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ABSTRAK

Ernawati, 2210413220031, 2026, Implementasi Strategi Layanan Darurat Call
Center 112 dalam Meningkatkan Keterbukaan Informasi Publik di Kota
Banjarmasin. Dibimbing oleh Safa Muzdalifah

Program Layanan Darurat 112 Kota Banjarmasin merupakan inovasi pelayanan
publik yang bertujuan memberikan akses layanan darurat secara cepat sekaligus
meningkatkan keterbukaan informasi publik. Namun, pemanfaatan layanan ini
belum optimal karena belum seluruh masyarakat mengetahui keberadaan dan tata
cara penggunaannya. Penelitian ini bertujuan menganalisis implementasi strategi
Call Center 112 dalam meningkatkan keterbukaan informasi publik di Kota
Banjarmasin. Penelitian menggunakan metode kualitatif dengan pendekatan
deskriptif. Informan ditentukan melalui teknik snowball sampling, sedangkan data
dikumpulkan melalui observasi, wawancara, dan dokumentasi. Analisis data
menggunakan model Miles dan Huberman dengan uji keabsahan melalui
triangulasi sumber. Hasil penelitian menunjukkan bahwa implementasi strategi
berdasarkan teori Fred R. David yang meliputi sasaran tahunan, rumusan
kebijakan, alokasi sumber daya, motivasi pegawai, pengembangan budaya
organisasi, strategi sosialisasi informasi, persiapan anggaran, pengembangan
sistem informasi, pemanfaatan sistem informasi, dan penyelarasan kinerja
organisasi telah terimplementasi dalam penyelenggaraan Program Layanan
Darurat 112 Kota Banjarmasin. Implementasi tersebut mendukung peningkatan
keterbukaan informasi publik melalui kemudahan akses layanan, penyediaan
informasi kepada masyarakat, koordinasi dengan instansi terkait, serta
pemanfaatan teknologi informasi. Meskipun demikian, masih terdapat kendala
berupa keterbatasan sumber daya manusia, belum optimalnya sosialisasi,
terbatasnya anggaran, dan belum meratanya penyebaran informasi. Penelitian ini
menyimpulkan bahwa strategi Call Center 112 telah terimplementasi dalam
penyelenggaraan layanan darurat dan mendukung peningkatan keterbukaan
informasi publik di Kota Banjarmasin. Oleh karena itu, diperlukan peningkatan
sosialisasi, penambahan sumber daya manusia, penguatan anggaran, dan
pengembangan teknologi informasi guna mengoptimalkan penyelenggaraan
layanan.

Kata kunci: implementasi strategi, Call Center 112, keterbukaan informasi
publik, pelayanan publik.
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ABSTRACT

Ernawati, 2210413220031, 2026. The Implementation of the Call Center 112
Emergency Service Strategy in Enhancing Public Information Disclosure in
Banjarmasin City. Supervised by Safa Muzdalifah.

The Banjarmasin City 112 Emergency Call Service Program is a public service
innovation designed to provide rapid emergency assistance while enhancing
public information disclosure. However; the utilization of this service has not been
optimal, as not all members of the public are aware of its existence and procedures.
This study aims to analyze the implementation of the 112 Call Center strategy in
improving public information disclosure in Banjarmasin City. This research
employed a qualitative method with a descriptive approach. Informants were
selected using the snowball sampling technique, while data were collected through
observation, interviews, and documentation. Data were analyzed using the Miles
and Huberman model, and data validity was ensured through source triangulation.
The findings indicate that the implementation strategy based on Fred R. David’s
theory, which includes annual objectives, policy formulation, resource allocation,
employee motivation, organizational culture development, information
dissemination strategy, budget preparation, information system development,
information system utilization, and organizational performance alignment, has
been implemented in the Banjarmasin City 112 Emergency Call Service Program.
The implementation has supported public information disclosure by improving
access to emergency services, providing information to the public, strengthening
inter-agency coordination, and utilizing information technology. Nevertheless,
several challenges remain, including limited human resources, suboptimal public
outreach, limited budget support, and uneven dissemination of information. This
study concludes that the 112 Call Center strategy has been implemented in
supporting public information disclosure in Banjarmasin City. Therefore,
improving public outreach, increasing human resources, strengthening budget
support, and developing information technology are recommended to optimize
service delivery.

Keywords: strategy implementation, Emergency Call Center 112, public
information disclosure, public service.
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