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ABSTRAK

Yenny Rahmi, 2110411120006, 2025. Kinerja Ombudsman  Republik
Indonesia Perwakilan Kalimantan Selatan Dalam Menangani Laporan
Masyarakat (Studi Kasus Pada Keasistenan Penerimaan dan Verifikasi
Laporan). Di bawah Bimbingan Erma Ariyani

Kinerja Ombudsman Republik Indonesia Perwakilan Kalimantan Selatan
dalam menangani laporan masyarakat, khususnya pada Keasistenan Penerimaan
dan Verifikasi Laporan. Latar belakang penelitian ini dilandasi oleh masih
lemahnya kualitas pelayanan publik di Kalimantan Selatan yang ditandai dengan
banyaknya laporan masyarakat terkait maladministrasi, seperti penundaan berlarut,
penyimpangan prosedur, dan kurangnya transparansi. Penelitian ini bertujuan untuk
mengetahui: 1. Kinerja Ombudsman Republik Indonesia Perwakilan Kalimantan
Selatan dalam menangani laporan masyarakat pada Keasistenan penerimaan dan
verifikasi laporan. 2. Faktor Penghambat Kinerja Ombudsman Republik Indonesia
Perwakilan Kalimantan selatan dalam menangani laporan masyarakat pada
Keasistenan penerimaan dan verifikasi laporan.

Metode Penelitian yang digunakan adalah penelitian kualitatif dengan tipe
penelitian deskriptif. Penelitian tersebut digunakan untuk menganalisis data yang
diperoleh melalui observasi patisipasi aktif, wawancara bersama Kepala
Keasistenan Penerimaan dan Verifikasi Laporan dan Keasistenan Penerimaan dan
Verifikasi Laporan Ombudsman Republik Indonesia Perwakilan Kalimantan
Selatan, serta masyarakat sebagai Pelapor.

Hasil penelitian menunjukkan bahwa Kkinerja Ombudsman Republik
Indonesia Perwakilan Kalimantan Selatan dalam Keasistenan Penerimaan dan
Verifikasi Laporan telah berjalan baik berdasarkan indikator produktivitas,
responsivitas, responsibilitas, akuntabilitas, dan kualitas layanan. Namun, ada
faktor internal dan faktor eksternal yang menjadi penghambat Ombudsman vyaitu:
1. Kurangnya pemahaman masyarakat terhadap fungsi Ombudsman , 2. Kurangnya
akses terhadap informasi dan sarana pelaporan, 3. Keterbatasan anggaran
operasional, 4. Jumlah sumber daya manusia yang terbatas. Untuk mengatasi hal
tersebut, Ombudsman melakukan inovasi melalui program PVL On The Spot
sebagai bentuk pelayanan jemput bola kepada masyarakat. Penelitian ini
menyimpulkan bahwa meskipun telah ada peningkatan kinerja, masih diperlukan
dukungan anggaran pemerintah yang memadai guna memperluas cakupan layanan
dan meningkatkan efektivitas penanganan laporan masyarakat.

Kata Kunci: Kinerja, Ombudsman, Laporan Masyarakat, Penerimaan dan
Verifikasi, Pelayanan Publik.



ABSTRACT

Yenny Rahmi, 2110411120006, 2025. Performance of the Ombudsman of the
Republic of Indonesia, South Kalimantan Representative Office in Handling
Public Reports (Case Study on Assistance in Receiving and Verifying Reports).
Under the Guidance of Erma Ariyani

The performance of the Ombudsman of the Republic of Indonesia
Representative Office of South Kalimantan in handling public reports, especially
on the Assistance in Receiving and Verifying Reports. The background of this study
is based on the still weak quality of public services in South Kalimantan which is
marked by the many public reports related to maladministration, such as prolonged
delays, procedural deviations, and lack of transparency. This study aims to
determine: 1. The performance of the Ombudsman of the Republic of Indonesia
Representative Office of South Kalimantan in handling public reports on the
Assistance in Receiving and Verifying Reports. 2. Inhibiting Factors in the
Performance of the Ombudsman of the Republic of Indonesia Representative Office
of South Kalimantan in handling public reports on the Assistance in Receiving and
Verifying Reports.

The research method used is qualitative research with descriptive research
type. The research is used to analyze data obtained through active participant
observation, interviews with the Head of the Assistant for Receiving and Verifying
Reports and the Assistant for Receiving and Verifying Reports of the Ombudsman
of the Republic of Indonesia Representative Office of South Kalimantan, and the
community as Reporters..

The results of the study indicate that the performance of the Ombudsman of the
Republic of Indonesia Representative Office of South Kalimantan in Assistance in
Receiving and Verifying Reports has been running well based on indicators of
productivity, responsiveness, responsibility, accountability, and quality of service.
However, there are internal and external factors that hinder the Ombudsman,
namely: 1. Lack of public understanding of the Ombudsman'’s function, 2. Lack of
access to information and reporting facilities, 3. Limited operational budget, 4.
Limited number of human resources. To overcome this, the Ombudsman innovates
through the PVL On The Spot program as a form of outreach to the community.
This study concludes that although there has been an increase in performance,
adequate government budget support is still needed to expand the scope of services
and increase the effectiveness of handling public reports..

Keywords: Performance, Ombudsman, Public Reports, Acceptance and
Verification, Public Services
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