was implemented until 2024, the number of complaints received by NTPD 112
Sidoarjo amounted to 103,738 calls. The calls received by Call Taker 112 were
not only related to public complaints, but also non-emergency complaints, general
information, and prank calls. The number of these three types of calls was higher
than the emergency complaints received by Call Taker 112. On the other hand,
there are other obstacles, such as those related to the response of officers and
obstacles in the field experienced by L3 OPD officers in handling public
complaints, so that the handling is often not in accordance with existing SOPs.
This study aims to analyse the implementation of the NTPD 112 service in
Sidoarjo Regency, which is carried out by Diskominfo, with a sample of three
regional/institutional devices that received the highest number of complaints in
2024, using the theory of successful elements of e-government implementation
based on the results of a study and research by the Harvard JFK School of
Government which includes support, capacity, and value. This research is
descriptive qualitative with data collected through interviews, observation, and
documentation. The results of the study show that the implementation of the
NTPD 112 service cannot be considered successful. This is because there are still
several aspects that need to be improved, particularly in terms of service support
and capacity.

Keywords: Implementation, Public Service, Single Emergency Number 112
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