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ABSTRAK 

Universitas Nasional 

Fakultas Ilmu Sosial dan Politik 

Program Magister Ilmu Administrasi Publik 

TESIS, 2 September 2023 

Nama : Miftah Firdaus 

NPM : 206301718076 

KINERJA KELEMBAGAAN OMBUDSMAN REPUBLIK INDONESIA 

DALAM PENANGANAN KERUGIAN MASYARAKAT DARI PRAKTIK 

MALADMINISTRASI TAHUN 2021-2022 

Jumlah halaman: xv, 118, 2023 

Penelitian ini bertujuan untuk mengetahui dan menganalisis kinerja 

kelembagaan Ombudsman Republik Indonesia dalam penanganan kerugian 

masyarakat dari praktik maladministrasi pada Pelayanan Publik di Sektor 

Perekonomian I Tahun 2021-2022. Kinerja Lembaga dinilai dengan menggunakan 

indikator Produktivitas, Kualitas Layanan, Responsivitas, Responsibilitas dan 

Akuntabilitas. Sedangkan untuk mengetahui faktor pendukung dan penghambat 

yang mempengaruhi kinerja lembaga dinilai dengan faktor personal/individual, 

kepemimpinan, tim, sistem, kontekstual dan regulasi. Metode penelitian yang 

digunakan dalam penelitian ini adalah metode penelitian Kualitatif dengan teknik 

analisisis data Triangulasi. Hasil Penelitian menunjukkan bahwa Kinerja 

Ombudsman RI berdasarkan indikator Produktivitas dan Responsivitas belum 

cukup baik, karena dipengaruhi oleh faktor regulasi, personal, sistem dan 

kontekstual. Indikator Produktivitas, dibuktikan dari rendahnya jumlah 

penyelesaian laporan masyarakat, yang hanya terselesaikan 67 atau 47,18 % dari 

total 142 laporan masyarakat di Tahun 2021-2022. Indikator Responsivitas, dilihat 

dari minimnya kegiatan Kajian Pencegahan Maladministrasi yang hanya 

dilakukan sekali dalam setahun. Sementara itu, Kinerja Ombudsman RI 

berdasarkan indikator Kualitas Layanan, Responsibilitas dan Akuntabilitas dapat 

dinyatakan sudah cukup baik, dengan dipengaruhi faktor regulasi, personal, tim 

dan kepemimpinan. Pada indikator Kualitas Layanan, dibuktikan dengan adanya 

respon positif dan kepuasan dari masyarakat (Pelapor) yang laporan atau 

permasalahannya telah memperoleh penyelesaian. Indikator Responsibilitas, 

bahwa proses penanganan laporan yang dilakukan telah mengacu pada aturan di 

internal Ombudsman RI. Terakhir, dari sisi Akuntabilitas, dibuktikan dengan 

adanya penyampaian laporan kinerja Ombudsman RI terhadap Publik, DPR 

maupun Presiden. 

Daftar Pustaka: 36, 2002-2023 

Rusman Ghazali, M.Si., Ph.D. 

Kata Kunci: Kinerja, Ombudsman, Pelayanan Publik, Maladministrasi, Kerugian 

Masyarakat 
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ABSTRACT 
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Name : Miftah Firdaus 
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INSTITUTIONAL PERFORMANCE OF OMBUDSMAN OF REPUBLIC 

INDONESIA IN HANDLING SOCIETAL LOSSES FROM 

MALADMINISTRATION IN 2021-2022 

Number of pages: xv, 118, 2023 

This study aims to determine and analyze the institutional performance of 

the Ombudsman of the Republic of Indonesia in handling societal losses from 

maladministration in Public Services in Economic Sector I during the period 

spanning 2021-2022. The institution's performance will be evaluated using 

crucial indicators such as productivity, service quality, responsiveness, 

responsibility and accountability. Meanwhile, to find out the supporting and 

inhibiting factors that influence institutional performance, it is assessed using 

personal/individual, leadership, team, systemic, contextual and regulatory factors. 

The study method will utilize a qualitative research approach with employ 

triangulation as a data analysis strategy. The findings of the research indicate 

that there is a need for the Indonesian Ombudsman to enhance its productivity 

and responsiveness indicators. This necessity arises due to the influence of 

multiple factors, such as regulatory, individual, systemic, and contextual 

elements. The tiny proportion of finalised community reports, accounting for 

merely 47.18% of the overall 142 complaints throughout 2021-2022, indicates the 

necessity for enhancing productivity metrics. Likewise, the infrequency of 

Maladministration Prevention Study activities, which occur annually, suggested 

to improve responsiveness indicators. However, the Indonesian Ombudsman's 

performance in Service Quality, Responsibility, and Accountability is 

commendable since it is influenced by various elements such as regulatory 

frameworks, individual attributes, team dynamics, and effective leadership. The 

Service Quality indicator is demonstrated by the positive response and 

satisfaction of the public whose concerns or problems have been remedied. The 

Responsibility Indicator verifies that the procedure of handling reports aligns 

with the internal norms of the Indonesian Ombudsman. Concerning 

accountability, presenting the performance report of the Indonesian Ombudsman 

to the general public, the Legislature, and the President serves as evidence of its 

accountability. 

Bibliography: 36, 2002-2023 

Rusman Ghazali, M.Sc., Ph.D. 

Key Words: Performance, Ombudsman, Public Service, Maladministration, 

Societal Losses 
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