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ABSTRAK

Jhanny Sabatina Frinitasari, 2210411220042, 2025. Kolaborasi Stakeholders
dalam Pengelolaan Layanan Call Center 112 sebagai Smart Emergency
Response di Kota Banjarmasin. Di bawah bimbingan Sidderatul Akbar.

Layanan Call Center 112 merupakan inovasi pelayanan publik berbasis
digital yang diterapkan Pemerintah Kota Banjarmasin dalam rangka mempercepat
respons kedaruratan. Penerapannya didasarkan pada Peraturan Menteri Komunikasi
dan Informatika Nomor 10 Tahun 2016 tentang Nomor Tunggal Panggilan Darurat
serta Peraturan Wali Kota Banjarmasin Nomor 41 Tahun 2018 tentang
Penyelenggaraan E-Government. Kota Banjarmasin sebagai wilayah dengan
kepadatan penduduk tinggi dan risiko kedaruratan beragam memerlukan sistem
layanan darurat yang terkoordinasi melalui peran kolaboratif Dinas Komunikasi,
Informatika dan Statistik, Dinas Pemadam Kebakaran dan Penyelamatan, serta
Barisan Pemadam Kebakaran swasta sebagai mitra respons di lapangan. Penelitian
ini bertujuan untuk menganalisis kolaborasi stakeholders dalam pengelolaan
layanan Call Center 112 di Kota Banjarmasin.

Metode penelitian yang digunakan adalah kualitatif deskriptif dengan
sumber data primer berupa wawancara, observasi, dan dokumentasi, serta data
sekunder yang diperoleh melalui studi literatur dan dokumen pendukung lainnya.
Informan penelitian meliputi Sub Koordinator Pengelolaan Opini Publik Dinas
Komunikasi, Informatika, dan Statistik Kota Banjarmasin, Call Taker selaku
Operator Call Center 112, petugas lapangan Dinas Pemadam Kebakaran dan
Penyelamatan, Barisan Pemadam Kebakaran, serta Masyarakat Pengguna Layanan.
Analisis data dilakukan menggunakan model interaktif Miles dan Huberman
melalui tahapan pengumpulan data, reduksi data, penyajian data, dan penarikan
kesimpulan.

Hasil penelitian menunjukkan bahwa kolaborasi stakeholders dalam
pengelolaan layanan Call Center 112 yang dianalisis menggunakan teori
Collaborative Governance Ansell & Gash (2008) dengan indikator: Kondisi Awal;
Kepemimpinan Fasilitatif; Desain Kelembagaan; dan Proses Kolaborasi telah
berlangsung dengan baik. Hal ini didukung melalui koordinasi respons kedaruratan
dan peran fasilitatif Dinas Komunikasi, Informatika dan Statistik Kota Banjarmasin
yang mampu menghubungkan pihak-pihak terkait dalam penanganan kejadian.
Namun, terdapat beberapa faktor penghambat dalam kolaborasi pengelolaan
layanan ini, yaitu kompetensi SDM yang belum merata, keterbatasan anggaran
operasional, dan koordinasi antarpihak yang belum terintegrasi optimal.

Penelitian ini merekomendasikan perlunya penguatan integrasi sistem
informasi, optimalisasi peran Barisan Pemadam Kebakaran sebagai pelaksana awal
di lapangan, serta peningkatan kualitas SDM melalui pelatihan berkelanjutan guna
mempercepat respons dan memperjelas alur koordinasi dalam penanganan
kedaruratan.

Kata Kunci: Tata Kelola Kolaboratif, Kolaborasi Stakeholders, Layanan Call
Center 112, Smart Emergency Response



ABSTRACT

Jhanny Sabatina Frinitasari, 2210411220042, 2025. Stakeholders Collaboration
in Managing 112 Call Center Services as a Smart Emergency Response in
Banjarmasin City. Under the guidance of Sidderatul Akbar.

The 112 Call Center service is a digital-based public service innovation
implemented by the Banjarmasin City Government to accelerate emergency
response. Its implementation is based on the Regulation of the Minister of
Communication and Informatics Number 10 of 2016 concerning the Single
Emergency Call Number and the Regulation of the Mayor of Banjarmasin Number
41 of 2018 concerning the Implementation of E-Government. Banjarmasin City as
an area with high population density and diverse emergency risks requires a
coordinated emergency service system through the collaborative role of the
Communication, Informatics and Statistics Agency, the Fire and Rescue Agency,
and the private Fire Brigade as response partners in the field. This study aims to
analyze stakeholder collaboration in managing the 112 Call Center service in
Banjarmasin City.

The research method used is descriptive qualitative with primary data
sources in the form of interviews, observations, and documentation, as well as
secondary data obtained through literature studies and other supporting
documents. Research informants include the Sub-Coordinator of Public Opinion
Management of the Banjarmasin City Communication, Informatics, and Statistics
Office, Call Takers as 112 Call Center Operators, field officers of the Fire and
Rescue Service, Firefighters, and Community Service Users. Data analysis was
carried out using the interactive model of Miles and Huberman through the stages
of data collection, data reduction, data presentation, and drawing conclusions.

The results of the study indicate that stakeholder collaboration in managing
the 112 Call Center service, analyzed using Ansell & Gash's (2008) Collaborative
Governance theory with the following indicators: Initial Conditions; Facilitative
Leadership; Institutional Design; and Collaborative Process, has been going well.
This is supported by emergency response coordination and the facilitative role of
the Banjarmasin City Communication, Informatics, and Statistics Office, which is
able to connect related parties in handling incidents. However, there are several
inhibiting factors in the collaboration of this service management, namely uneven
human resource competency, limited operational budget, and coordination between
parties that has not been optimally integrated.

This study recommends the need to strengthen the integration of information
systems, optimize the role of the Fire Department as the initial implementer in the
field, and improve the quality of human resources through continuous training to
accelerate the response and clarify the coordination flow in handling emergencies.

Keywords: Collaborative Governance, Stakeholders Collaboration, 112 Call
Center Service, Smart Emergency Response
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