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ABSTRAK 

PUBLIC VALUE LAYANAN AWAK SIGAP DALAM 

PENYELENGGARAAN SMART CITY OLEH DINAS KOMUNIKASI 

DAN INFORMATIKA KOTA MADIUN 

Layanan Awak Sigap merupakan inovasi pelayanan pengaduan masyarakat 

berbasis digital yang dikembangkan oleh Dinas Komunikasi dan Informatika Kota 

Madiun sebagai bagian dari penyelenggaraan Smart City. Keberhasilan layanan 

digital tidak hanya diukur dari pemanfaatan teknologi, tetapi juga dari 

kemampuannya menciptakan public value bagi masyarakat. Penelitian ini 

bertujuan untuk menganalisis public value Layanan Awak Sigap dalam 

penyelenggaraan Smart City di Kota Madiun menggunakan dimensi Outcome 

Achievement, Trust and Legitimacy, Service Delivery Quality, dan Efficiency 

menurut Faulkner dan Kaufman (2017). Penelitian ini menggunakan metode 

kualitatif dengan pendekatan deskriptif. Pengumpulan data dilakukan melalui 

wawancara, observasi, dan dokumentasi, sedangkan analisis data menggunakan 

model interaktif Miles, Huberman, dan Saldana. Hasil penelitian menunjukkan 

bahwa Layanan Awak Sigap telah mampu menciptakan public value melalui 

tercapainya manfaat bagi masyarakat berupa kemudahan penyampaian 

pengaduan, peningkatan komunikasi antara pemerintah dan masyarakat, serta 

efisiensi waktu, biaya, dan tenaga. Layanan ini juga didukung oleh dasar hukum 

yang jelas, kemudahan akses melalui WhatsApp, operator yang responsif selama 

24 jam, serta koordinasi dengan organisasi perangkat daerah dalam 

menindaklanjuti laporan masyarakat. Meskipun demikian, masih terdapat 

beberapa kendala, seperti belum optimalnya sosialisasi layanan, keraguan 

sebagian masyarakat dalam memberikan data pribadi saat proses verifikasi, serta 

penyelesaian beberapa pengaduan yang masih bergantung pada kecepatan tindak 

lanjut organisasi perangkat daerah terkait. 

 

Kata Kunci: Public Value, Smart City, Layanan Awak Sigap, Pelayanan Publik Digital, 

Pengaduan Masyarakat. 
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ABSTRACT 

PUBLIC VALUE OF THE AWAK SIGAP SERVICE IN THE 

IMPLEMENTATION OF SMART CITY BY THE DEPARTMENT OF 

COMMUNICATIONS AND INFORMATICS OF MADIUN CITY 

The Awak Sigap Service is a digital-based public complaint service innovation 

developed by the Department of Communications and Informatics of Madiun City 

as part of the Smart City implementation. The success of a digital public service is 

not only measured by the utilization of technology but also by its ability to create 

public value for the community. This study aims to analyze the public value of the 

Awak Sigap Service in the implementation of Smart City in Madiun City using the 

dimensions of Outcome Achievement, Trust and Legitimacy, Service Delivery 

Quality, and Efficiency proposed by Faulkner and Kaufman (2017). This research 

employed a qualitative method with a descriptive approach. Data were collected 

through interviews, observations, and documentation, while data analysis was 

conducted using the interactive model of Miles, Huberman, and Saldana. The 

findings indicate that the Awak Sigap Service has succeeded in creating public 

value by providing benefits to the community, including easier access to public 

complaint services, improved communication between the government and the 

community, and greater efficiency in terms of time, cost, and effort. The service is 

also supported by a clear legal framework, easy access through WhatsApp, 

responsive operators available 24 hours a day, and coordination with relevant local 

government agencies in handling public complaints. Nevertheless, several 

challenges remain, including the limited public awareness of the service due to 

insufficient socialization, public concerns regarding the provision of personal data 

during the verification process, and the resolution of certain complaints that still 

depends on the responsiveness of the relevant local government agencies. 

 

Keywords: Public Value, Smart City, Awak Sigap Service, Digital Public Service, 

Public Complaint Service. 


