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ABSTRAK

PENERAPAN E-GOVERMENT PADA APLIKASI LAYANAN
PENGADUAN HALO MAS BUP DI DINAS KOMUNIKASI DAN
INFORMATIKA KABUPATEN KEDIRI

SALSABILLA AULIAZAKI AZZAHRA
22041010154

Transformasi digital melalui penerapan e-government menjadi upaya pemerintah
dalam meningkatkan kualitas pelayanan publik. Penelitian ini bertujuan
mengetahui penerapan e-government pada aplikasi layanan pengaduan Halo Mas
Bup di Dinas Komunikasi dan Informatika Kabupaten Kediri berdasarkan Support,
Capacity, dan Value. Penelitian menggunakan pendekatan kualitatif deskriptif
melalui observasi, wawancara, dan dokumentasi. Hasil penelitian menunjukkan
bahwa elemen Support telah berjalan dengan baik melalui dukungan pemerintah,
regulasi dan pelaksanaan sosialisasi, meskipun pemerataan sosialisasi kepada
masyarakat masih belum optimal. Capacity belum optimal karena anggaran yang
masih jadi satu dengan program lain, sumber daya manusia, dan kendala teknis
aplikasi. Value menunjukkan bahwa Halo Mas Bup memberikan kemudahan dalam
penyampaian pengaduan, namun manfaatnya belum optimal akibat kendala sistem
dan pengalaman pengguna. Oleh karena itu, diperlukan penyediaan sumber daya
yang memadai, peningkatan kualitas sistem, serta evaluasi secara berkelanjutan
untuk mengoptimalkan penerapan e-government melalui Halo Mas Bup.

Kata kunci: e-government; Halo Mas Bup; pelayanan publik digital; pengaduan
masyarakat
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ABSTRACT

IMPLEMENTATION OF E-GOVERMENT IN THE “HALO MAS BUP”
COMPLAINT SERVICE APPLICATION AT THE KEDIRO REGENCY
COMMUNICATION AND INFORMATICS AGENCY

SALSABILLA AULIAZAKI AZZAHRA
22041010154

Digital transformation through the implementation of e-government has become an
effort by the government to improve the quality of public services. This study aims
to analyze the three success elements of e-government implementation in the Halo
Mas Bup public complaint application at the Department of Communication and
Informatics of Kediri Regency based on the Support, Capacity, and Value
perspectives. This study employed a descriptive qualitative approach using
observation, interviews, and documentation. The findings indicate that the Support
element has been well implemented through govermment support, regulatory
frameworks, and public outreach, although the dissemination of information to the
wider community has not yet been fully optimized. The Capacity element has not
been fully optimized due to limited budget allocation, human resources, and
technical issues within the application. The Value element shows that Halo Mas
Bup facilitates the submission of public complaints; however, its benefits have not
been fully optimized because of system limitations and user experience issues.
Therefore, adequate resource provision, improved system quality, and continuous
evaluation are required to optimize the implementation of e-government through
the Halo Mas Bup application.

Keywords: e-government; Halo Mas Bup; digital public service,; public complaints
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