Chapter VI

Conclusions and Recommendations

6.1 Conclusions

Research on the management of CRM and official complaint channels
in Provincial Government of Jakarta is intended to answer the research
question: How does Jakarta Smart City manage Citizen Relation
Management (CRM)in the Provincial Government of Jakarta?

Based on the findings and results of the analysis in this research, the
researcher concluded that the management of CRM has been managed well.
This is in accordance with the CiRM Oriented E-Government Maturity Model
which gives 4 dimensions and 13 factors which is used as a reference to

analysis:

1. Organization
a. Citizen Oriented Culture, all reports by citizens resolved in
accordance with the regulatory framework. Maximum of 7
days to responded and resolved the reports.
b. Top Management Support, all head of SKPD, UKPD, and
BUMD promotes and monitor the use of CRM as tools of
coordination and for provide certainty of time to citizens

that reports.
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c. Strategy and Policy, all operational of official complaint
channels and CRM also the sustainability and the long
term plan have to be written on regulatory framework.

All factors will related to one and other on Organization

dimensions because the services and application must be

executed with regulatory frameworks that bind not only the
services and application but also the civil servants and the
agencies on Provincial Government of Jakarta. It can be
concluded that organization wise that included the culture, top
management support, and strategy and policy has been well
formed.

2. Interaction

a. Communication Channels, with the flexibility official
complaint channels has been added into 12 channels to
expand the reach of citizens reports both from Online and
Offline based channels.

b. Public Officer Compliance, with most of CRM account
held by PPSU staffs that actively engage and use the
application to followed up and resolved the reports the
number of account is massive, while head of SKPD,
UKPD, and BUMD supervise the works.

c. Number of Complaint, with the number of reports and

complaint made by citizens still quite a lot, also prove
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citizens participate on reporting problems in their
neighborhood with various reason and done this
voluntarily.

d. Response, with the reports that resolved by civil servants
or officials, some of citizens stated that they are quite
satisfied with the results of the resolved complaints or
reports.

All factor supporting each other for the interaction made

through the official complaint channels and CRM. However,

number of citizen participate and accessed the service need to
be improved and further development in some parts.
3. Online Services

a. Ease of Use, with all official complaint channels both of
online and offline based expected to make citizens easier
on reporting problem on their neighborhood.

b. System Features, system features that available on Qlue,
tracking ticket number for citizens to track from
pengaduanwarga.jakarta.go.id, and also other features in
CRM created in such systematically by the JSC to made
civil servants and officials to followed up and resolved
reports and complaint easier and faster.

c. Integration, from official complaint channels and CRM

integrate and mirroring on the system, where all reports
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and complaints from all channels directly appeared on
CRM and waiting to be followed up and resolved by civil
servants or officials.

Also From all factors in Online Services dimension, Jakarta

Smart City has been done quite a hard work to make

everything in CRM can run smoothly and systematically works

really well.
4. Citizens Insight

a. Citizen Requirement Analysis, Monitoring and Evaluation
held citizen satisfaction surveys last year to gain
suggestion, input, and feedbacks from citizens about
official complaint channels.

b. Knowledge Sharing, Transition carried out from CROP to
CRM also can be said run smoothly although there is a
drawbacks of long transition time. With familiarization of
current official complaint channels and CRM socialization
and technical guidance held about once a month to
problem solve troubles occurred by CRM users.

c. Performance Measurement, with evaluation from CRM
happened in stages and also discussed on Town Hall
meeting with the governor. With the Governor Regulation
that also bind about performance measurement of reports

that followed up and resolved through CRM.
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From all factors in Citizen Insight dimension can be concluded
that JSC still listening to all suggestion and feedbacks from
both of citizen about the official complaint channels and civil
servants or officials about the CRM, they JSC will consider

improvement and actions will be taken.

6.2 Recommendations
From the findings and results of the analysis in this research, the

researcher can recommend a number of suggestions as follows:

1. Perform socialization, campaign, and promotes all of the 12
official complaint channels for citizens to complaints and reports
all problem in their neighborhood. The number of citizen
participation can be improved so the number of reports also can be
increased.

2. Execute the plan to rebranding the official complaint channels and
CRM must be carried out to inform citizens that the official
complaint channels and CRM still works, better by the systems,
and also guaranteed by the regulatory framework that binds the
services based on interview with The Head of Communication
Division JSC.

3. Perform more collaboration act with Non-Governmental

Organizations (NGO), Start-ups, Forums, and Community in
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Jakarta once in a while in a year to create bigger impact on reports
and complaints made by citizens.

Continuously publishes achievements that made through followed
up and resolved reports by civil servants or officials, in order to let
citizens know that the official complaint channels is still works

until now.
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