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Abstrak 

 

 

 

Reformasi birokrasi di Indonesia merupakan agenda strategis yang bertujuan untuk 

menciptakan tata kelola pemerintahan yang bersih, akuntabel, dan responsif terhadap 

kebutuhan masyarakat. Penelitian ini bertujuan untuk menganalisis implementasi reformasi 

birokrasi dan inovasi pelayanan publik di Kelurahan Panji, Kecamatan Tenggarong, Kabupaten 

Kutai Kartanegara. Berdasarkan data Badan Pusat Statistik (BPS) tahun 2022, tingkat kepuasan 

masyarakat terhadap pelayanan publik di daerah ini hanya mencapai 67%, menunjukkan adanya 

kesenjangan antara ekspektasi dan kenyataan. Melalui pendekatan kualitatif, penelitian ini 

mengidentifikasi dua permasalahan utama: (1) bagaimana implementasi reformasi birokrasi 

dapat meningkatkan kualitas pelayanan publik, dan (2) inovasi pelayanan apa saja yang telah 

diterapkan dan dampaknya terhadap kepuasan masyarakat. 

 

Hasil penelitian menunjukkan bahwa reformasi birokrasi di Kelurahan Panji telah dilaksanakan 

dengan baik, ditandai dengan penyederhanaan prosedur pelayanan, peningkatan akuntabilitas, 

dan transparansi. Inovasi pelayanan seperti Panji Online Service dan program "Jemput Bola 

Administrasi" (JEBOL ADMIN) berhasil meningkatkan aksesibilitas dan efisiensi layanan, 

terutama bagi masyarakat rentan. Partisipasi masyarakat dalam proses pengambilan keputusan 

juga meningkat melalui Forum Warga Panji, yang menjadi sarana komunikasi efektif antara 

pemerintah dan masyarakat. 

 

Namun, tantangan masih ada, terutama dalam hal keterbatasan sumber daya manusia dan 

infrastruktur teknologi. Penelitian ini merekomendasikan agar pemerintah terus melakukan 

pelatihan bagi aparatur, meningkatkan sarana teknologi informasi, dan mendorong partisipasi 

aktif masyarakat. Dengan demikian, reformasi birokrasi dan inovasi pelayanan di Kelurahan 

Panji diharapkan dapat menjadi model bagi kelurahan lain dalam meningkatkan kualitas 

pelayanan publik. 

Kata Kunci: Reformasi Birokrasi, Inovasi Pelayanan Publik, Kualitas Pelayanan, Partisipasi 

Masyarakat, Kelurahan Panji. 
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Abstract 

 

 

 

Bureaucratic reform in Indonesia is a strategic agenda aimed at creating a clean, accountable, 

and responsive governance system that meets the needs of the community. This research aims 

to analyze the implementation of bureaucratic reform and public service innovation in Panji 

Village, Tenggarong District, Kutai Kartanegara Regency. According to data from the Central 

Statistics Agency (BPS) in 2022, the level of public satisfaction with public services in this 

region only reached 67%, indicating a gap between expectations and reality. Through a 

qualitative approach, this study identifies two main issues: (1) how the implementation of 

bureaucratic reform can enhance the quality of public services, and (2) what innovations in 

services have been applied and their impact on public satisfaction. 

 

The results of the study indicate that bureaucratic reform in Panji Village has been well 

implemented, characterized by the simplification of service procedures, increased 

accountability, and transparency. Service innovations such as the Panji Online Service and the 

"Jemput Bola Administrasi" (JEBOL ADMIN) program have successfully improved 

accessibility and service efficiency, especially for vulnerable communities. Community 

participation in the decision-making process has also increased through the Panji Citizen 

Forum, which serves as an effective communication channel between the government and the 

community. 

 

However, challenges remain, particularly regarding the limitations of human resources and 

technological infrastructure. This study recommends that the government continue to provide 

training for officials, improve information technology facilities, and encourage active 

community participation. Thus, bureaucratic reform and service innovation in Panji Village 

are expected to serve as a model for other villages in enhancing the quality of public services. 

 

Keywords: Bureaucratic Reform, Public Service Innovation, Service Quality, Community 

Participation, Panji Village. 
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