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Abstract 

The purpose of this research is to analyze the use of social media Instagram by the provincial 

government, namely the strategy of the Communication and Information Office of West Java 

Province that use the Instagram social media as a public communication channel. This research used 

a descriptive qualitative approach, with informants from the Communication and Information Office 

of West Java Province and data from interviews and observations, to analyze Instagram social media 

content. The results indicate that the provincial government should use Instagram as a uniquely 

effective tool for enhanced accountability and transparency, as well as increased public interaction 

between followers and ordinary Instagram users more generally. Through Instagram story, 

provincial government shared information, answered questions and debunked statements in public. 

The bottom line is Instagram is a great public communication tool, and if public agencies want to 

bolster engagement with the public further, it can be optimized with content co-creation among 

trusted influencers and swifter response mechanisms. 

Keywords: social media, Instagram, accountability, interaction, provincial government. 

 

Pemanfaatan Media Sosial Instagram Oleh Pemerintah Provinsi Untuk Meningkatkan 

Akuntabilitas Dan Interaksi Dengan Pengikut 

 

Abstrak 

Penelitian ini bertujuan untuk mengkaji penggunaan media sosial Instagram oleh 

pemerintah provinsi, secara spesifik strategi yang digunakan Dinas Komunikasi dan Informatika 

Provinsi Jawa Barat melalui pemanfaatan media sosial Instagram sebagai sarana komunikasi 

publik. Dengan menggunakan pendekatan kualitatif deskriptif, penelitian ini melibatkan informan 

dari Dinas Komunikasi dan Informatika Provinsi Jawa Barat dengan teknik pengumpulan data 

melalui wawancara serta observasi untuk menganalisis konten media sosial instagram. Hasil 

penelitian menunjukkan secara konkret bahwa penggunaan Instagram oleh pemerintah provinsi 

mampu meningkatkan akuntabilitas dan transparansi pemerintahan, serta memperkuat interaksi 

dan  keterlibatan publik baik dari pengikut maupun pengguna Instagram secara umum. 

Pemerintah provinsi menggunakan berbagai fitur Instagram untuk berbagi informasi dan 

memberikan tanggapan langsung terhadap pertanyaan maupun pernyataan publik. 

Kesimpulannya, Instagram menjadi sarana komunikasi publik yang efektif dan optimalisasinya 

melalui kolaborasi konten dengan influencer serta respons yang lebih cepat meningkatkan 

keterikatan dengan pengikut.  

Kata-kata Kunci: media sosial, Instagram, akuntabilitas, interaksi, pemerintah provinsi. 
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INTRODUCTION 

Social media is a dynamic and ever-

evolving channel. Social media allows 

individuals to build social networks based 

on existing relationships or expand 

connections with new individuals. Social 

media has an important role in shaping 

public opinion and influencing political 

decisions, as seen from the use of social 

media platforms in global political United 

States presidential election of the US 

(Boyd & Ellison, 2022). 

According to Hidayatullah in the 

Journal of Sutrisno & Mayangsari, social 

media is a site or online service that allows 

users to consume, follow or participate in 

creating, commenting on and distributing 

various content in various formats such as 

text, images, videos and photos (Sutrisno 

& Mayangsari, 2022).  

Based on a report released by We 

Are Social in January 2024; there are 139 

million social media user identities in 

Indonesia. This figure is equivalent to 

49.9% of the total national population. 

Instagram is ranked at the top, also known 

as second in the list of social media in 

Indonesia with the most users according 

to We Are Social data. This social media is 

used by 85.3% of users for various 

purposes, from sharing important 

moments with close friends, monitoring 

the lives of idols or public figures, to 

running a business (Kemp, 2024). 

In today's digital era, social media 

has become a very important tool for 

various parties, including the government, 

to communicate directly with the public. 

The use of social media by the government 

not only makes it easier to disseminate 

information, but also opens up a two-way 

interaction channel between the 

government and its citizens. This provides 

an opportunity for the government to 

increase transparency, accountability, and 

community involvement in the decision-

making process. Instagram, as a visual-

based platform, enables users to share 

information quickly and effectively, 

making it widely adopted as an 

information channel (Letuna, 2021). 

Recent studies indicate that social 

media plays a significant role in public 

administration, particularly in enhancing 

transparency, participation, and 

collaboration between governments and 

citizens. Mergel highlights that social 

media supports open government 

initiatives and collaborative governance 

(Mergel, 2013). Bonsón demonstrate that 

platforms such as Instagram improve 

transparency and public communication 

(Bonsón et al., 2015). Criado emphasize 

the role of social media in enabling two-

way interaction between governments 

and citizens (Criado et al., 2013). Lovari 

and Valentini further reveal that digital 

communication strategies influence public 

trust and engagement (Lovari & Valentini, 

2020). Meanwhile, Su identifies Instagram 

as an effective platform for increasing 

public engagement through visual 

communication (Su et al., 2021). 
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Provinces as government units that 

are between the central and regional 

governments, have a strategic role in 

implementing public policy. In the context 

of regional autonomy, each province is 

required to be more transparent and 

accountable to its citizens. The 

Communication and Information Office of 

West Java Province are a regional 

government agency responsible for 

managing and organizing communication 

and information technology in West Java 

Province. This agency plays a key role in 

ensuring public access to transparent, 

accurate, and relevant public information, 

while supporting digital transformation, 

(Communication and Information Office of 

West Java Province, 2024) 

The Communication & Information 

Office of West Java Province uses 

Instagram to reach the public quickly and 

increase accountability by sharing 

information openly. Below their account, 

@diskominfojabar, citizens can give 

feedback directly and invite dialogue that 

builds trust. Accountability underpins 

effective governance, enhancing 

responsiveness, independence and 

inclusiveness of the government. 

Advancements in digital technology 

created possibilities for increased 

transparency of interactions between 

government and society. The rapid 

emergence of social media and digital 

communication channels like Instagram 

illustrates how governments can facilitate 

rapid information dissemination and real-

time feedback (Meijer et al., 2022). This 

process also optimizes how government 

decisions are made. Additionally, public 

trust is a key factor in democratic quality 

and can be improved through strong and 

efficient interactions. (Diamond & 

Morlino, 2023). 

Even so, earlier studies usually only 

give a general picture of how social media 

is used in government communication, 

and they don’t suggest any clear, practical 

content strategies for Instagram in 

regional government settings. The 

Circular Model of SoMe is still not used 

enough to show how governments 

actually use social media. It shows that we 

still need more research on how 

Instagram content choices, viewed 

through a clear framework, can 

strengthen accountability and get the 

public more involved. 

The research's novelty is that it 

applies the Circular Model of SoMe in a 

government context and focuses on the 

content strategy for Instagram as a form of 

communication. This model offers a 

deeper understanding than previous 

research, which tends to generalize social 

media use in public administration. 

This research aimed to analyze how 

the provincial government, specifically the 

Communication and Information Office of 

West Java Province, uses social media to 

increase accountability and interaction 

with the public (followers or Instagram 
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users in general) according to the Circular 

Model of SoMe by Regina Luttrell in her 

book "Social Media: How to Engage, Share, 

and Connect". In accordance with a 

simpler approach to understanding the 

implementation of social media planning, 

this model is based on the basics that 

support the two-way symmetrical model 

of communication. The general 

application of the Circular Model of SOME 

for several social media is divided into 

four parts: Share, Optimize, Manage, and 

Engage (Luttrell, 2019). 

Based on the identified gap, this 

study aims to analyze the Instagram 

content strategy used by the 

Communication and Information Office of 

West Java Province in enhancing 

accountability and public interaction. This 

research employs a descriptive qualitative 

approach, with data collected through 

interviews and observations of Instagram 

content, to provide a comprehensive 

understanding of digital government 

communication practices. 

This research will also explore the 

challenges faced by the provincial 

government in managing communication 

through social media, specifically 

Instagram account @diskominfojabar, as 

well as opportunities that can be utilized 

to increase public participation. 

 

METHOD 

Type of Research 

The qualitative approach was chosen 

because this research aims to gain an in-

depth understanding of the government's 

communication strategy on social media. 

The descriptive method is used to provide 

a detailed description of the phenomenon 

that occurs, namely the use of Instagram 

by the provincial government, in this case, 

the Communication and Information 

Office of West Java Province. 

 

Time and Location of Research 

This research focused on the official 

Instagram account of the Communication 

and Information Office of West Java, 

observing activity from December 2024 to 

February 2025 due to its high engagement 

and follower count. 

 

Target/Research Subject 

Determination of key informants 

using purposeful sampling techniques. 

Purposive sampling is a technique for 

taking samples of data sources with 

certain considerations. (Sugiyono in 

Azhari, 2022). 

The key informants were the public 

relations team of West Java’s 

Communication and Information Office, 

while supporting informants were 

followers of the @diskominfojabar 

Instagram account. This research involved 

two informants who were selected based 

on their relevance and experience in 

managing or interacting with Instagram 

accounts, the informants were Dezara 

Judithia Handriani, S.I.Kom and Zia 

Fahlevi, S.I.Kom who are public relations 

officers in the secretariat at the 
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Communication and Information Office of 

West Java Province. 

 

Procedure 

This research followed three stages: 

pre-field preparation, data collection, and 

data analysis. 

Data were collected through semi-

structured interviews (30–60 minutes) 

and observation of Instagram content. 

 

Data, Instruments, and Data Collection 

Techniques 

Researchers use literature and field 

studies, including interviews, 

observations, and documentation 

(Supranto in Ruslan, 2017).  

The research instruments included 

interview guidelines and observation 

sheets. Interview guidelines focused on 

content strategy, interaction, and account 

management. Observation indicators 

included content types (informational, 

educational, promotional), interaction 

forms (likes, comments, replies), and 

Instagram features (feed, stories, reels). 

 

Data Analysis Techniques 

A data analysis procedure is: (1) data 

collection was obtained from 

documentation, observations and 

interviews; (2) data reduction is to sort 

and organize field information; (3); a 

presentation of the data is clear and 

structured; (4) conclusion drawing by 

means of validating findings in the field 

(Putra in Abdul, 2020). 

The analysis was incorporated into 

the Circular Model of SoMe (Share, 

Optimize, Manage, Engage) as a coding 

framework. Establishment of validity was 

ensured by application of source and 

method triangulation, as well as member 

checking and peer debriefing. Informed 

consent and confidentiality of informants 

were used to address research ethics. 

 

RESULT AND DISCUSSION 

The use of Instagram by the 

provincial government has become a 

strategic tool in increasing government 

accountability and transparency. Through 

this platform, the government can 

disseminate information widely and in 

real time, allowing the public to access 

data related to government programs, 

policies, and achievements (Sumarwan et 

al., 2024). Communication and 

Information Office of West Java Province 

utilize the Instagram account 

@diskominfojabar to convey development 

information, which contributes to 

increasing community participation in 

government programs. In addition, the 

two-way interaction facilitated by 

Instagram allows the public to provide 

input, criticism, or suggestions on 

government performance. This creates a 

constructive dialogue between the 

government and citizens, which in turn 

increases public trust in government 
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institutions. Research shows that several 

provincial governments have utilized 

social media as a means of accountability 

by presenting information in the form of 

photos or videos containing information 

on work plans, implementation, and 

results (Manuputty, 2022). 

 

The Share Stages of Instagram Social 

Media by the Provincial Government to 

Increase Accountability and 

Interaction with Followers 

The Instagram account 

@diskominfojabar used to publish media 

related to program information in the 

agency, leadership activities, information 

about the agency's duties and functions, 

increasing transparency, and also public 

trust in the agency. Therefore, the share 

aspect is the first stage where the 

company directly interacts with 

stakeholders and their audiences through 

social media to build trust by 

communicating openly. 

 

 
 

 

 

 

 

 

 

 
Figure 1. The Instagram Account Profile of 

@diskominfojabar 

 

Figure 1 shows the official account of 

the West Java Provincial Communication 

and Information Office as a public 

communication medium to share 

information and enhance interaction with 

the public.  

According to an interview with a 

public relations officer at the 

Communication and Information Office of 

West Java Province, “content shared on 

Instagram is selected based on publication 

goals, institutional duties, and internal 

policies” (Interview with Handriani on 4 

October 2024). This indicates that the 

selection of content is carried out 

deliberately, not by chance, but as part of 

a strategy to support accountability goals 

across diverse institutional contexts. In 

practice, the information is correct, 

current, and interesting, and that it still 

matters to people working in digital 

communication and informatics. By 

sharing information that’s dependable and 

believable, this office can earn the public’s 

trust. 
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Figure 2. Instagram Feed of @diskominfojabar 

About Current And Relevant Information 

 

West Java’s Communication and 

Information Office update the public 

regularly, about four or five times a day, 

and guarantees that at least one daily post 

highlights government policies or new 

initiatives. Staying consistent keeps 

people interested and makes it easier to 

have real conversations, so government is 

held accountable. As PR Staff says, 

“Posting more usually brings more 

comments and more direct messages” 

(interview with Fahlevi on 4 October 

2024), he said the public relations team 

writes and edits content in-house, with 

daily meetings to ensure every post 

matches and stays aligned. Dezara, an 

informant, said “there’s no direct 

cooperation with other departments, so 

the team makes and manages its own 

content” (Interview with Handriani on 4 

October 2024) Infographics and videos 

work best. In an Oct 4, 2024 interview, 

Handriani said infographics and videos 

work best. They draw more attention, 

making the information clearer and easier 

to find and use. 

 

 
Figure 3. The Example of Infographic Post of 

@diskominfojabar 

As for the success stories reported 

by West Java’s Communication and 

Information Office on Instagram, they 

comprise policy results or the 

achievements of employees. The aim is to 

establish public trust, and ensure that the 

information disseminated remains 

accountable. They need to show real, 

tangible results so that those people can 

see-is and understand government more 

clearly and have greater faith in 

government. The office remains 

responsive and tuned to what interests’ 

people; comments and direct messages 

from followers inform what the account 

posts next. Posting in the same brand 

colours every time keeps things nice and 

consistent, which makes it look a lot more 

professional, and also helped the office 

establish one visual identity. 

In dealing with sensitive 

information, the Communication and 

Information Office of West Java Province 
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implement a strict internal coordination 

process before sharing information via 

Instagram. In addition, people who 

request sensitive information are directed 

to submit requests through the 

Information and Documentation 

Management Officer. This approach 

maintains accountability and information 

security, where transparency is 

maintained without sacrificing 

confidentiality and privacy aspects. This 

policy emphasizes that accountability lies 

not only in how much information is 

shared but also in how the information is 

managed appropriately to protect the 

public interest and privacy. In this sharing 

stage, the Communication and 

Information Office of West Java Province 

have a strategy to make the content easy 

to understand for the public. The 

Communication and Information Office of 

West Java Province conducts trial and 

error and analyses the characteristics of 

their followers. The use of language and 

information is adjusted to the needs and 

understanding of the community, 

especially West Java community. This 

approach shows that to increase 

accountability; the government must 

ensure that the content shared is not only 

informative but also easily accessible to 

the target audience. In an effort to increase 

visual appeal and maximize interaction, 

the Communication and Information 

Office of West Java Province use a special 

strategy in terms of visual design, 

captions, and hashtags (Aza, 2024).  

The selection of a color palette that 

matches the logo of the West Java 

Provincial Government and a dynamic 

design theme shows an effort to maintain 

branding consistency this is a way to show 

the company's identity through their 

content. Corporate identity is a visual 

manifestation of the company's reality 

conveyed through its name, vision, logo, 

services, and other tangible components 

(Argenti, 2018). This identity is something 

that an organization conveys to the public, 

either intentionally or unintentionally. 

This identity is like a promise of the 

organization’s reality. The more 

consistent the delivery of an 

organization’s identity, the higher the 

level of public trust in the organization 

(Carlini & Grace, 2021). 

 The caption is made so that it is not 

rigid and follows trends but still 

prioritizes substance. The use of hashtags 

follows the provincial government's 

tagline, which strengthens the delivery of 

messages in a single government 

communication unit. 

In an effort to improve 

accountability and interaction through 

social media, Communication and 

Information Office of West Java Province 

uses the social listening method. They 

listen to relevant conversations and 

trends on social media to understand the 

needs of citizens, both the general public 

and civil servant. This approach shows the 

ability of Communication and Information 

Office of West Java Province to remain 

https://ojs.unikom.ac.id/index.php/agregasi


Jurnal Agregasi : Jurnal Aksi Reformasi Government Dalam Demokrasi 
Volume 14– Nomor 1, Mei 2026, (Hlm 19-37) 

10.34010/agregasi.v14i1.16319 
Available online at: https://ojs.unikom.ac.id/index.php/agregasi  

 

 

 

Copyright © 2026, Jurnal Agregasi, ISSN: 2337-5299 (Print), ISSN: 2579-3047 (Online)| 27 

 
 

 

responsive to requests and issues that 

develop in the community. Social listening 

plays an important role in ensuring that 

the content shared is in accordance with 

public expectations and needs. By 

adjusting the content, Communication and 

Information Office of West Java Province is 

able to maintain the relevance of 

information, increase interaction, and 

strengthen accountability by providing 

more personalized information for its 

followers (Cahyani & Widianingsih, 2020). 

The Communication & Information 

Office of West Java Province involves the 

community in shaping content by listening 

to follower input. It builds open, 

accountable government and better ties 

with citizens, proving leaders listen to 

public needs and earn shared trust. 

 

The Optimize Stages Instagram Social 

Media by the Provincial Government to 

Increase Accountability and 

Interaction with Followers 

This research intends to redefine 

ʽoptimizationʼ as the West Java Province 

Communication and Information Office 

can take advantage of Instagram tools 

responsibly, while also able to build a 

meaningful human connection. “If the lean 

to check the @diskominfojabar account, of 

course they can be judged more credible 

and search faster," said Dezara (Interview 

with Dezara Oct 4th, 2024). Each month, 

they review Instagram Insights for how 

their posts are performing, then adjust the 

approach as needed based on engagement. 

They cover what people pay attention to; 

they delete away things that are usually 

ignored. Post between 8 am-8 pm, and use 

hashtags #JabarCaang and 

#IndonesiaJuara so your posts can be 

easily found, to get involved in the 

discourse. These examples show you can 

adjust and use data to figure out what your 

audience truly wants. 

 
Figure 4. The Optimizing of Reels’ Feature on 

Instagram Account @diskominfojabar 

 

According to informant Zia Fahlevi, 

“the Communication and Information 

Office of West Java Province use several 

tools to monitor performance and identify 

trending topics in the West Java region” 

(Interview with Zia Fahlevi, 4 Oktober 

2024). Tools such as Brand24 are used for 

social listening. Brand24 is a social 

listening tool that can monitor mentions 

and analyze the reputation of competing 

brands on various social media. 

The Communication and 

Information Office of West Java Province 

optimally utilize various Instagram 
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features such as stories, reels, and 

highlights. The Instagram account 

@diskominfojabar has also obtained a 

verification badge (blue tick) on 

Instagram. This has an important role in 

optimizing the digital presence of the 

Communication and Information Office of 

West Java Province. This badge indicates 

that the account is an official and authentic 

representation of the relevant institution, 

thereby increasing the credibility and 

public trust in the information conveyed, 

which has been verified by Instagram and 

can show that the information conveyed 

comes from an official source so that the 

public has more confidence in all 

information contained in the account 

(KPU, 2018). In addition, verified accounts 

are easier for users to find because they 

get priority in search results, which in turn 

can increase the reach of information 

disseminated by the Communication and 

Information Office of West Java Province. 

The blue tick badge also helps protect 

institutions from attempts to impersonate 

or misuse their identities by irresponsible 

parties. Thus, having a verification badge 

on Instagram not only increases the 

credibility and public trust but also 

ensures the security and effectiveness of 

the digital communication (Revoupedia, 

2020). 

 

 

 

 

 

The Manage Stages Instagram Social 

Media by the Provincial Government to 

Increase Accountability and 

Interaction with Followers  

The Communication and 

Information Office of West Java Province 

manage its Instagram account through a 

strict SOP to ensure content quality, 

consistency, and accountability. Head of 

public relations with a team of six staff, 

who plan, create and track content. And 

your weekly editorial plan, and content 

deck dictates what you publish. We review 

them frequently to ensure everything 

remains relevant. When leaders are 

involved, all posts have quality control. 

They know how to deal with negative 

comments, and they escalate if required. 

We are sharpening our strategies through 

monthly check-ins and weekly Instagram 

insights. Post at least Four Times a day 

means that they are pretty serious as far as 

visibility goes. 

From the interview results, the 

Communication and Information Office of 

West Java Province take preventive steps 

in maintaining the security of Instagram 

accounts by using two-factor 

authentication and routinely changing 

passwords. This is important to avoid 

cyber-attacks or account misuse, 

especially since official government 

accounts are more vulnerable to such 

threats. Collaboration between the 

Communication and Information Office of 

West Java Province and third parties, such 

as influencers or other agencies, is 
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conducted in accordance with the ongoing 

campaign. The arrangement of this 

collaboration is designed with a single 

narrative to remain in accordance with the 

substance of the campaign being 

conducted, while also supporting 

increased accountability. This 

collaboration is well regulated to ensure 

that there is no deviation from the main 

objective, namely transparency and 

openness of information. The reels feature 

on Instagram of @diskominfojabar is 

usually used for the main campaign of 

provincial government work programs 

and leadership activities, reels are the 

most effective feature in reaching 

audiences and generating higher 

engagement, while Instagram Stories is 

used for direct interaction with the 

audience through features such as Q&A 

and voting (Hamdani & Azhar, 2025).  

The Highlights feature is used to 

store important information. The 

Communication and Information Office of 

West Java Province actively use Instagram 

Story as a way to share information 

directly with followers. However, they do 

not use the Instagram Live feature. The 

effectiveness of stories in increasing 

interaction was considered lower than the 

comments column. This shows that the 

selection of social media features needs to 

be adjusted to the characteristics of 

followers and communication goals. 

Although stories allow for fast and 

visual information sharing, stronger 

interactions occur through the comment’s 

column. This shows the importance of 

choosing the right features in creating 

deeper interactions between the 

government and the community (Efrida & 

Diniati, 2020).  

The West Java provincial 

Communication and Information Office 

update its Instagram content in ways that 

fit the app well. Reels help because they go 

far and match what the algorithm likes, 

while Stories and Highlights encourage 

back-and-forth and share information 

quickly. 

The use of such platforms 

demonstrates a proactive approach in 

managing social media. Social listening 

helps the Communication and Information 

Office of West Java Province to understand 

the conversations that are happening in 

the community so that the content 

produced is more relevant to the issues 

being discussed. The use of this 

technology helps the Communication and 

Information Office of West Java Province 

to be more efficient in creating content 

that is responsive to the development of 

trends and audience needs. This platform 

provides detailed analysis of social media 

performance and helps you understand 

audience sentiment towards your 

business (Demo, 2020), while Google 

Trends helps in finding relevant topics. 

To be more optimal in managing 

Instagram @diskominfojabar, the social 

media management team received 
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training in several areas, including social 

media analysis, communication strategy, 

editing techniques, and social listening. 

This helps improve skills and 

professionalism in managing Instagram 

accounts. Ongoing training for the social 

media team is an important part of long-

term optimization. This ensures that the 

team is always up-to-date with changes in 

platform algorithms and the latest 

techniques in digital marketing. This skill 

improvement allows the team to manage 

content more systematically and 

effectively.  

Direct message management is 

conducted with polite language according 

to SOP and is responsive, with a maximum 

response time limit of 24 hours. This 

shows a focus on fast and efficient public 

services and contributes to increased 

accountability. In addition, the 

Communication and Information Office of 

West Java Province utilize trivia and 

interactive content such as quizzes to 

increase follower engagement, which is a 

creative step in breaking the seriousness 

of government content and creating more 

relaxed interactions. Trivia content is a 

type of content that is entertaining and 

light so that followers are interested and 

always updated with the content that will 

be presented. Trivia contents usually 

contain memes, short videos, or 

infographics (Digital Marketing, 2022).  

The Communication and 

Information Office of West Java Province 

provide training, such as Social Media 

Analyst and Content Creator programs, to 

enhance skills in strategy, insights, and 

social listening. Participation in events like 

the Public Relations of West Java Awards 

reflects their commitment to improving 

performance and accountability in public 

communication. 

 

The Engage Stages Instagram Social 

Media by the Provincial Government to 

Increase Accountability and 

Interaction with Followers 

The Instagram account 

@diskominfojabar has 57,300 followers, 

mainly from West Java, interested in 

government policies, programs, and 

services. Although this is still a small 

portion of the population, it helps spread 

information quickly and effectively. 

Higher post and follower count generally 

boost trust and recognition. Engagement 

varies by content type, with visually 

appealing, relevant, and well-worded 

posts attracting more interaction. 

According to informant Dezara, reels on 

trending local issues are especially 

effective, showing that dynamic and 

locally relevant content strengthens 

connections between the government and 

the public. 
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Figure 5. The Example Post to Increase Community 

Participation in Provincial Government Programs 

Informants stated that the 

Communication and Information Office of 

West Java Province maintain a polite and 

professional tone in comment sections to 

prevent conflict and uphold a positive 

image. They also collaborate with 

influencers to boost engagement, 

especially among youth, which helps 

expand reach, increase interaction, and 

build public trust on Instagram. 

 
Figure 6. Posts Involving Influencers and Using the 

Collaborator Feature 

Monitoring and evaluation are 

ongoing to keep content relevant and 

improve engagement using follower 

feedback. Interactive campaigns like polls 

and quizzes, including a recent anti-online 

gambling campaign, have boosted 

participation and strengthened the 

government-community relationship. 

To maintain long-term relationships 

and engagement, the Communication and 

Information Office of West Java Province 

implement several steps, such as 

consistent and relevant content 

production, utilizing its special 

collaborator feature on Instagram to the 

maximum, and collaborating with 

influencers or other partners. The 

https://ojs.unikom.ac.id/index.php/agregasi


Jurnal Agregasi : Jurnal Aksi Reformasi Government Dalam Demokrasi 
Volume 14– Nomor 1, Mei 2026, (Hlm 19-37) 

10.34010/agregasi.v14i1.16319 
Available online at: https://ojs.unikom.ac.id/index.php/agregasi  

 

 

 

Copyright © 2026, Jurnal Agregasi, ISSN: 2337-5299 (Print), ISSN: 2579-3047 (Online)| 32 

 
 

Communication and Information Service 

also always follows current trends and 

issues to maintain followers’ interest and 

consistently uses Call to Action (CTA) in 

every content to encourage followers to 

actively participate in discussions, such as 

by asking questions such as "What do you 

think, Wargi?" or "Let's write down 

Wargi's answer”. This strategy is an 

important tool to invite followers to 

provide direct responses, increase 

interaction through comments, and 

strengthen the relationship between the 

government and the community. The use 

of CTAs is an effective way to encourage 

passive engagement to become active, 

where followers not only consume content 

but also contribute to discussions. 

Research supports that good CTAs can 

significantly increase engagement rates on 

social media (Griner, 2020). 

The West Java Communication and 

Information Office want more people to 

join in by answering followers’ comments 

fast. If the government replies to 

comments or DMs quickly and honestly, it 

shows it welcomes criticism and is willing 

to look at solutions. It helps you 

communicate better and proves you’re 

ready to support your community fast and 

effectively. West Java’s Communication 

and Information Office work quickly, 

hears what people say, and responds fast. 

It brings people together and helps them 

talk more. 

The West Java’s Communication and 

Information Office can earn trust by 

answering both public comments and 

direct messages, showing clear 

accountability. It suggests the 

administration is paying attention to what 

people worry about and is prepared to 

listen to complaints. When people are 

invited to speak in public discussions, 

government becomes easier to trust and 

more responsible, this is participatory 

governance (Mergel, 2013). A quick and 

friendly response also helps maintain the 

agency's reputation as a responsive 

institution. 

The Communication and 

Information Office of West Java Province 

use Instagram Stories and Q&A to boost 

engagement, especially with light or trivia 

content. Quick responses within 24 hours 

to comments and messages, following 

SOPs, show their commitment and build 

public trust. Success is measured by 

engagement from Instagram Insights, 

which helps assess if content attracts 

attention and encourages follower 

participation. 

Building relationships with 

followers is a form of collaborative 

governance which is a control model of 

one or more public institutions that 

provide direct participation of non-state 

stakeholders in a formal, deliberative, and 

consensus-oriented collective decision-

making process and aims to enable the 

development or implementation of public 

policies, as well as manage public 

programs or assets. Collaborative 

governance is also referred to as adaptive 
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management to ensure the 

implementation of a program(Redha & 

Hilman, 2024). 

The use of Instagram also plays a 

role in shaping a positive image of the 

government. By presenting interesting 

and informative content, the government 

can demonstrate their commitment to 

openness of information and responsive 

public services. Case studies of several 

regional heads who actively use Instagram 

show that the use of this platform is 

effective to convey information, listening 

to public aspirations, and building closer 

relationships with citizens (Harun & 

Karniawati, 2023). 

Overall, Instagram has great 

potential as a government development 

communication channel. With the right 

strategy, this platform can increase public 

participation, strengthen the 

government's image, and ensure 

accountability in implementing programs 

and policies. Therefore, the provincial 

government needs to continue to develop 

the use of Instagram to achieve more 

effective and transparent development 

goals. To improve accountability through 

Instagram, provincial government need to 

develop more effective communication 

strategies. Combine Instagram posts with 

interactive features, then pay attention to 

what people tell you. Used the right way, 

Instagram can build trust between the 

government and the public, making it 

easier to see how public programs and 

policies actually get carried out (Yenita et 

al., 2024). 

 

CONCLUSION AND SUGGESTIONS 

Conclusion  

This research concluded that 

Instagram use by the West Java Provincial 

Communication and Information Office 

has been able to enhance government 

accountability and public engagement. 

Consistent posting share supported by 

clear editorial planning improves 

information accessibility and positions 

Instagram as a key channel for public 

communication. Optimize is reflected 

through response time, posting regularity, 

and reach, supported by analytics, 

monitoring tools, and the algorithmic 

amplification of Reels. Manage the 

Instagram account through verification, 

structured content planning, and timely 

responses within 24 hours demonstrate 

credibility and accountability in 

communication practices. Maintain the 

engagement of followers that showed 

public interaction through comments and 

direct messages, polls, quizzes, and Q&A 

features which also highlights active 

participation, enabling two-way 

communication and fostering 

collaboration toward more open 

governance. 

 

Suggestion 

The study urges West Java’s 

Communication and Information Office to 
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keep improving its Instagram interactive 

tools, post more lively content, and work 

with influencers so it can connect with a 

broader audience, especially young 

people. Also, keep checking how your 

posts are doing with social media tools, so 

you can fine-tune your messages and 

communicate more effectively next time. 
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