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Nama

ABSTRAK
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Nomor Pokok Mahasiswa : 226301918042

Program Studi

Magister Administrasi Publik

Judul Skripsi Optimalisasi Fungsi Pengawasan Ombudsman
Republik Indonesia Perwakilan Jakarta Raya
Dalam Penanganan Pengaduan Masyarakat
Tahun 2020-2023
Kata Kunci: Periode 2020-2023 menjadi periode yang menantang bagi
Ombudsman, Ombudsman Republik Indonesia Perwakilan Jakarta Raya.
Pengaduan Pandemi Corona Virus Disease 2019 yang melanda dunia,
Masyarakat, termasuk Indonesia, telah memberikan dampak serius
Pengawasan, terhadap pelayanan publik dan hak-hak masyarakat. Di
Penanganan tengah kondisi ini, Ombudsman Republik Indonesia,
Pengaduan

khususnya Perwakilan Jakarta Raya harus menghadapi
tantangan baru dalam menjalankan tugasnya sebagai
pengawas. Dalam konteks ini, penting untuk mengkaji
upaya Ombudsman Perwakilan Jakarta Raya untuk
mengoptimalkan fungsi pengawasannya dalam penanganan
pengaduan. Studi ini bertujuan untuk mengoptimalkan
fungsi pengawasan Ombudsman Republik Indonesia
Perwakilan “Jakarta Raya dalam penanganan pengaduan
masyarakat periode tahun 2020-2023, serta menemukan
faktor-faktor yang mempengaruhinya. Untuk itu, teori-teori
terkait sangat tepat digunakan dalam penelitian ini. Metode
penclitian yang digunakan adalah pendekatan kualitatif
dengan. mendeskripsikan peristiwa kejadian maupun
keadaan faktual. Teknik pengumpulan data yang digunakan
yaitu wawancara mendalam, observasi, dan telaah dokumen
yang diperoleh dari sejumlah informan dan sumber
pendukung lain yang relevan. Data yang digunakan meliputi
laporan pengaduan masyarakat, proses penanganan
pengaduan, serta evaluasi kinerja Ombudsman dalam
menangani pengaduan masyarakat. Setelah data terkumpul,
kemudian dilakukan analisis melalui pereduksian,
penyajian, pemeriksaan dan penarikan kesimpulan.
Penentuan informan dalam penelitian ini menggunakan
teknik purposive sampling. Hasil penelitian menunjukkan
bahwa fungsi pengawasan Ombudsman masih memiliki
beberapa keterbatasan, seperti kurangnya sumber daya dan
infrastruktur yang memadai, serta kebutuhan akan sistem
informasi yang lebih efektif untuk mengelola pengaduan,
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sehingga rata-rata waktu dalam menyelesaikan laporan
masih terbilang lambat. Selain itu, meski Ombudsman
memiliki instrumen pemanggilan paksa dan dapat
memberikan rekomendasi pemberian sanksi, namun
Ombudsman tidak memiliki otoritas untuk menjatuhkan
sanksi kepada pihak Terlapor yang terbukti menyeleweng.
Namun demikian, penelitian ini menemukan adanya faktor-
faktor pendukung, yaitu regulasi, partisipasi masyarakat,
koordinasi dan kerja sama, serta akuntabilitas dan
transparansi. Sedangkan, faktor-faktor penghambat, adalah
tenaga dan sarana, kapasitas organisasi, dukungan,
keterpaduan sistem pengawasan, dan otoritas. Dalam upaya
mengoptimalkan  fungsi pengawasan, penelitian ini
merekomendasikan beberapa saran, yaitu: (1) peningkatan
sumber daya manusia dan infrastruktur, serta pemberian
otoritas yang lebih besar dalam menjatuhkan sanksi; (2)
Mereviu kembali pelayanan yang tidak sesuai standar dalam
penanganan pengaduan, seerta peningkatan sistem informasi
yang lebih canggih untuk mengelola pengaduan; dan (3)
memperkuat mekanisme pengawasan internal, agar
kompetensi pelaksana pengawasan dan pelayanan menjadi
lebih/ baik. Dengan implementasi saran-saran tersebut,
diharapkan Ombudsman Republik Indonesia Perwakilan
Jakarta Raya dapat meningkatkan efektivitas dan efisiensi
dalam menangani pengaduan masyarakat, sehingga dapat
memperbaiki kualitas pelayanan publik dan meningkatkan
kepercayaan masyarakat terhadap lembaga pengawasan,
serta - mengurangi patologi birokrasi yang saat ini terasa
sangat memprihatinkan. Kesimpulan penelitian ini dapat
memberikan kontribusi signifikan bagi pengembangan
sistem pengawasan di Indonesia, terutama dalam konteks
penanganan pengaduan masyarakat, serta dapat menjadi
acuan bagi lembaga pengawasan lainnya untuk
meningkatkan kinerja mereka.

Pembimbing

Drs. Rusman Ghazali, S.H., M.Si., Ph.D

Rujukan
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Title Optimization Of The Supervision Function
Of The Ombudsman Of The Republic Of
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In Handling Public Complaints In 2020 —
2023

Keywords: The 2020-2023 period is a challenging period for the

Ombudsman, Ombudsman of the Republic of Indonesia, Jakarta Raya

Public Cgmplalnts, Representative Office. The Corona Virus Disease 2019

Supervision, pandemic that has hit the world, including Indonesia, has

Comp!amt had a serious impact on public services and public rights. In

Handling

the midst of this condition, the Ombudsman of the Republic
of Indonesia, especially the Jakarta Raya Representative
Office, must face new challenges in carrying out its duties
as a supervisor. In this context, it is important to examine the
efforts of the Ombudsman of the Jakarta Raya
Representative Office to optimize its supervisory function in
handling complaints. This study aims to optimize the
supervisory function of the Ombudsman of the Republic of
Indonesia, Jakarta Raya Representative Office in handling
public complaints for the 2020-2023 period, and to find the
factors that influence it. For this reason, related theories are
very. appropriate to be used in this study. The research
method used is a qualitative approach by describing events
and factual conditions. The data collection techniques used
are in-depth interviews, observations, and document reviews
obtained from a number of informants and other relevant
supporting sources. The data used include public complaint
reports, the complaint handling process, and the
Ombudsman's performance evaluation in handling public
complaints. After the data is collected, then analysis is
carried out through reduction, presentation, examination and
drawing conclusions. The determination of informants in
this study used a purposive sampling technique. The results
of the study indicate that the Ombudsman's supervisory
function still has several limitations, such as the lack of
adequate resources and infrastructure, as well as the need for
a more effective information system to manage complaints,
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so that the average time to complete reports is still relatively
slow. In addition, although the Ombudsman has an
instrument for forced summons and can provide
recommendations for imposing sanctions, the Ombudsman
does not have the authority to impose sanctions on the
Reported Party who is proven to have committed
irregularities. However, this study found supporting factors,
namely regulation, community participation, coordination
and cooperation, and accountability and transparency.
Meanwhile, the inhibiting factors are manpower and
facilities, organizational capacity, support, integration of the
supervisory system, and authority. In an effort to optimize
the supervisory function, this study recommends several
suggestions, namely: (1) increasing human resources and
infrastructure, and providing greater authority in imposing
sanctions; (2) Reviewing services that are not in accordance
with standards in handling complaints, as well as improving
more sophisticated information systems to manage
complaints; and (3) strengthening internal supervision
mechanisms, so that the competence of supervisory and
service implementers becomes better. With the
implementation of these suggestions, it is hoped that the
Ombudsman of the Republic of Indonesia, Jakarta Raya
Representative Office, can increase effectiveness and
efficiency in-handling public' complaints, so that it can
improve the quality of public services and increase public
trust in supervisory institutions, as well as reduce
bureaucratic pathologies that‘are currently very concerning.
The conclusion of this study can provide a significant
contribution to the development of the supervisory system
in Indonesia, especially in the context of handling public
complaints, and can be a reference for other supervisory
institutions to improve their performance.

Supervisor
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