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ABSTRACT 

The objective of this study is to analyze the effectiveness and efficiency of collaborative social service models 

in dealing with people with social problems in West Java. The research was conducted using a sequential 

explanatory design that combined quantitative and qualitative data. The sample of the study consisted of social 

service providers and people with social problems who had used the collaborative social service model. The 

data were collected through interviews, questionnaires, and documentation studies. The data were then 

analyzed using descriptive statistics, content analysis, and thematic analysis. The findings showed that the 

collaborative social service model in West Java had improved the quality of social services in terms of speed, 

accuracy, and completeness. The collaboration between social service providers had increased the 

effectiveness and efficiency of services. The establishment of the Integrated Social Service Center (PLST) had 

also provided a one-stop service for people with social problems. However, community participation in the 

model still needed improvement to ensure the sustainability of the services. In conclusion, the collaborative 

social service model in West Java has provided a comprehensive and integrated approach to handling people 

with social problems. The model has improved the quality of social services provided by increasing 

collaboration and establishing a one-stop service center. However, community participation is crucial to ensure 

the sustainability of the services. 
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INTRODUCTION 

Various policies and programs as well as efforts continue to be rolled out by the central and regional 

governments to improve the social welfare of people with social problems as an effort to achieve state 

goals as mandated by Pancasila and the 1945 Constitution. However, achievement of goals, duties and 

state responsibilities and implementation the government policy is still felt to have not achieved optimal 

results. This is shown by the large number of people with social problems who still need to get maximum 

attention and treatment. 

Regarding the problem of poverty, BPS (September 2021) reports that in Indonesia there are still 26.50 

million people or 9.71% of the total population in Indonesia who are in the poor category. This means 

that one out of ten people in Indonesia is still living in poverty. This number represents residents who 

are in the poor category. The number of groups slightly above the poverty line is almost the same or 

even more than that. This group is very vulnerable to social, political and economic shocks so that if 

shocks occur, this group will fall into poverty. In West Java Province, there are 8.40% who are still 

categorized as poor (BPS, September 2021). 

On the other hand, there are still various people with social problems who still need to receive directed, 

integrated and sustainable attention and management, such as; problems of lack of access to health 

services, school dropouts, neglect, disability, disability and behavioral deviations, remoteness, victims 

of disasters, victims of violence, exploitation and discrimination and people with other social problems 

as stated in the Minister of Social Affairs RI Number 8 of 2012. Services are less than optimal and the 

handling of these social problems stems from an understanding way of overcoming social problems that 

ignores collaboration in the handling process. Handling of social problems that are carried out based on 

the sectoral service paradigm is currently directed towards service targets and has been carried out on 

an ongoing basis. However, the implementation of sectoral-based services is currently felt to be not yet 

integrated. There are still many sectoral service programs that are still running separately according to 

their respective main tasks and functions. On the other hand, Law Number 11 of 2009 has mandated 

that the implementation of social welfare carried out by both the central and regional governments and 

the community must not only be directed and sustainable, but also must be integrated. 

The development implementation paradigm suggests that in order to increase the effectiveness of 

achieving development results, development implementation strategies must be translated into sectors. 

This is based on the idea that the targets for achieving development are very broad, so they must be 

translated into various sectors. It is not wrong. However, one thing that is forgotten in implementing the 

sectoral-based development paradigm is collaboration. The reason underlying the collaboration 

paradigm in the implementation of sectoral-based development is that the service objectives as the 

system targets of the development are the same. 

People with social problems often do not get comprehensive services because they do not know about 

social service institutions that are suitable for dealing with the problems they face. Often people with 

social problems are referred or referred to various social service institutions repeatedly on the grounds 

that the social service agency/institution they visit cannot provide services to solve the problems they 

face. These conditions cause social services to be ineffective and inefficient for solving the problems of 

people with social problems. On the other hand, people with social problems as targets of the service 

system feel ignored and unnoticed, so they become frustrated. This makes the trust of people with social 

problems as a target system for social service institutions/institutions to be low. The quality of services 

for people with social problems is significantly influenced by the commitment of the Regional 

Government in the form of policies that provide effective, efficient and thorough services. The quality 

of service to people with social problems is also significantly influenced by the system of effective, 

efficient and thorough service mechanisms and procedures according to people with social problems as 

the target system. Therefore, collaboration in the process and mechanism of providing services to people 

with social problems is the right solution that must be carried out by the Regional Government in 

providing services to people with social problems. The nature of the need for collaborative social 

services includes; first, as an effort to improve the quality and productivity of the implementation of the 

duties and functions of the Regional Government in the field of social services. Second, encourage 
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efforts to streamline the system and administration of social services, so that social services can be 

provided in a more efficient and effective manner; and third, encourage the growth of creativity, 

initiative and community participation in development and improve the welfare of the wider community. 

Social services carried out in a series of collaborative activities must be simple, open, fast, precise, 

complete and complete. The ultimate goal of collaborative social services is to respond effectively to 

the needs of people with social problems for solving problems and meeting their needs. 

The collaborative social service model in handling people with social problems in research is a study 

that aims to develop and implement a model of social service collaboration in addressing social problems 

experienced by individuals or groups in the community. This research focuses on the West Java Province 

of Indonesia. 

The model emphasizes collaboration among various stakeholders, such as government agencies, non-

governmental organizations (NGOs), community organizations, educational institutions, and the private 

sector. The collaboration is carried out in a structured and coordinated manner to ensure that the social 

services provided are delivered quickly, accurately, and thoroughly. The research problem for the 

Collaborative Social Service Model in Handling People with Social Problems is to determine the 

effectiveness of a collaborative approach in addressing social problems experienced by individuals or 

groups in the community. Specifically, the research aims to answer the following questions how does 

the collaborative social service model improve the quality of social services provided to people with 

social problems in terms of speed, accuracy, and completeness? 

METHODS 

In the case of the research on "Collaborative Social Service Model in Handling People with Social 

Problems", the mixed-method approach can be used to obtain a comprehensive understanding of the 

social service delivery process and its impact on people with social problems. This design involves 

collecting and analyzing quantitative data first, followed by collecting and analyzing qualitative data to 

explain the quantitative results. In this study, quantitative data can be obtained through surveys, while 

qualitative data can be obtained through in-depth interviews with social workers, government 

employees, and community members. The data analysis involves the following steps: 

1. Quantitative data collection 

In the initial stage, quantitative data is collected through a survey of respondents consisting of 

people with social problems and the community involved in providing social services. The survey 

aims to measure the level of satisfaction and effectiveness of collaborative social services in 

addressing social problems. 

2. Quantitative data analysis 

After the quantitative data is collected, statistical analysis is performed to process the data. 

Techniques used for the analysis may include descriptive and inferential analysis, such as t-tests 

and regression analysis. The results of the quantitative analysis will form the basis for explaining 

the observed phenomena. 

3. Qualitative data collection 

Following the quantitative analysis, qualitative data is collected through in-depth interviews with 

several respondents, including social workers, doctors, psychologists, and community members. 

These interviews aim to gain a deeper understanding of the factors that influence the satisfaction 

and effectiveness of collaborative social services. 

4. Qualitative data analysis 

After the qualitative data is collected, content analysis is conducted to identify themes and sub-

themes that emerge from the interviews. Thematic analysis techniques may also be used to analyze 

the qualitative data. The results of this analysis will be used to explain or provide interpretations of 

the previous quantitative analysis. 

5. Integration of quantitative and qualitative analysis 
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At this stage, the results of the quantitative and qualitative analysis are integrated to explain the 

observed phenomena comprehensively. In this integration, the qualitative data can be used to 

explain the results of the quantitative analysis that cannot be explained in detail. 

6. Drawing conclusions 

After integrating the results of the quantitative and qualitative analysis, conclusions are drawn 

based on a comprehensive understanding of the factors that influence the satisfaction and 

effectiveness of collaborative social services. These conclusions can then be used as a basis for 

recommending improvements in collaborative social services to enhance satisfaction and 

effectiveness in service provision. 

RESULTS AND DISCUSSION 

The collaborative social service model in West Java is an approach that involves various parties, 

including local governments, social institutions, communities and the public in dealing with social 

problems in the area. The goal is to improve the quality and effectiveness of social services provided to 

people with social problems in West Java. 

Collaboration of social services between institutions in West Java Province is expected to improve the 

quality of social services provided to people with social problems. This collaboration can be carried out 

between related parties such as the Social Service, Health Office, Education Office, police, and other 
social institutions. Collaboration can take the form of exchanging information and data, coordinating 

services, and developing joint programs and activities. With this collaboration, it is hoped that social 

services can be faster, more precise, and more thorough in dealing with social problems in West Java. 
In addition, collaboration can also optimize the use of existing resources and prevent overlapping or 

duplication of programs. 

The collaborative social service model in West Java is a comprehensive approach to addressing social 

problems by involving multiple stakeholders and agencies. It emphasizes the importance of 

collaboration and coordination among various government agencies, NGOs, and community-based 
organizations to provide a more efficient and effective response to the needs of people with social 

problems. The model is based on the principle of shared responsibility and emphasizes the importance 

of a multi-disciplinary and holistic approach to address the complex and interrelated issues faced by 
people with social problems. It involves various stages, including identification, assessment, planning, 

implementation, and evaluation of social services. 

The collaborative social service model in West Java also emphasizes the importance of community 

participation and empowerment. The model encourages the involvement of local communities in the 
planning and implementation of social services to ensure that services are tailored to the specific needs 

of the community. The model has shown promising results in improving the quality and speed of social 

services provided to people with social problems in West Java. It has also led to increased coordination 
and collaboration among government agencies and NGOs, which has resulted in a more efficient use of 

resources and a more comprehensive approach to addressing social problems. The collaborative social 

service model in West Java has several main components, including: 

Integrated Social Service Center 

The Integrated Social Service Center (PLST) is a central location that provides various types of social 

services for people with social problems. PLST in West Java is equipped with various facilities, such as 

counseling rooms, therapy rooms, reading rooms, and classrooms. In addition, PLST is also equipped 
with human resources who are trained and experienced in dealing with social problems. The Integrated 

Social Service Center (PLST) in West Java Province is a social service center that provides integrated 

services for people in need, especially for those experiencing social problems. PLST functions as a 
coordinating center and facilitator to provide social services that are integrated, fast, accurate and 

complete to the community. 

PLST provides various social services, including counseling, assistance, crisis management, social 

rehabilitation, and skills training. In addition, PLST also works with various social and government 
institutions in providing broader and integrated services. In PLST, each social case will be identified 

and evaluated first to determine the right type of service and according to the needs of the community. 



 

International Seminar on Social Work Update 2022 | 81 

After that, a case handling team will be formed consisting of various professions such as psychologists, 
counselors, lawyers, and social workers. PLST in West Java Province has made a significant 

contribution in increasing community access to integrated and quality social services. With PLST, 

people can easily get the social services they need without having to deal with complicated and time-

consuming bureaucracy. 

Social Services Network 

The Social Service Network (JLS) is a system that facilitates cooperation and coordination between 
various social service providers in West Java. JLS involves various parties, such as local governments, 

social institutions, communities and the public in dealing with social problems together.  The social 

services network in West Java is a system of interconnected organizations, institutions, and individuals 
working together to provide social services to people in need. The network includes government 

agencies, non-governmental organizations (NGOs), community-based organizations (CBOs), religious 

institutions, and other stakeholders. 

The network is coordinated by the West Java Social Services Agency, which is responsible for planning, 
coordinating, and monitoring social services in the province. The agency works closely with other 

government agencies, such as the Health Department, Education Department, and Women's 

Empowerment and Child Protection Agency, as well as NGOs and CBOs. The social services network 
in West Java provides a range of services, including social assistance, counseling, education, health care, 

and legal aid, among others. The network also works to promote social inclusion and empowerment, 

especially for vulnerable and marginalized groups, such as women, children, people with disabilities, 
and the elderly. Overall, the social services network in West Java plays an important role in promoting 

social welfare and development in the province, and in addressing social problems and challenges faced 

by the community. Several institutions and organizations involved in social service networks in West 

Java Province include: 

1. Social Service: West Java Province Social Service is the agency responsible for developing and 
administering social services in this area. 

2. Integrated Social Service Centers: There are several Integrated Social Service Centers in West Java 

Province that provide integrated social services for people in need. 
3. Non-Governmental Organizations (NGOs): NGOs in West Java Province have an important role in 

providing social services to the community. Some well-known NGOs include the Indonesian Child 

Welfare Foundation (YKAI), the National Amil Zakat Institute (LAZNAS), and so on. 
4. Government Institutions: Apart from the Social Service, other government agencies such as 

City/District and District Governments also play a role in the social service network in West Java 

Province. 
5. Educational institutions: Several educational institutions such as universities and schools also play 

a role in providing social services to the people in West Java Province. 

In this social service network, there is collaboration between different institutions and organizations in 
providing social services that are more holistic and integrated. This is expected to increase the 

effectiveness and efficiency of social services and ensure that the community gets better and timely 

social services. 

Community Participation 

Community participation is an important component of the collaborative social service model in West 

Java. Through community participation, people with social problems in the area can be actively involved 

in the problem solving process. Community participation can also help increase public awareness and 
knowledge of social issues and strengthen a sense of belonging and responsibility among community 

members. Community participation is a crucial aspect of the collaborative social service model in West 

Java. The model recognizes the importance of involving the community in the planning, implementation, 
and evaluation of social services, as well as in identifying and addressing social problems. There are 

several ways in which the community can participate in the collaborative social service model in West 

Java. These include: 
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1. Community involvement in needs assessments: The collaborative social service model involves 
conducting needs assessments to identify the social problems and needs of the community. 

Community members are actively involved in these assessments, providing input and feedback on 

the issues that affect them. 
2. Community participation in program planning and implementation: Community members are 

involved in the planning and implementation of social service programs. They may be part of 

planning committees or working groups, providing input on program design and implementation 
strategies. 

3. Community-based organizations: The collaborative social service model in West Java recognizes 
the important role that community-based organizations (CBOs) play in providing social services. 

CBOs are often involved in program planning and implementation, and may also receive funding 

to provide social services to the community. 
4. Community feedback and evaluation: Community feedback is important in evaluating the 

effectiveness of social service programs. The collaborative social service model encourages 

community members to provide feedback on the programs, and to be involved in program 

evaluations. 

Overall, community participation is essential to the success of the collaborative social service model in 

West Java. By involving the community in the planning, implementation, and evaluation of social 

services, the model ensures that the services are responsive to the needs of the community, and that they 

are effective in addressing social problems. 

Monitoring and Evaluation System 

The monitoring and evaluation system is an important part of the collaborative social service model in 
West Java. With an effective monitoring and evaluation system, local governments and social service 

providers can evaluate their performance in dealing with social problems and determine appropriate 

strategies to improve the quality and effectiveness of social services. M&E allows program managers to 
assess the effectiveness of the program, identify areas for improvement, and make necessary adjustments 

to ensure that the program achieves its goals.  

The M&E system for the Collaborative Social Service Model in West Java should include several 

components. First, there should be a clear set of indicators that are used to measure the program's 

success. These indicators might include the number of people served, the speed and accuracy of service 
delivery, and the level of satisfaction among program beneficiaries. Second, there should be a process 

in place for collecting and analyzing data on these indicators. This might involve regular surveys of 

program beneficiaries, interviews with program staff, and analysis of administrative data on program 
activities. Third, there should be a system for using this data to inform program decision-making. This 

might involve regular meetings among program staff and stakeholders to discuss the data, identify areas 

for improvement, and develop action plans. 

Finally, there should be a process for monitoring program implementation and evaluating the impact of 
program changes over time. This might involve regular site visits, ongoing data collection and analysis, 

and periodic program evaluations. Overall, an effective M&E system is essential for ensuring that the 

Collaborative Social Service Model in West Java is achieving its goals and making a positive impact on 

the lives of people with social problems. 

CONCLUSION 

In conclusion, the collaborative social service model in West Java has shown promising results in 

improving the quality and effectiveness of social services provided to people with social problems. 

Through the establishment of integrated social service centers and the development of a network of 

social services, collaboration among different government and non-governmental institutions has 

become more coordinated and effective. Community participation has also played a crucial role in this 

model, as it ensures that the services provided are more tailored to the needs and preferences of the local 

community. Additionally, the implementation of a monitoring and evaluation system has helped to 

identify areas for improvement and ensure that the model is continuously improving its effectiveness. 
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Overall, the collaborative social service model in West Java serves as an innovative and effective 

approach to tackling social problems and improving the quality of life for the local community. 
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