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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pelaksanaan penanganan 

pengaduan warga melalui Sambat Nang Cak Eri di Kelurahan Semolowaru 

sebagai salah satu kanal pengaduan milik Pemerintah Kota Surabaya. Kanal 

pengaduan tersebut dipergunakan untuk memudahkan warga Semolowaru dalam 

mendukung salah satu elemen penting dalam sistem pelayanan publik yang 

berfungsi sebagai media untuk menyampaikan keluhan, masukan, dan saran dari 

masyarakat. Metode penelitian yang digunakan adalah pendekatan kualitatif 

dengan teknik pengumpulan data melalui wawancara mendalam, observasi, dan 

analisis dokumen. Partisipan penelitian meliputi warga semolowaru yang pernah 

menggunakan wadah pengaduan, petugas pengaduan, serta pejabat terkait di 

instansi Kelurahan Semolowaru. Hasil penelitian menunjukkan bahwa 

pelaksanaan program pengaduan telah terlaksana, pelaksanaan program dilakukan 

oleh seorang fasilitator yang menjadi penanggung jawab pelaksanaan di 

Kelurahan Semolowaru dan berjalan sesuai aturan yang belaku dengan 

pemahanan dan kinerja pelaksana yang sudah sesuai dengan alur pelaksanaan 

program dan memanfaatkan sarana serta prasarana dalam mendukung berjalanya 

program. Namun, untuk alur pelaksanaan program dirasa warga sedikit 

merepotkan. Faktor yang mempengaruhi hal itu adalah SOP program pengaduan 

yang mengharuskan warga untuk datang sehari sebelum pelaksanaan program 

untuk mendaftarkan identitas serta keluhan yang mereka alami. Berdasarkan 

temuan tersebut, penelitian ini merekomendasikan beberapa langkah untuk 

meningkatkan pemahaman alur program demi efektivitas wadah pengaduan, 

antara lain: peningkatan sosialisasi dan edukasi kepada masyarakat, peningkatan 

kapasitas dan kompetensi petugas pengaduan, serta penerapan mekanisme 

transparansi dan akuntabilitas yang lebih baik dalam proses penanganan 

pengaduan. Penelitian ini diharapkan dapat memberikan kontribusi bagi 

pengembangan sistem pelayanan publik yang lebih responsif dan akuntabel, serta 

meningkatkan partisipasi masyarakat dalam pengawasan dan perbaikan kualitas 

pelayanan publik, 

 

Kata Kunci: Impelemntasi Program, Wadah Pengaduan, Pelayanan Publik, 

Sambat Nang Cak Eri  
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ABSTRACT 

This research aims to determine the implementation of handling citizen 

complaints through Sambat Nang Cak Eri in Semolowaru Village as one of the 

complaint channels belonging to the Surabaya City Government. This complaint 

channel is used to make it easier for Semolowaru residents to support one of the 

important elements in the public service system which functions as a medium for 

conveying complaints, input and suggestions from the community. The research 

method used is a qualitative approach with data collection techniques through in-

depth interviews, observation and document analysis. Research participants 

included Semolowaru residents who had used the complaint forum, complaints 

officers, and related officials at Semolowaru Village agencies. The results of the 

research show that the implementation of the complaint program has been 

carried out, the implementation of the program is carried out by a facilitator who 

is responsible for implementation in Semolowaru Village and is running 

according to the applicable rules with the understanding and performance of the 

implementer being in accordance with the flow of program implementation and 

utilizing facilities and infrastructure to support its implementation. program. 

However, residents felt that the flow of implementing the program was a bit 

troublesome. The factor that influences this is the complaint program SOP which 

requires residents to come the day before the program is implemented to register 

their identity and the complaints they are experiencing. Based on these findings, 

this research recommends several steps to improve understanding of program 

flow for the effectiveness of complaint platforms, including: increasing outreach 

and education to the public, increasing the capacity and competency of complaint 

officers, as well as implementing better transparency and accountability 

mechanisms in the complaint handling process. It is hoped that this research can 

contribute to the development of a more responsive and accountable public 

service system, as well as increasing public participation in monitoring and 

improving the quality of public services. 

Keywords: Program Implementation, Complaints Forum, Public Services, Sambat 

Nang Cak Eri 
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