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ABSTRAK

Christian Felix Ciptadi, 1910411110012, 2023. Kinerja Ombudsman RI
Perwakilan Kalimantan Selatan Dalam Menyelesaikan Laporan Masyarakat
Di Tengah Pandemi COVID-19. Di Bawah Bimbingan Bapak H. Nur Iman
Ridwan.

Kinerja Ombudsman RI Perwakilan Kalimantan Selatan memegang peranan
penting dalam pengawasan penyelenggaraan pelayanan publik di Kalimantan
Selatan. Namun pada masa pandemi COVID-19, Kinerja Ombudsman RI
Perwakilan Kalimantan Selatan mengalami sedikit penurunan dilihat dari adanya
laporan yang tertunda pada tahun 2020 ke tahun 2021, dimana pada tahun
sebelumnya Ombudsman RI Perwakilan Kalimantan Selatan selalu mampu
menyelesaikan laporan dengan persentase seratus persen. Sedangkan pada tahun
2020 dan 2021, ada 14 dan 9 laporan yang tertunda ke periode selanjutnya.

Penelitian ini bertujuan untuk mengetahui: 1) Kinerja Ombudsman RI Perwakilan
Kalimantan Selatan dalam menyelesaikan laporan masyarakat di tengah pandemi
COVID-19. 2) Faktor penghambat Kinerja Ombudsman RI Perwakilan Kalimantan
Selatan dalam menyelesaikan laporan masyarakat di tengah pandemi COVID-19.

Metode penelitian yang digunakan adalah penelitian kualitatif dengan tipe
penelitian deskriptif. Informan terdiri Ombudsman RI Perwakilan Kalimantan
Selatan dan Masyarakat sebagai Pelapor. Teknik pengumpulan data yaitu
Observasi, Wawancara, dan Dokumentasi. Teknik Analisis Data meliputi Reduksi
Data, Penyajian Data, dan Penarikan Kesimpulan.

Hasil Penelitian menunjukkan bahwa Kinerja Ombudsman RI Perwakilan
Kalimantan Selatan dalam menyelesaikan laporan masyarakat di tengah pandemi
COVID-19 sudah baik karena dapat mewujudkan harapan masyarakat,
menyelesaikan laporan sesuai dengan Standar Operasional Prosedur (SOP), dan
mampu memprioritaskan penyelesaian laporan terkait dengan dampak COVID-19.
Namun, ada faktor internal dan faktor eksternal yang menjadi penghambat
Ombudsman antara lain, keterbatasan akses layanan karena kebijakan Work from
Home, kurangnya jumlah sumber daya manusia, kurangnya kesadaran instansi
Terlapor akan tugas sebagai penyelenggara pelayanan publik, ketidakpatuhan
masyarakat terhadap kebijakan konsultasi online, dan kebijakan pemerintah yaitu
Pemberlakuan Pembatasan Kegiatan Masyarakat (PPKM).

Kata Kunci: Kinerja Ombudsman, Laporan Masyarakat, Pandemi COVID-19



ABSTRACT

Christian Felix Ciptadi, 1910411110012, 2023. The Performance of the
Ombudsman of The Republic of Indonesia Representative of South Kalimantan
in Completing Community Reports During the COVID-19 Pandemic. Under the
Guidance of Mr. H. Nur Iman Ridwan.

The performance of Ombudsman RI Representative of South Kalimantan plays an
important role in supervising the implementation of public services in South
Kalimantan. However, during the COVID-19 pandemic, the performance of
Ombudsman RI Representative of South Kalimantan experienced a slight decline
as seen from the delayed reports from 2020 to 2021, where in the previous year
Ombudsman RI Representative of South Kalimantan was always able to complete
reports with one hundred percent percentage. Whereas in 2020 and 2021, there are
14 and 9 reports pending for the next period.

This study aims to determine: 1) The performance of Ombudsman RI Representative
of South Kalimantan in completing community reports during the COVID-19
pandemic. 2) Knowing the inhibiting factors, The Performance of Ombudsman RI
Representative of South Kalimantan in completing community reports during the
COVID-19 pandemic.

The research method used is qualitative research with descriptive research type.
The informant is Ombudsman RI Representative of South Kalimantan and the
Community as Reporter. Data collection techniques is Observation, Interview, and
Documentation. Data Analysis Technigues include Data Reduction, Data
Presentation, and Conclusion Drawing.

The research results show that the performance of the Ombudsman RI
Representative of South Kalimantan in completing community reports during the
COVID-19 pandemic has been good because it can realize community expectations,
complete reports in accordance with Standard Operating Procedures (SOP), and
are able to prioritize the completion of reports related to the impact of COVID-19.
However, there were internal and external factors that become obstacles to the
Ombudsman, including limited access to services due to the Work from Home
(WFH) policy, shortage of human resources, the Reported Agency's lack of
awareness of their duties as public service providers, community disobedience to
online consultation policies, and policies government, namely PPKM..

Keywords: Ombudsman Performance, Community Reports, COVID-19 Pandemic
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