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Abstract : The role of civil society has become an important issue in national and international level nowadays. Government all
over the world started to realize that the involvement of civil society can boost up public services and better policy making.
Global Policy Forum stated that there are five good reasons for civil society to be engaged in global governance; (1) to
conferring legitimacy on policy decisions; (2) to increasing the pool of policy ideas; (3) to support less powerful governments;
(4) countering a lack of political will; and (5) helping states to put nationalism aside. Indonesia also keeps up with this good
trend. In November 2011, Indonesian Government set up LAPOR! (means “to report” in Indonesian), an online portal for
complaints about public services, which is accessible through its website lapor.ukp.go.id. LAPOR! also accessible through
social media (Twitter, Facebook) and text message. This program is an initiative from the government to provide an integrated
and accessible portal for the Indonesian public to submit complaints and inquiries as a means of enhancing public participation
in national development programs. LAPOR! aims to catalyze public participation as well as to have a more coordinated national
complaint handling mechanism. The goal of this program is to increase the role of civil society in order to develop better public
services. Thus, LAPOR! works in a simplest way possible. Public can submit any complaints or report their problem concerning
development programs and public services simply through the website, short message services to 1708 and mobile applications
for BlackBerry and Android. LAPOR! will  then transfer every validated input to relevant institutions to be featured and
responded on the website. LAPOR! is now integrated with 81 Ministries, 5 local government, and 44 State Owned Enterprise.
Public can also give comments, likes or share them through Facebook and Twitter to have a discussion and to ensure the
completeness of the reports. LAPOR! has unexpectedly contributed to various successful cases concerning public services. So
far the portal has over 280,704 registered users, receiving an average of 1,000 reports every day. Government's response rate
increase time to time, with 81% of complaints and inquiries have been solved or are being investigated. This paper will
examine the effectiveness of LAPOR! as a tools to increase the role of civil society in order to develop better public services in
Indonesia. Beside their promising story, there still are various difficulties that need to be solved. With qualitative approach as
methodology for this research, writers will also explore potential improvement of LAPOR! so it can perform effectively as a
leading national complaint handling system in Indonesia.
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