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ABSTRAK

Penelitian ini menganalisis strategi komunikasi pelayanan publik melalui website
JogjaKI dalam upaya penyebaran informasi HKI bagi pelaku usaha UMK di D.I.
Yogyakarta. Fokus utama penelitian ini adalah membedah peran BPKI sebagali
komunikator dalam mentransformasikan informasi hukum yang kompleks dan kaku
menjadi pesan yang persuasif dan aksesibel guna memenuhi hak sipil masyarakat
sesuai amanat Undang-Undang Nomor 25 Tahun 2009 tentang Pelayanan Publik.
Dengan menggunakan teori e-GovQual, kualitas interaksi digital dievaluasi melalui
4 dimensi Efficiency, Trust, Reliability, dan Citizen Support untuk melihat
bagaimana kualitas layanan tersebut memengaruhi hubungan komunikasi antara
instansi dan masyarakat. Metode penelitian yang digunakan adalah kualitatif
deskriptif dengan teknik pengumpulan data berupa wawancara mendalam,
observasi, serta dokumentasi. Hasil penelitian menunjukkan bahwa BPKI
menerapkan komunikasi hybrid dengan mengintegrasikan pada website JogjaKI
dan interaksi interpersonal melalui WhatsApp dan secara tatap muka. Efficiency
kemudahan penggunaan dan kualitas konten belum maksimal karena minimnya
rincian biaya pendaftaran yang transparan walaupun kemudahan pada menggunaan
website sudah terpenuhi. Reliability merupakan layanan yang akurat dan andal juga
terhambat oleh prosedur anggaran pemerintah yang kaku sehingga layanan digital
cenderung statis. Namun, hal tersebut ditutupi oleh optimalisasi dimensi Trust
keamanan dan kredibilitas layanan yang terbangun melalui pendaftaran otomatis
sesuai SOP, serta Citizen Support kemampuan membantu pengguna melalui
responsivitas staf via WhatsApp yang bertindak sebagai penyelamat kendala teknis.
Sinergi ini membuktikan bahwa keberhasilan komunikasi pelayanan publik di era
digital tetap bergantung pada kualitas interaksi interpersonal antara instansi dan
audiens. Kebaruan penelitian ini terletak pada spesialisasi pengujian website
JogjaKl menggunakan dimensi e-GovQual yang membedakannya dari kajian
terdahulu.

Kata Kunci: E-GovQual, HKI, JogjaKIl, Komunikasi Pelayanan Publik, UMK
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ABSTRACT

This study analyzes the public service communication strategy through the JogjaKI
website in an effort to disseminate IPR information for MSMEs in the Special
Region of Yogyakarta. The main focus of this study is to dissect the role of BPKI as
a communicator in transforming complex and rigid legal information into
persuasive and accessible messages to fulfill the civil rights of the community as
mandated by Law Number 25 of 2009 concerning Public Services. Using the e-
GovQual theory, the quality of digital interactions is evaluated through 4
dimensions of Efficiency, Trust, Reliability, and Citizen Support to see how the
quality of these services affects the communication relationship between agencies
and the community. The research method used is descriptive qualitative with data
collection techniques in the form of in-depth interviews, observation, and
documentation. The results show that BPKI applies a hybrid communication by
integrating the JogjaKI website and interpersonal interactions via WhatsApp and
face-to-face. Efficiency, ease of use, and content quality are not optimal due to the
lack of transparent registration fee details even though the ease of use of the website
has been met. Reliability is an accurate and reliable service that is also hampered
by rigid government budget procedures so that digital services tend to be static.
However, this is offset by the optimization of the Trust dimension, security, and
service credibility, built through automatic registration according to SOPs, and
Citizen Support's ability to assist users through responsive staff via WhatsApp,
acting as a savior for technical issues. This synergy demonstrates that the success
of public service communication in the digital era still depends on the quality of
interpersonal interactions between agencies and audiences. The novelty of this
research lies in its specialized testing of the JogjaKI website using the e-GovQual
dimension, distinguishing it from previous studies.

Keywords: E-GovQual, IPR, JojaKl, MSEs, Public Service Communication
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