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ABSTRAK 

 

  

Ombudsman Perwakilan Provinsi Kepulauan Riau merupakan salah satu lembaga 

pengawas eksternal yang tugasnya mengawasi pelayanan publik.Penelitian ini 

bertujuan untuk mendeskripsikan dan menganalisis implementasi pengawasan 

ombudsman dalam menangani dugaan maladministrasi penyelenggara pelayanan 

publik serta efektivitas Ombudsman dalam menangani laporan pengaduan 

pelayanan publik.Jenis penelitian yang digunakan yakni penelitian deskriptif 

dengan pendekatan kualitatif.Data yang diperoleh melalui observasi, wawancara, 

dan dokumentasi. Hasil penelitian menunjukan bahwa berdasarkan hasil penelitian 

yang diperoleh peneliti dilapangan bahwa Ombudsman Perwakilan Provinsi Kepri 

telah berhasil memenuhi indikatorimplementasi pengawasan (1) melakukan 

koordinasi dan kerjasama dengan penegak hukum dalam menyelesaikan 

pengaduan masyarakat, (2) Membangun jaringan kerja dengan pihak wartawan 

dan masyarakat melalui media sosial maupun media massa, (3) Melakukan upaya 

pencegahan dugaan maladministrasi dengan melakukan sosialisasi dengan 

masyarakat serta evaluasi kepatuhan standar pelayanan publik. Efektivitas 

Ombudsman dan penanganan pengaduan pelayanan publik telah berjalan sesuai 

dengan indikator (1) Input dalam menerima laporan pengaduan, (2) Proses dalam 

menindaklanjuti laporan yang diterima oleh pihak Ombudsman Kepri dan (3) 

Output untuk menemukan pemecahan masalah dari laporan yang diadukan. 

Berdasarkan penelitian yang telah dilakukan peneliti, hasil penelitian 

menunjukkan bahwa efektivitas pengawasan Ombudsman dalam penanganan 

laporan pengaduan pelayanan publik sudah efektif sesuai dengan fungsi dan tugas 

Ombudsman pasal 7 UU No 37 tahun 2008. 

 

Kata Kunci: Efektivitas, Pengawasan, Penanganan Laporan Pengaduan 

Pelayanan Publik, Ombudsman   
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ABSTRACT 

 

 

Ombudsman Representative of Kepulauan Riau Province is one of the external 

supervisory institution whose duty is to oversee public service. This study aims to 

describe and analyze the implementation of ombudsman supervision in dealing 

with alleged maladministration of public service providers and the effectiveness of 

the Ombudsman in handling reports of public service complaints. The type of 

research used is descriptive research with qualitative approach. Data obtained 

through observation, interviews, and documentation. The result of the research 

shows that based on the research result obtained by the researcher in the field 

that the Ombudsman of Riau Province Representative has succeeded to fulfill the 

monitoring implementation indicator (1) to coordinate and cooperate with law 

enforcement in solving public complaints, (2) Build network with reporters and 

community through media social and mass media, (3) Make efforts to prevent 

alleged maladministration by conducting socialization with the community and 

evaluation of compliance of public service standards. The effectiveness of the 

Ombudsman and the handling of complaints on public services has proceeded in 

accordance with the indicators (1) Input in receiving complaints reports, (2) 

Process in following up reports received by Ombudsman Kepri and (3) Output to 

find problem solving from the complained report. Based on research that has 

been done by researcher, result of research indicate that supervision of 

Ombudsman in handling complaint report of public service have effective in 

accordance with function and duty of Ombudsman article 7 Act No. 37 year 2008. 

Keywords: Effectiveness, Supervision, Handling of Public Service Complaint 

Report, Ombudsman 
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