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STRATEGI KOMUNIKASI DISDAGPERINAKER KABUPATEN
KARANGANYAR DALAM MENANGANI ADUAN MASYARAKAT
MELALUI WEBSITE SAPAMAS KARANGANYAR
Fatimah Mutiara Azzahroh
NIM. 2022071007

ABSTRAK
Penelitian ini bertujuan untuk menganalisis strategi komunikasi Dinas Perdagangan,
Perindustrian, dan Ketenagakerjaan Kabupaten Karanganyar dalam menangani aduan
masyarakat melalui website Sapamas Karanganyar. Penelitian ini menggunakan metode
kualitatif deskriptif dengan teknik pengumpulan data melalui observasi, wawancara, dan
dokumentasi, serta dianalisis-berdasarkan tahapan strategi komunikasi Cutlip, Center, dan
Broom (fact finding, planning, communicating/action, dan evaluation) dan analisis
SWOT. Berdasarkan hasil. penelitian menunjukkan bahwa Disdagperinaker Kabupaten
Karanganyar telah menerapkan strategi komunikasi dengan cukup baik dalam merespons
aduan masyarakat, mulai dari pengumpulan informasi awal, penyusunan langkah
penanganan, pelaksanaan tindak lanjut, hingga evaluasi terhadap proses penyelesaian
aduan. Penelitian ini menemukan beberapa kekurangan dalam strategi komunikasi yang
diterapkan. Pada fact finding, ketergantungan pengumpulan fakta pada media digital
sehingga informasi belum sepenuhnya mencerminkan kondisi nyata di lapangan. Pada
planning, perencanaan dan tindak lanjut yang masih bergantung pada kelengkapan
formulir sehingga memerlukan waktu Klarifikasi tambahan. Pada communicating/action,
hambatan komunikasi akibat perbedaan tingkat literasi digital masyarakat. Pada
evaluation, belum mengukur tingkat kepuasan masyarakat secara menyeluruh dan belum
seluruhnya dapat ditindaklanjuti secara maksimal karena keterbatasan sumber daya dan

kewenangan institusi.

Kata kunci : Strategi Komunikasi, Aduan Masyarakat, Website Sapamas,

Disdagperinaker Kabupaten Karanganyar.
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COMMUNICATION STRATEGY OF THE KARANGANYAR REGENCY
DEPARTMENT OF TRADE, INDUSTRY, AND MANPOWER
(DISDAGPERINAKER) IN HANDLING PUBLIC COMPLAINTS VIA THE
SAPAMAS KARANGANYAR WEBSITE

Fatimah Mutiara Azzahroh
Student ID: 2022071007

ABSTRACT

This study aims to analyze the communication strategy of the Karanganyar
Regency Department of Trade, Industry, and Manpower (Disdagperinaker) in
handling public complaints through the Sapamas Karanganyar website. The study
employs a descriptive qualitative method with data collection techniques
involving observation, interviews, and documentation. Data were analyzed based
on the communication strategy stages proposed by Cutlip, Center, and Broom
(fact-finding, planning, communicating/action, and evaluation) as well as a
SWOT analysis. The results indicate that Disdagperinaker Karanganyar has
implemented its communication strategy effectively in responding to public
complaints, covering the entire process from initial information gathering and the
formulation of handling measures to follow-up actions and the evaluation of the
complaint resolution process. However, the study identified several shortcomings
in the implemented strategy. Regarding fact-finding, there was an over-reliance
on digital media for gathering facts, meaning information did not fully reflect
actual conditions on the ground. In the planning stage, planning and follow-up
relied heavily on the completeness of submitted forms, necessitating additional
time for clarification. Regarding communicating/action, communication barriers
arose due to varying levels of public digital literacy. Finally, regarding evaluation,
public satisfaction levels had not been comprehensively measured, and not all
complaints could be fully addressed due to limitations in resources and
institutional authority.

Keywords: Communication, Communication Strategy, Public Complaints,
Sapamas Website, Disdagperinaker Karanganyar Regency.
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