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Dinamika kecanggihan teknologi informasi kini membuat ruang-ruang keterbukaan informasi dengan adanya dunia cyber. Pemanfaatan teknologi informasi dalam kegiatan public relations pelayanan publik mendorong peluang terwujudnya pelayanan yang optimal, akan tetapi peluang tersebut tidak serta merta dapat dicapai tanpa adanya didukung implementasi model komunikasi yang tepat. Public relations lembaga pemerintah, mulai dari Kementerian Komunikasi dan Informasi hingga biro humas di lembaga pemerintahan daerah, seharusnya meninggalkan model komunikasi satu arah (asimetris) dan berubah ke model komunikasi dua arah timbal balik (simetris). Peneliti tertarik mengetahui lebih dalam tentang pengimplementasian teori  Two-Ways  Symmetric Model pada kegiatan humas Pemerintah Daerah Kabupaten Brebes dalam layanan aplikasi pengaduan masyarakat, Sambat Maring Bupati  (SAMBU) yang didalamnya terjadi proses komunikasi dua arah antara pengguna aplikasi dan admin yang bertukar pesan proses aduan. Metodologi penelitian ini bersifat kualitatif, dengan subjek penelitian pengelola dan pengguna aplikasi Sambat Maring Bupati (SAMBU).Teknik pengolahan data menggunakan model Miles Huberman dan uji validitas data menggunakan triangulasi.Hasil penelitian menujukkan bahwa pengimplementasian teori Two-Ways Symmetric Model Komunikasi Two-Ways Symmetric pada kegiatan humas Pemerintah Daerah Kabupaten Brebes dalam pelayanan aplikasi pengaduan masyarakat, Sambat Maring Bupati (SAMBU) belum optimal ,disebabkan faktor teknis maupun non teknis.
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ABSTRACT
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The dynamics of the sophistication of information technology are now creating spaces for information disclosure with the existence of the cyber world. Utilization of information technology in public service public relations activities encourages opportunities for the realization of optimal services, but these opportunities cannot necessarily be achieved without the implementation of the right communication model. Public relations government agencies, ranging from the Ministry of Communication and Information to public relations bureaus in local government institutions, should abandon the one-way (asymmetrical) communication model and change to a reciprocal (symmetric) two-way communication model. The research is interested in knowing more about the implementation of the Two-Ways Symmetric Model theory in the public relations activities of the Brebes Regency Government in the service of public complaints applications, Sambat Maring Regent (SAMBU) in which a two-way communication process occurs between application users and admins who interact in two directions in receiving and provide feedback on complaints. The research methodology is qualitative, with the research subject being the  manager and user of the Regent's Sambat Maring application (SAMBU). The data processing technique uses the Miles Huberman model and the validity test uses triangulation.The results of the study show that the implementation of the Two-Ways Symmetric Model theory in the public relations activities of the Brebes Regency Government in the service of public complaints applications, Sambat Maring Regent (SAMBU) has not been optimal, due to several factors, namely, the lack of quantity and capacity of Human Resources, the slow  response of the Organization the relevant Regional Apparatus (OPD). Efforts to optimize the SAMBU application service "Sambat Maring Regent" need the support capacity of Human Resources (HR) of all parties, both the Brebes Dinkominfotik, Regional Apparatus Organizations (OPD), and the availability of a comment column on the application platform to be able to identify a good mutual understanding of users the Regent's Sambat Maring Bupati application (SAMBU) after the status of the complaint is complete.
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