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ABSTRACT

Social media has become the choice to access various information related to disasters. This article aims to determine the level of
public responsiveness to the COVID-19 pandemic disaster through social media Twitter. This research used descriptive
qualitative with a literature study approach. Information was collected from Twitter using N-Capture regarding the COVID-19
pandemic in March 2020. The data analysis techniques were done using the NVivol2 Plus software with a query analysis
approach. The results showed the community's responsiveness to the COVID-19 pandemic disaster since the advent of the
COVID-19 outbreak in Indonesia in early March was enlivened with hashtags (#lawancovid19) of 14,930 counts. Through
hashtag #lawancovid19, the bnpb-Indonesia account with (35.24%) and the ministry of health ministry account (20. 68%) are
the two Twitter accounts used most in March. The #lawancovid19 narrative on Twitter developed by the government is a form
of information and education communication (IEC) actions regarding the COVID-19 pandemic as part of a preventive effort to
prevent the spread of an increasing outbreak. Thus, social media can be utilized by the government and the community to increase
effectiveness and efficiency in disseminating disaster information.
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1. INTRODUCTION Domestic Product), which for now is more than 20% of the

world's GDP is now contributed by China(Arshad Ali et al.,
Social media has become an option as a means or tool to 2020).

access disaster-related information (Handayani et al., 2018).
Combining government data sources and online information
such as geoportals, online maps, and social media can
minimize the potential for data shortages during the disaster
emergency response (Yulfa et al., 2019). Support smart
governance necessary to improve the quality of the substance
of the publication of information that still prioritizes the
validity of data and information and full support from
stakeholders in realizing an open data portal that is
comprehensive, representative, user friendly, and secure.
(Maizunati, 2018). Thus, community preparedness and the
readiness of disaster management agencies in using social
media to share information need to be supported by known
stakeholders to have information attractiveness that makes its
use effective, targeted, and optimal (Barata et al., 2018).

The disaster management policies that have been
implemented have not been optimal due to the lack of uneven
socialization and the lack of infrastructure, and the number of
human resources(Silmi et al., 2019). In addition, another
obstacle in the use of social media is the lack of human
resources capable of managing disaster information so that it
is always updated (Subekti, Hafiar, & Bakti, 2020). Efforts
are needed to improve the capacity of human resources in
disaster management with training and simulations to deal
with sustainable disasters as well as strengthening
coordination between stakeholders involved in disaster
management (Farizi et al., 2016). Therefore, human resources
in various types of public institutions need to improve their
competence in e-resources management, managerial
leadership, digital literacy, and research and carry out

The Covid-19 pandemic is a worldwide disease epidemic  transformations in preparation for the increasingly rapid
in Wuhan China, at the end of 2019 (Auliya, 2020). The  changes in creating a knowledge society. (Nashihuddin &
spread of COVID-19 throughout the world is happening very Suryono, 2018).
quickly, with the number of cases infected with this virus

mostly occurring in men aged 8-92 years and the risk of death The response f“?m commur_lity groups to disaster crijsis
reaching between 2—2.3%(Lupia et al., 2020). The potential communications delivered by disaster management agencies

for 2019-nCoV to cause a pandemic impacts the soaring tax ~ S1OWs positive feedback (Juneza & Puworini, 2016). HR

burden of the global economy of $30 to $100 billion. Thus, it ~ SUPPOrt performance management is very necessary to

is estimated that the world economic burden due to pressure incre_ase the credibility of the institution or _institution by
from this virus is estimated to reach 1% —2% of GDP (Gross making the apparatus resources competency-oriented towards
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ICT, which plays an important role in supporting the
implementation of tasks in the future (Rustandi, 2019).
However, to implement technology in the era of disruption, it
is necessary to have government officials who have the
competence, capacity, and integrity in their work while still
prioritizing the humanization aspect in providing public
services (Rusdan, 2019).

Many previous studies on the role of social media in
disasters have been carried out. A study conducted by Yuliana
(2019) found that analysis in social networks can be
integrated for emergency management and emergency
response plans at the national, regional, and local levels.
(Yuliana, 2019). Then the study of Subekti et al. (2020) shows
that the role of social media can create new patterns of
communication and social participation between government,
private, and community organizations that have been used as
information media that are easily accessible to the public
(Subekti et al., 2020). Research conducted by Fahriyani et al.
(2020) revealed the social media Twitter used by the National
Disaster Management Agency (BNPB) to disseminate
information related to disasters starting from the pre-disaster,
emergency response post-disaster stages (Fahriyani et al.,
2020).

Looking at the negative impacts caused by the spread of
the COVID-19 pandemic outbreak for the global community
and based on previous research regarding the use of social
media in disasters in the era of disruption, the author has not
found a review on how the sentiments of the Twitter user
community towards the covid-19 pandemic. This paper aims
to determine the level of community responsiveness to the
pandemic disaster that occurred through Twitter social media.
The source of the study in this paper is various information
about the COVID-19 pandemic disaster on Twitter. The
development of increasingly sophisticated communication
technology can encourage an excellent public response to the
outbreak of the COVID-19 pandemic and increase
community disaster mitigation knowledge. So that,

2. METHODOLOGY

This article uses a descriptive qualitative research method
with a literature study approach to obtain research data and
information. Qualitative descriptive is research conducted to
provide in-depth descriptions of qualitative research (Bandur,
2019). The literature study approach is defined as a way to
obtain research information from books, the internet, and
previous research that is closely related to the object of
research(Farida, 2019). The researcher uses qualitative
research methods because it relates to the focus of the
research, namely to find out about the level of community
responsiveness to the occurrence of the COVID-19 pandemic
through Twitter. The information collected comes from
Twitter using N-Capture, a tool that can automatically
retrieve various information data regarding the COVID-19
pandemic. Research information from Twitter was taken for
one month, namely in March 2020, because in that month
COVID-19 began to cause many deaths, it became public
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attention for social media users, especially Twitter. The data
analysis technique in this study is a query approach using the
NVivo12 Plus application (Bandur, 2019). Meanwhile, for the
presentation of data in general, qualitative research is carried
out using matrices, graphs, charts, and narrative texts, which
are then drawn to conclusions with meaning through the
reflection of research information data.

3. RESULTS AND DISCUSSION

COVID-19 was declared by the World Health
Organization (World Health Organization) as a pandemic in
most countries worldwide, including Indonesia. This makes
public health authorities continue to monitor the situation and
conditions that occur as a preventive measure by learning
about COVID-19 to build a response to this new virus and its
related outbreaks (Lai et al., 2020). The lack of knowledge
about COVID-19 has made all countries raise high vigilance
to reduce the risk due to this outbreak. Given the high
knowledge gap regarding the handling of COVID-19,
encouraging the entire world health community to jointly
contribute to building and preparing a database on COVID-
19 starting at the local, regional, and international
levels.(Ling et al., 2020).

Disaster events can occur at any time, suddenly and with
unpredictable human capabilities. Disasters in each region
cannot be eliminated, but with well-managed disaster
management, the potential for disaster risk can be minimized.
Areas with a high level of disaster potential certainly make
the area have a high level of vulnerability to the risk of a
disaster. Disasters that are not managed properly will pose a
serious threat to the survival of the wider community.
Indonesia is one of the countries with a high potential for
disaster vulnerability, both natural disasters and disasters
caused by humans (Faradilla, 2018). In general, disasters are
categorized into two; natural and non-natural disasters. The
risk of non-natural disasters is higher when compared to
disasters caused by natural factors (Masdalina Pane et al.,
2018). By letterKepmen No.17/kep/Menko/Kesra/x/95
disaster is a series of events caused by nature, humans, and or
both that result in victims and human suffering, loss of
property, damage to the environment, damage to
infrastructure and public facilities, and cause disturbances to
the order of life and community livelihoods. So that disaster
mitigation is needed and active participation between the
community and the government to build synergies and
collaborate in disaster management efforts jointly.
Community participation in disaster management can reduce
disaster risk (Amalia & Sari, 2018).

The era changes also affect the development of
technology, which makes it easier for people to carry out
various aspects of life. One form of technological
development occurs with changes in media, ranging from
written, print, electronic media to social media. This
influences people's lives, especially with social media in the
era of disruption. One of the social media widely used by the
community is Twitter, where fellow users can interact and
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promote opinions to discuss the hottest issues that occur
(trending topics) by participating through specific hashtags
(Fahriyani et al., 2020).

3.1. Social Media in the Disaster Sector

In the era of digital technology, integrating technology in
the disaster sector as an effort to mitigate through the
dissemination of disaster data and information is a strategic
effort of the government. This strongly supports transparency
and disclosure of information to the public so that the public
can easily access all information regarding disasters. Thus, in
the era of digitalization, it has become an obligation for the
government bureaucracy to make changes to adapt to
environmental changes using fast and appropriate technology
to fulfill public needs (Rusdan, 2019).

The urgency of the community regarding understanding
how to manage disasters is very decisive in efforts to build
disaster-aware community preparedness. To reduce the risk
of disasters caused, it is necessary to disseminate information
that is supported by the mobilization of information data
dissemination quickly to the community and all stakeholders
involved in disaster management. Knowledge of disasters in
the form of information and first actions when a disaster
occurs can be used as important information material
immediately published to the wider community (Juneza &
Puworini, 2016).

Accelerating the mobilization of information in the field
of disaster can be done by utilizing the power of social media.
Social media is a site where anyone can create a personal web
page that can be used to share various kinds of information
and communicate. Social media was created to provide
convenience in conducting interactive social interactions
based on internet technology. This supports the
democratization of information and knowledge, which
impacts the behavior of netizens, which previously were
primarily content consumptions to become content
productions.

In handling the COVID-19 disaster as one of the national
disasters faced by the Indonesian government, it is necessary
to pay attention to the steps taken, including the
communication  pattern  between  stakeholders in
implementing policies. The communication aspect is one of
the essential parts in implementing any activity, including
handling a disaster so that the disaster management carried
out can run well, effectively, and efficiently. Good
communication and coordination can build public trust and
maintain public psychological stability so as not to be hit by
panic, excessive anxiety, and fear (Silmi et al., 2019). It will
provide easy access to information for the public and all
parties involved in disaster mitigation activities for handling
CoVID-19.
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3.2. Responsiveness of Twitter Users to COVID-19
Through

The development of social media has indirectly changed
the pattern of interaction and communication in searching for
information data. Entering the era of disruption or digital
technology, social media has a critical position, especially in
terms of disseminating various kinds of data and information.
This is inseparable from the characteristics of social media
itself which can penetrate time, affordability, and content and
is more flexible (can be anytime and anywhere). The role of
social media can create new patterns of communication and
social participation between government, private and
community organizations. It has been used as a medium of
information that is easily accessible to the public.(Subekti et
al., 2020).

One of the social media that is currently widely used to
disseminate information related to disasters is Twitter.
According to Mustafa (2013), Twitter is defined as a
microblogging service which was officially introduced to the
public in mid-2006. In the field of disasters, the use of Twitter
as a medium for disseminating information about disasters
has proven to be effective. This is shown from previous
research conducted by Nee and Fusco (2015) stated that the
dissemination of information in the form of tweets about
disasters was posted more than broadcasting disaster news in
journalistic media. For instance, the recent coronavirus
(COVID-19) disaster became a global issue. It became a
significant trend in various countries globally because it has
been proven to harm all sectors of life, from health threats to
chaos in the economic sector. COVID-19 is spreading rapidly
worldwide ( Lupia et al., 2020), including in Indonesia, which
has encouraged Twitter users from both the public and
government organizations to respond quickly to this
pandemic outbreak through various posts. This means that
social media Twitter is a driving part of the community's
social movement in participation and response to efforts for
disaster management based on social motives (Mahaswari,
2012). The social motive in question is related to the COVID-
19 pandemic in moral support to the government to deal with
this outbreak. The various kinds of information that many
Twitter users respond to regarding content related to the
COVID-19 disaster by Twitter users in Indonesia can be seen
in the following image:

14930
7189
4205 4180 4100
S - & o >
N BN <
& & & e
& & & Y &
& P P »\@% P
&7 3 $ S X
NG O &
R & &
N 3
R

Figure 1. Public Responses of Twitter Users in Indonesia to the
COVID-19 Disaster
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Based on Figure 1, it can be seen that since the emergence
of the corona outbreak (COVID-19) in Indonesia in early
March, the public's response through social media Twitter to
the pandemic disaster was enlivened with the hashtag
(#lawancovid19) with a total of 14,930 counts. Then there is
the hashtag (#dirumahaja) with 7,189  counts,
(#pburusanbersama) with 4,205 counts, and the hashtag
(#indonesialawancovid19) with 4,180 counts, and the hashtag
(#belanegara) with 4,100 counts. According to Nasrullah
(2015), through the use of Twitter, everyone can create a
network of interactions with other users and disseminate
information to discuss various issues that are currently being
discussed (trending topics) using tweets and hashtags. The
use of Twitter by government institutions in the field of
disaster as a medium for disseminating information about
disasters and for the public, Twitter is used to obtain
information needs related to disasters (Fahriyani et al., 2020).

dkksemarang (0,18%)
lipiindonesia (0, 18%}
woicebobatoh (0, 1
kemendagri (0,17%)
amkmalaysia (0,16%) -
cadokdong_ta (0,16%)
setkabgoid (0,20%)

aw3126 (0,35%)
lynaakhan (0,35%)
aplpangerant (0,36%) -
pssleman (0,42%) -
ditjenkesmas (0,42%) -
banggasurabaya (0,43
besxpss_1976 (0,44%)
lumajang_kab (0,50%)
ditienpajaki (0,57%) *
dokter_onkologi (0,60%) *
enag_ri

0.85%)
ugmyogyakarta (0,88%)
milanistiorid (1,36
infokomjakmania (1,48%)
kemenristekben (1,66%)
puspen_tnl (2,80%)
infoppkk (2.84%) ¢
msi_sohbuiman (3.63%) ¢
_tniau 7,17%) ¢
aagym (11,58%) ¢

#LawanCOVID19 - Twitter Search ~ Twitter - Number of references by Username
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In the event of the COVID-19 occurred in Indonesia,
disaster information provided via Twitter to the public related
to the COIVI-19 pandemic includes procedures for handling
the risk of COVID-19 transmission, urging the public to
reduce outdoor activities to minimize the impact of the wider
spread of the virus, displaying updated data on the
development of COVID-19 cases nationally which includes
the number of positive patients, recovered patients and the
number of patients who died. Social media, such as Twitter,
currently serves as a disseminator of information that
government public agencies widely use. With a verified
official account, information about anything can be found on
social media.

[Wllonpb._indonesia [[Jaws126
[[Jkemenkesri Wuiras1923
[Maagym [[kemendesa
B tniau [Mdkijakarta
[Emsi_sohibuliman [Wlltifsembiring
[Wlinfoppkk [Ei2tsal h14
.- bnpb_indonesia (35.24%) Mlpuspen i llscerauthanasia
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O o]
| [
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[[Jkemenag_ri [Eamkmalaysia
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[Dbesxpss_1976
[llbanggasurabaya
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Figure 2. Auto Coding Results According to Twitter Users Against #lawancovid19(Source: NVivol12 Plus Analysis, 2020)

Based on Figure 2, it can be seen that information in the
form of socialization appeals via Twitter for the prevention of
the COVID-19 pandemic is narrated in #lawancovid19. The
bnpb-Indonesia account (35.24%) and the Ministry of Health
account (20.68%) were the two Twitter accounts that during
March gave the most narratives about #lawancovid19 because
they are government institutions that have the main task and
function to carry out disaster management and protect public
health. The form of the narrative is in the form of socializing
information on prevention, appeals to maintain cleanliness
and health, appeals to wear masks and maintain distance,
carry out social distancing and physical distancing to provide
knowledge to the public about this pandemic outbreak. The
high gap in knowledge regarding the handling of COVID-19
encourages the entire world health community to jointly
contribute to building and preparing databases related to
COVID-19(Ling et al., 2020).

The #lawancovid19 narrative on Twitter which was built
by the government as an effort to communicate information
and education (KIE) regarding the COVID-19 pandemic, has
also been responded to by other government agencies at the
central level, such as in the accounts of the Ministry of
Research and Technology, Ministry of Home Affairs,
Ministry of Village, Lipilndonesia, Ministry of Home Affairs,
and government agencies at the regional level such as
lumajang_kab, kominfodiy, dkijakarta, etc. Interestingly,
several football supporter community accounts on Twitter
including infokomjakmania, milanistiorid, bcsxpss_1976,
ultras1923 and voicebobotoh who also responded to the
narration even though it was below 1% but it illustrates a high
level of concern and social sense to assist the government in
disseminating information about COVID-19 as part of
preventive efforts to prevent the spread of an increasingly
widespread pandemic outbreak. The use of social media is
useful as a tool to encourage social movements from the
community in their participation in disaster management so
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that it influences changes in the way institutions and societies
plan and respond to disasters (Mahaswari, 2012; Yuliana,
2019). Disaster stakeholders need to support community
preparedness and readiness of disaster management
institutions in the use of social media to share information so
that their use can be effective, targeted, and optimal. (Barata
et al., 2018). Disaster management can be carried out
optimally by increasing socialization, coordination, and
communication supported by the competence of human
resources in disaster management(Ariyanto, 2018; Silmi et
al., 2019).

The role of social media is as a tool to build the
government's narrative amid a crisis situation due to COVID-
19 through disaster management policies that have been
determined to control the unstable public situation due to the
COVID-19 disaster. In the disaster management stage, the
narrative created by the government as part of building a
positive image to the public that the country is ready and able
to handle the crisis due to the COVID-19 pandemic that
occurred in the territory of Indonesia. The main narrative in
the delivery of communication by the Central Government
and the local level to the community was with the hashtag
(#LAWANCOVID19) (Yulfaetal., 2019).

To accelerate the mobilization of information and
communication regarding the handling of the COVID-19
disaster can be done by utilizing the role of social media. With
various advantages, social media is an effective means of
promotion or outreach to accelerate the dissemination of any
information, including about disasters, because it can be
accessed by anyone to have affordable information to the
broader community (Handayani et al., 2018). This is
inseparable from the characteristics of social media itself,
which can penetrate time, has affordability, and more flexible
content that can be accessed anytime and anywhere by the
public. The role of social media that is able to create new
patterns of communication and social participation between
government, private and community organizations has been
used as a medium of information that is easily accessible by
the public (Subekti et al., 2020).

The increasingly widespread spread of COVID-19 has
threatened various aspects of social life, economy, and public
welfare. The role of the government as policymakers to deal
with crisis situations due to the COVID-19 pandemic must be
carried out carefully and precisely so as to create a calm
society and understand what they must do for the surrounding
environment. In this case, a clear understanding of strategic
steps is needed in preventing the potential risk of spreading
the COVID-19 pandemic by all parties, including the
community. The effectiveness of disaster management can be
done by improving coordination and communication
(Ariyanto, 2018). Strengthening communication through
government narratives in disaster management needs to be
strengthened with other interrelated narratives so that they
have an appeal to be used optimally to strengthen the public
perception that the state is present and responsive to
controlling crises due to the pandemic disaster.

Advancesin Social Science, Education and Humanities Research, volume 626

Figure 3. Coding Query Results Related to Narrative
Content #lawancovid19

Figure 3 shows various other narratives that were built
apart from the hashtag opponentcovidl19 by Twitter users for
their response to the pandemic disaster, namely through
#belanegara, #indonesialawancovidl9 and #dirumahaja.
Hashtags can provide facilities for Twitter users to socialize
and respond to events of significant concern at a certain time,
such as the COVID-19 disaster. The advantages of social
media, which are designed to facilitate communication, are
interactive social interactions based on ICT. So, in the era of
disruption, it is an obligation for the government bureaucracy
to make changes by using fast and appropriate technology
through the role of social media has chosen as a means to
access disaster-related information (Handayani et al., 2018;
Rusdan, 2019). The advantages of Twitter as a product of the
development of social media make it an effective
socialization tool for disaster education because anyone can
access it. The dissemination network of information about
disasters becomes more widely distributed.(Fahriyani et al.,
2020).
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Auto Code Sentiment Results #lawancovid19 prepare for disasters where the speed in mobilizing disaster
00 information by utilizing the resources and potential of social
163 media is influenced by the level of adaptation to change.
1800 (Yuliana, 2019).
1600
1400 4. CONCLUSION
00 The level of community responsiveness to the COVID-19
1000 pandemic disaster through social media Twitter is very high.
800 It is known that since the emergence of the COVID-19
o0 outbreak in Indonesia in early March, the hashtag
(#lawancovid19) has 14,930 counts. With a narrative built to
o provide information about the COVID-19 pandemic through
20 . Y y the hashtag #lawancovidl9, the bnpb-Indonesia account

Very positive

(35.24%), and the Ministry of Health account (20.68%) were
the two Twitter accounts that used the hashtag the most during
March. The #lawancovid19 narrative on Twitter built by the
government is a form of information and education
communication (KIE) regarding the COVID-19 pandemic as
part of preventive efforts to prevent the spread of an
increasingly widespread pandemic outbreak. Thus, the use of
Twitter as one of the development products of social media
can be utilized by the government and the public to increase
effectiveness and efficiency in disseminating disaster
information. The development of disaster resilience is an
effort to prepare for disasters by utilizing the potential of
social media. The use of Twitter as a product of the
development of social media can be utilized by the
government and the public to increase effectiveness and
efficiency in disseminating disaster information.

Very negative

Moderately negative
Moderately positive

Figure 4. Results of Sentiment Analysis Against #lawancovid19

Figure 4 shows the level of Twitter users' sentiment
towards the hashtag #lawancovidl9, which is the
government's main narrative in controlling COVID-19
disaster information on social media. The sentiment level for
the hashtag #lawancovid19 is 2,068 counts with a distribution
of 1,888 counts of negative sentiment, 72 counts of positive
sentiment, and 54 counts for positive and negative sentiments.
Negative message content is in the form of an invitation to the
public to reduce activities outside the home, avoid direct
physical contact (physical distancing), reduce traveling long ACKNOWLEDGMENTS
distances either by private vehicle or other public
transportation. Twitter has social interaction effects in
exchanging messages, sharing interests, and providing new
ideas (Nurhadi, 2017). So, community response to disaster
crisis communication delivered by disaster management
agencies shows good feedback (Juneza & Puworini, 2016).
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