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INTISARI

Penelitian ini menganalisis pengelolaan pengaduan masyarakat berbasis
digital dalam perspektif Unified Theory of Acceptance and Use of Technology
(UTAUT) pada implementasiSP4N-LAPOR di Kabupaten Boyolali. Perkembangan
teknologi informasi mendorong pemerintah untuk menghadirkan inovasi pelayanan
publik yang lebih cepat, transparan, dan partisipatif. SP4AN-LAPOR hadir sebagai
sistem pengelolaan pengaduan nasional yang bertujuan mewujudkan tata kelola
pemerintahan yang akuntabel dan berbasis e-government. Namun, dalam
implementasinya masih ditemukan berbagai kendala seperti ketepatan waktu
penyelesaian laporan, rendahnya literasi digital masyarakat, serta kurangnya
sosialisasi dari pemerintah daerah.

Penelitian ini bertujuan untuk menganalisis pengelolaan serta tingkat
penerimaan SP4N-LAPOR oleh masyarakat dan pemerintah daerah dengan
menggunakan model UTAUT yang meliputi Performance Expectancy, Effort
Expectancy, Social Influence, dan Facilitating Conditions. Penelitian ini
mengunakan metode kualitatif dengan pendekatan studi kasus. Teknik
pengumpulan data dilakukan melalui wawancara, observasi, dan dokumentasi,
sedangkan analisis data dilakukan melalui tahapan pengumpulan data, reduksi data,
penyajian data, serta penarikan kesimpulan dan verifikasi.

Hasil penelitian menunjukan bahwa dari sisi pemerintah daerah, SP4N-
LAPOR telah memberikan manfaat dalam meningkatkan -efektivitas dan
transparansi pengelolaan pengaduan. Namun dari sisi masyarakat, manfaat dan
kemudahan penggunaan layanan masih tergolong rendah di kalangan masyarakat,
sementara kondisi pendukung di internal pemerintah relatif memadai meskipun di
tingkat masyarakat masih terdapat kendala akses internet dan perangkat. Secara
umum SP4N-LAPOR telah diterima sebagai sistem pengaduan resmi pemerintah,
namun tingkat penerimaannya di masyarakat belum merata sehingga diperlukan
peningkatan sosialisasi dan penguatan literasi digital.

Kata Kunci: SPAN-LAPOR, Pelayanan Publik Digital, E-Government, Boyolali,
Pengaduan Masyarakat, UTAUT Model
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ABSTRACT

This study analyzes the management of digital-based public complaints
from the perspective of the Unified Theory of Acceptance and Use of Technology
(UTAUT) in the implementation of SP4N-LAPOR in Boyolali Regency. The rapid
development of information technology requires governments to provide public
service innovations that are faster, more transparent, and participatory. SP4N-
LAPOR serves as a national complaint management system aimed at realizing
accountable governance and strengthening e-government practices. However, its
implementation still faces several challenges, including timeliness in resolving
reports, low levels of digital literacy among the community, and limited government
socialization efforts.

This research aims to examine the management and level of user acceptance
of SP4N-LAPOR by both the community and local government using the UTAUT
model, which consists of Performance Expectancy, Effort Expectancy, Social
Influence, and Facilitating Conditions. The study employs a qualitative research
method with a case study approach. Data were collected through interviews,
observations, and documentation, and analyzed using four stages. data collection,
data reduction, data presentation, and conclusion drawing and verification.

The findings indicate that from the local government’s perspective, SP4N-
LAPOR has contributed to improving the effectiveness and transparency of
complaint management. However, from the community s perspective, the perceived
benefits and ease of use have not been fully optimized. Social influence on system
usage remains relatively low among the public, while facilitating conditions within
the government are considered adequate, although limitations in internet access
and supporting devices still exist at the community level. Overall, SP4N-LAPOR
has been accepted as an official government complaint system, but its level of
acceptance among the community is not yet evenly distributed, indicating the need
for enhanced socialization and strengthened digital literacy efforts.

Keywords: SP4N-LAPOR, Digital Public Services, E-Government, Boyolali, Public
Complaints, UTAUT Model
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