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Abstract

Introduction: This study tries to explores the significant roles of Twitter in creating leverage
community participation as part of community empowerment in urban context. Twitter’s
characters encourage people to informalize current issue in easy digestive forms. This study
argues that Twitter practice will improve urban community for better life in every aspects. Also
this study focusing on how urban community utilize Twitter to participate in city issues.
Methods: This research used several data collection and processing including online data
mining through Netlytic, online observation and semi structured interview within time period
from 2021-2022.

Findings: The research’s finding portrayed results in three achievements. First, Twitter
significantly created leverage empowerment in a form of community participation to improve
the city quality of life. Second, community empowerment was gained through holistic process
and come. Third, using Twitter as appropriated and integrated strategy is a design of community
empowerment. Twitter, in particular #laporhendi can be alternatives space for community
discussion and participation amongst residents and local government and lead to community
empowerment. Practically, urban community has the same opportunity to access Twitter and
creates dynamically interaction and communication in Twitter in many direction, one to one
ways, or two ways.

Originality: Although research about social media and community empowerment has been
studied for decades, many research tends to explore and focus on rural and marginal
community. There were few studies emphazise and discusses from the urban community point
of view.

Keywords: Social Media, Urban Community Empowerment, Community Informatics,
Community Participation, #laporhendi.

Introduction

Previous studies show that ICT plays a significant role (Tye et al., 2018) in
enabling community empowerment, such as women and poor rural community
(Lakshmi, 2014; Ullah, 2017). According to WHO community empowerment refers to
the process of enabling communities to increase control over their lives including
involvement, participation or engagement of communities. For many reason, most of the
ICT and community empowerment study focus on rural and disadvantage community
(Noruwana et al., 2018; Ukomadu, 2018; Ullah, 2017). Whereas ICT for community
empowerment should not be understood or limited to rural areas but also made available
for people who are already experiencing its benefits, such as people with ICT easy
access in urban areas context.

This study argues that ICTs are also opening up as a tool of community
empowerment in urban community contexts. Although the community empowerment
frequently understanding as social action and has been studied in diverse fields such as
political science, management, health studies, and sociology (Hur, 2006), community
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empowerment also concerns with alternatives approaches (Leong et al., 2015). In the
context of this research is social media’s approach. However the practice of community
empowerment does not only understood as a change activity in physical, economic or
social needs. We emphasized the term of urban community empowerment on how
communities or urban society pays participate as formed of collaboration to their city
environment. The argument based on what sholars said how technological innovation in
communication systems contributes in organizational and economic restructurations on
urban geography, cities and inter-city areas (Shin & Shin, 2012). Thus, ICTs have
become a key tool for cities to enhance innovaton and to improve the management of
urban services. Hence, our main purpose of this paper is to explore the application of
ICTs in particular social media for the empowerment of urban community regarding
their participation in city governance such as social and environment issue.

Social media is define as a bridge to connect the communities with its
environment, such as government, other communities, and so on. The exploration of the
term social media including: social networking sites, online communities, blogging and
micro blogging. According to Lachapele (Lachapelle, 2011), social media involves the
use of various technological tools and methods for sharing and discussing information.
Meanwhile, Dufty, (2012) defined social media as a collection of internet-based
applications that enable people to communicate and share resources and information..

It implies the capability of all parties to share information and communication to
achieve community empowerment. Scholars stated that the used of social media
strongly improve the socio-economic well-beng communities. However in recent years
social media have been already used as an alternative communication channel in
emergency situation or in crisis response (Sarrica et al., 2018; Tye et al., 2018; White,
2011). Meanwhile only few researches focus on how social media utilized to empower
the urban community in contributing city governance. This research is to fill this gap, at
the same time author social media might be used for community empowerment within
urban environments (Foth, 2018). Thus, social media became an inherent part of this
study as a new set of media, technologies and communication environment has emerged
to changes on how we shape city and urban community (de Waal, 2011).

Hence, the question arose for this research is how social media leveraging urban
community empowerement in particular to enhance participatory culture in series of city
issues such as. Burges & Green (2018) stated that participatory culture can be seen as co
creation and sharing in the social media era though any social media might be limited
by its audience, features, norm of used, yet social media provide the wider opportunity
for community.

However, the Indonesia government started the iniciative of integrating ICT with
urban development around 2018-2019 in a program called ‘The Movement towards 100
smart cities’. The growth of social media, in this research refers to Twitter is continuing
the ability of ICTs to develop empowerment within community. Twitter in particular
has become one of the most widely adopted internet platforms for online
communication. The reason is Twitter seen as a perfect environment for open and
unrestricted discussion in public space (Liu & Weber, 2014). According to Kemp,
(2022) Twitter users in Indonesia in 2022 had increase to 18.45 million users. It
equivalent to 6.6% of the total population in early 2022.

Semarang was selected as the research object due to the growth of community
activities in Semarang such as sustainable economic activities (Budihardjo et al., 2022),
urban farming (Rahdriawan & Arriani, 2020), environmental quality in urban settlement
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(Yuliastuti & Saraswati, 2014) or urbanization-driven industrial activities (Buchori et
al., 2022). The other reason is that community activities through social media have a big
role and becoming an accelerator of community participation in social movements in the
city (Setyono et al., 2019; Yuniningsih & Suwitri, 2018). Regarding the Smart city
movement, Semarang municipality made a transition map through Cygos or Semarang
Cyber Government in 2016. The purpose of Cygos is to transform from manual
government administration to cyber government. One of the implementations of cyber
government is to use social media to provide information, answer public complaints,
communicate and connect with citizens. With the Semarang Mayor Regulation Number
34 year of 2017 drawn the guidelines for managing complaints regarding public
services. Consequently the complaint facilities provided by Semarang Municipality
government through various social media. One of them is Twitter.

Furthermore some scholars have emphasised that social media are important for
sustainability issues (Godemann & Michelsen, 2011). One example that illustrate this
situation is ‘Lapor Hendi’. ‘Lapor Hendi’ is an application to facilitate Semarang citizen
in informing the local government regarding social, economy and environtmental
problems in their neighbourhood. The fact ‘Lapor Hendi’ as a part of Open Government
Indonesia (OGI) was launched in 2012. OGI has three programs. One of them is
‘LAPOR’ which stand for Aspiration Service and People’s Online Complaint to arrange
an open government action plan for various government institutions based on co-creaton
principle (Yuwanto, 2021). ‘Lapor Hendi’ can be acces through various ICTs
application, one of them is social media, Twitter. Using the hashtag #laporhendi, the
society able to inform and communicating the city issues by mentioning Semarang
municipality major or related government agency.

This research applying community informatics as a theoritcal lens. Folowing the
scholars academic argument that pointed how ICT is increasingly hoped to improve
local communities and facilitate empowerment in urban areas (Saad-Sulonen & Horelli,
2010), this study attempted to devise an integrated framework for understanding urban
community empowerment through a new approach enhanced by the phenomenon called
community informatics. Community informatics is a technology strategy which links
between ICT and economic and social development efforts at the community levels
(Gurstein, 2008) by utilized tools such as website, social media platform and other
information system software to deal with local concerns and perhaps influence policy
decisions (Pitkin, 2001).

The author argue that community informatics showing a process of social
construction of community knowledge through technology and finally encouraging
them to taking part in collaboration, engagement, and involvement from all parties,
including the community. The process of discovering, enhancing, and expanding
individuals is known as community empowerment and has become a central vernacular
in urban planning development (Pigg, 2009). Community informatics provide new
opportunities for the civic society to digitally mediate, present, and engage with the ICT
environment as part of technological change and globalization. Hence, this phenomenon
offers a community-driven approach to the design and use of ICT.

Some previous studies on urban community empowerment show that ICT is
increasingly being implicated in the global production of city-region-space and
participatory and urban planning (Staffans & Horelli, 2014). Other advantages are
improving urban life (Bibri & Krogstie, 2017; Shepard, 2011; Townsend, 2013). The
concept of ICT for empowerment was viewed as a global phenomenon (Walsham,
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2017) and related to the widespread use of these technologies. Consequently, Semarang
municipality chose to use several social media platforms, including Twitter, to provide
information and promote interaction between the local government and members of
society.

The concept of empowerment itself has been studied in diverse fields. In this
research empowerment is focusing at the community level, therefore, empowerment is
define as process and mechanism in which a community gains a greater efficacy of their
objectives (Tye et al., 2018). The empowerment process of this research is occur on
Twitter.

Overall this research follows of the studies within the philosophical of
constructivsm paradigm. It research design to develop a framework role of social media
in leveraging community empowerment in urban context (Adom et al., 2016). The case
study of Semarang Municipality was chisen to promote the complexity than can help
understand the meaning of community empowerment (Lauckner et al., 2012).

Methods

The problem discussed in this study concerns the use of social media for urban
community empowerment in Semarang municipality regardining city governance.
Hence, this research adopted a qualitative design with case study methodology.
According to Myers & Avison (2002) qualitative studies are used to explore and gain an
in-depth understanding of humans in the social and cultural contexts in which they live
(Rahi, 2017)

Subsequently, the data were collected by observing the content and urban
community interaction with the city on twitter using hashtag #laporhendi. Hashtag
#laporhendi is an innovation public service and complaint initiative by the Mayor of
Semarang, Hendrar Prihadi. Using the same name as the mayor, #laporhendi launched
since 2016 and being used by the resident Semarang as complaint service with fast
responsed. Scholarly mentioned that hashtag as a tool play a significant role in the phase
of acquaint to people or community(Guo & Saxton, 2014), developing and strenghten
emergent ties, and stimulate information and invites audience attention (Brock, 2012).
The data was collected in two phases. The first phase occurred from 2021 to 2022, we
collected through Netlytic web software with some category such as twitter content with
two way interaction between society member and Semarang local government; the
citizen twitter account/user has fair highly engagement based on information
consumption, sense of presence, interest immersion, and social interaction (Smith &
Gallicano, 2015).

Netlytic is a cloud based text and social network analyzer to collect, identify and
analyze Twitter data in particular or topical themes regarding #laporhendi. The second
phase occurred in between Desember 2021-February 2022. We also conducted a semi
structured interviews to two person as a representative of local citizen of Semarang
municipality to gather information how they utilized Twitter for community
empowerment process. The interview was consider as additional data to richness and
enhance the research findings.

Results

We were analyzed data as we collected it using Netlytic, an web based application
online data gathering. Our main focus is to analyze online conversatiton addressed to
hashtag(#) #laporhendi on Twitter. The hashtag #laporhendi usually used together with
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the mentions to Twitter accounts of @hendrarprihadi, @P3Mkotasmg. In this research
we don’t emphasize on certain issue such as flood, poverty or other certain sosial issue
but on how the resident or community employ Twitter in leveraging community
empowerment process through their participation culture.

#laporhendi is a hashtag to index keywords for general issue in Semarang
municipality. The hashtag allows people to easily write down the opinion, complaint or
event environment situation in their neighbourhood. The research finding shows that
most Semarang resident mention Twitter account of provide reports or complaints
regarding water supply issue, power outages, Covid-19 vaccined, and document
processing in certain government agency. They often mention the personal Twitter
account of the major @hendrarprihadi regarding important matters, as implied below:

DATE USER POSTS, N =14

2021- mesyanum
0a-11

2021-
oa-1s

2021- GusBS
0aZ1s

2021- GandgalD

Figure 1. The Netlytic Dataset #laporhendi
(source: Author Data summary from Netlytic, 2021)

According Figure 1, people mentioned the major’s personal Twitter account to
report or complain about the conditions or problems in their environment. They also
used the hashtag #laporhendi to categorize and accommodate complaints from the
people. For the city major, Hendrar Prihadi, also known as ‘Mas Hendi’, will gives
direct and indirect feedback to all posts were mentioned to his personal account.
Sometimes on related subject or complaint, other resident will taking a participation and
create short conversation on Twitter. Below are the example of conversation on Twitter
among Semarang resident and the city major:

« Tweet lﬂ Tweet your reply

ﬁ.‘ Hendi (Hendrar P) £ @

§  @hendrarprinadi

rudypras @rudy_prast - Sep 14, 2021

sudah penuh pak._perlu perluasan lahan
han untuk FABA dari proses incenerator
i contoh sukses story seperti SPAM

Musim hujan semakin dekat, monggo kalau ada aduan © 2 n s o
tentang tumpukan sampah, bisa mention saya beserta @@

Iah penduduk dan GDP, jadi ya diclah

. . a
picnya dan tagar #laporhendi . Matursuwun EEL opaoitan 1060 Soniity oleesyc bant dbdcls o sunitry ladte
Translate Tweet = = oo [
afii @safii_thegreat - Sep 14, 2021
N n i o o A Replying to @hendrarprihadi
QDD PM SGFI 1“" ‘02 T':"J:Q.B’Q\.k Bawah tol kaligawe diperhatikan pak takutnya banjor kyk kmm Ig...
- i <> P}
@ Masa Depanmu @mfthndk - Sep 14, 2021
20 Retweets 3 Quote Tweets @3 Likes Replying to @hendrarprihadi

Saluran jl. Gandi Penataran / pintu masuk lap golf manyaran indah gimana
ah beberapa bulan di keruk tapi malah gak di kerjakan pak?

(source: Author Primary Data, 2021)
According to Figure 2, the conversation was initiated by Hendrar Prihadi. He
persuades the Semarang resident to report or inform the condition in their
neighbourhood due to potential problem since rainy season is coming. The report should
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have a picture as evidence and also #laporhendi. The majors emphasized on waste
problem. The twit was respond by several residents with the information of the matter
above.

From the beginning, #laporhendi initiated to integration of a one-stop complaint
service to make it easier for the public, so they are not confused about where the report
should be addreses. Technically, #laporhendi is managed by Community Complaints
Service Center (P3M) under twitter account @P3Mkotasmg. P3M were responsible to
respond and forwarding all informations and complaint to relevant government agency
for further action as implied below:

"'rﬂ khansa

f@clouwdoeard

halo kak, ini untuk shelter feeder Mintojiwo B (dekat
SDN Kalibanteng Kidul 01) dan shelter WR Supratman
B itu kok tidak ada bangunannya ya? padahal di
aplikasi Halte Transsemarang itu ada & tertera. Mohon

untuk ditindaklanjuti ya kak . ,
@P3Mkotasmg

Figure 3. Information about Transportation Issue in Semarang
(source: Author Primary Data, 2021)

Figure 3 portrays how Semarang residents under Twitter account @clouwdbeard
complain and ask about the bus shelter facilitation (Mintojiwo B (near from SDN
Kalibanteng Kidul 01) and WR Supratman B bus shelter). She mentioned
@P3Mkotasmg in her tweet about the inconsistency between the Transemarang
application and the availability of a bus shelter at particular locations. Thus,
@P3Mkotasmg responded by forwarding the tweet to @Transsemarang as a relevant
government agency who has responsible to the issue above. In responding
@P3mkotasmg, Trans Semarang provides an information to the sender about the
location of bus shelter.

a LAPORHENDI § @P3Mkotasmg - Apr 22 \ BRT Trans Semarang (@Transsemarang - Aor 22
Replyng to @cloundbeerd NN feligtocomendind Fltan
Mohon di cek min ©Transsemarang ) ) ,
0 depan SO N kalinantang kidul 01 berapa plang rambu BRT kak, tegatnya

depan Affam'rt, sedangkan Wr Supratman beruga Halte of seberang S0 N
Kalibanteng Kidul 01,

t

t

\ BRT Trans Semarang Transsemarang - Apr 22
Negih kak,

y] ‘L

[

—

Figure 4. @P3Mkotasmg responded to the Resident Complain on Twitter
(source: Author Primary Data, 2021)
Meanwhile another passenger complaint about the lateness of public transportation
(USM Bus Shelter), as the mentione below:
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4 chachacha & .
' @cha_baka

selamat siang, saya sedang berada di halte usm. saya
sudah menunggu brt daru jam 12.40 dan sampai
sekarang belum datang juga. mohoninfo, ;¢ 3¢ ac 2
@hendrarprihadi #laporhendi @Transsemarang

Iranslate Tweset

Figure 5. A Twitter posted regarding Public Transportation Service
(source: (Cha_baka, 2022))
Another data shows how the resident of Semarang actively to report problems regarding
the bureaucracy and website one of government agency.

,:5&‘. “; N Yang punya akun lagi mum... - 2d

=) g v FHlLaporHendi dari kemaren saya
mau perpanjangan Surat ljin
Perawat. PADAHAL TINGGAL
PENCET KIRIM TAPI TIDAK
BISA-BISA., ini website masih dipakai
sak sih? dpmptsp kota semarang
MEDIA SOSIALNYA APA SIH?

Figure 6. User Complaint with the hashtag #laporhendi (source: (Wahyuning, 2022))
Figure 6 shows user @wahyuning2012 using #laporhendi complaint about one of
the government agency website (DPMPTSP Semarang City) does not work properly
and she had difficulties to extend her job certificate (nursing certificate). The tweet was
respond the day after the original tweet posted.

LAPORHENDI @laporhendi - Oct 26
% Replying to @Wahyuning2012
kami bantu teruskan lewat sistem nggih

< 2 R

B

LAPORHENDI @laporhendi - Oct 26

% Replying to @Wahyuning2012
Berikut tanggapan dinas PTSP :
"sebelum melakukan penginputan pendaftaran ijin mohon diperhatikan
beberapa faktor diantaranya : ukuran file harus benar sesuai dengan
ketentuan yaitu perfile tidak boleh lebih dari 2mb..."

< g () i
LAPORHENDI @laporhendi - Oct 26

% Replying to @laporhendi and @Wahyuning2012
...maks. waktu penginputan tidakboleh lebih dari 1 jam jika lebih maka
kembali ke menu utama, pastikan jaringan internet terkoneksi dengan baik.

tidak blh ada inputan kosong jika data/file dokumen tidak ada mohon diisi-
atau O atau dokumen bebas. penginputan RT/RW jgn ada spasi.

LS I | 3 A e

Show replies

Figure 7. Twitter responded from the Semarang Municipality
(source: (Wahyuning, 2022))
Some other complaint addressing in #laporhendi potrays about the missing of public
facilities as shown as Figure 8 below:
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Tumini™® @elmanochara - Sep 19, 2019
Matur, Pak. Sepanjang jalan Pandanaran sisi utara, tempat sampahnya
begini semua.. #LaporHendi @hendrarprihadi

Figure 8. Tumini one of Twitter user mentioned about the missing trash bin on certain
location (Pandanaran Road on the north side--Semarang) (source: (Elmanohara, 2022))

To further elaborate community empowerment on Twitter, we conducted semi
structured interview to two community members as a representative of Semarang
residents. These interview was used as additional data to enrich the study result. One of
informant explain that he operates Twitter with a particular purposes. Mostly for
information’s searching. He is rarely employ Twitter to discuss or submit information
about certain issues. But he does know that about #laporhendi. Meanwhile the other
informant describe that Twitter promotes communications and connection between
resident and Semarang municipality. He says that Twitter offered direct feedback,
opinion and evaluation to the local government. It means that local government took all
complaints seriously and tried to resolve for the better urban quality lives.

Discussion

The observation and interview results indicate that social media in the research
context is Twitter enable the capacity for community to create, share and participate
communication activities to provide empowerment and upliftment, indicated by a
constructive attitude towards city matters and issues. These community members
consider themselves as instrumental in contributing to addressing issues and promoting
improvement in the city. #laporhendi being captures as ‘voice’ of the community as a
form of their participation to the city. By communicating the issues as well as the
complaint through the social media, the community initiate their participation in social
media, increasing the connection and engage more to the Semarang municipality. Thus
in this context, social media enables communities to attain collective participation and
leveraging the role of community empowerment (Leong et al., 2015)

Based on the results of the research #laporhendi became a media to share their
ideas, their needs, and their opinion for the improvement of Semarang public service
quality. Thus their participations is considering as a medium of empowerment in
community. It’s impossible to achieve the empowerment without participation and
involvement the community in particular way (Nikkhah & Redzuan, 2009)

Meanwhile from community informatics perspective as the theoretical
background, twitter is a media convergence with information technologies to support
and expand the practives of community and citicenship regarding their participation to
their city, in this research context is Semarang municipality.

This research offers three achievements, first, the twitter function adequately in
empowering the urban community. Second, the urban community gained empowerment
through the process, from discovering the issue to social action. Third, the using of
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Twitter as empowerment strategy should be used as appropriate and integrate the
community’s needs as a basic design of the tools used.

The empowerment comes from the collaborations between the government and
other parties to facilitate improvement in people’s lives and residences. Twitter is
designed to organize the techniques employed by communities to pursue their common
objectives and manage the development and processing of information to contribute to
the liveable city. In the context of urban communities, Twitter can be operated as a
collaborative tool between community and local government, Semarang. One of
empowerment outcomes is collaboration. With Twitter, collaboration among the
community or residenst members were possible. They were encouraged to contribute in
city governance in their own capacity.

According to social media studies, online activity is strongly connected with
offline experiences (Boyd & Ellison, 2007). However, the use of Twitter for
empowerment discussed in this study relates to people sharing a special interest and is
used to mobilize action in the city. The process of community empowerment through
Twitter follows a process, namely discovering that communities are not alone in their
situation, expression, and taking action. Through the knowledge and transmission of
information, changes can be made to benefit the city and community (UNESCO & The
World Bank, 2021). Thus, urban communities are able to act atively to change their
lives and participate in their environment.

From the community informatics perspective, Twitter had potential to connect one
community to another and promote development and empowerment (Gruzd &
Haythornthwaite, 2013). In Semarang Municipality context, Twitter is seen as
technology strategy based on the consideration that the community needs to prioritize
the implementation of ICT (Saadi et al., 2007). Hence, the study showed that the
objective of community informatics is to enable community achievement and
empowerment. ICT, particularly Twitter, is created and used to impact the social life of
every individual (Asongu & le Roux, 2017) and realize the interaction between the
community and digital technology.

A major challenge for community informatics is developing the means to manage
this type of interaction by enabling enriched, electronically enhanced empowerment.
This should be implemented while ensuring that such interactions do not disintegrate
into empowerment by plebiscite or instant public opinion polling (ibid). The processes
related to the latter are referred to by scholars as ‘appropriating, integrating, and
repurposing existing technology as community supports, while equally facilitating the
development of technologies which in their very design reflect the specific ontology of
communities’. Simply stated that Twitter enabled and empower communities toward
collaborative action (Gurstein, 2010).

Twitter, in particular #laporhendi can be alternatives space for public discussion
amongst residents and local government. Practically, urban community has the same
opportunity to access Twitter and creates dynamically interaction and communication in
Twitter in many direction, one to one ways, or two ways. Interactions in Twitter can
occur between the government and its citizens, amongst the government agencies, and
amongst the community (Yuwanto, 2021).

However this research carrying its limitation. The author conducted this study in
the context urban community informatics. The notions of community was different than
major notions that were offerend by previous scholars. Compare to other community
definitions, urban community may refers to whoever who lived in urban areas,
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electronically based and interaction by means of internet platforms. Community
informatics as theoretical lens often underlying in system information fields than
communication study. Yet, community informatics may applicable to used in
communication research since the field of communication was flux. Another problems
in this research in, that the findings did not provide all the answer we hoped for this
research.

Despite its limitations, the authors belive that this study should be of interest to
practitioners and researchers in the areas of social media and community empowerment.
Through online data mining and semi structured interview as part of qualitative study,
this study present the concept of twitter enabled urban community empowerment in
participation, collaborating and co-creation forms.

Conclusion

Finally this research offers two contribution. First, this study explore the role of
social media in leveraging community empowerment. Community empowerment in this
study addressed as community participation. Twitter as a media expands the capability
of the community to participate in their city by shared their opinion, complaint and
suggestion. This study found that hashtag #laporhendi facilitate urban community in
helping Semarang municipality improve their public services and environment. Several
recent studies on community empowerment limited its focus by emphazing on the social
action, yet empowerment could be recognize in a different approaches. Second, this
study addresses the gap in ICT research by adapt the community informatics as
theoretical lens to enhance the research to urban community context and not only
limited to rural and disadvantage community. This study also gain practical insight. Our
findings propose the pratical consideration to the local government to provide with ICTs
platform to improve the effectiveness of community participation action and achive
maximum empowerment to the Semarang municipality. Further research is needed to
examine the research finding. It might be preferable to used media ecological theoretical
framework and sees social media not only as means of communication, but more as
social environment (Routsalainen & Heihonen, 2015). It also possible to emphasize on
user perspective and considering phenomenological to capture users lived experience to
achieve community empowerment.
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