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ABSTRAK

RESPONSIVITAS PELAYANAN PENGADUAN MASYARAKAT

DI KEPOLISIAN RESOR KABUPATEN GRESIK

SEPHIA MADINI
NPM. 20041010028

Fakta yang mengejutkan adalah tingkat penyelesaian kasus di Gresik sangat rendah,
padahal jumlah laporan kejahatan relatif sedikit. Ini menunjukkan adanya masalah
responsivitas Kepolisian Resor Kabupaten Gresik. Tujuan penelitian ini untuk
mengetahui tingkat responsivitas pelayanan pengaduan di Kepolisan Resor
Kabupaten Gresik. Metode penelitian ini menggunakan jenis penelitian kuantitatif
dengan dengan pendekatan studi kasus. Adapun informan dalam penelitian ini
yakni, kepala SPKT, petugas pelayanan pengaduan, petugas call center dan
masyarakat yang pernah melakukan pengaduan. Teknik pengumpulan data yang
digunakan adalah observasi, wawancara dan dokumentasi. Berdasarkan hasil
penelitian yang mengacu pada indikator pelayanan yang dikemukakan oleh
Zeithaml, Polres Gresik telah menunjukkan kinerja yang cukup memuaskan dalam
merespon pengaduan masyarakat. Responsivitas pelayanan pengaduan masyarakat
di kepolisian resor kabupaten gresik dinilai kurang responsif. Hal ini tercermin dari
sikap petugas yang kurang ramah dan empati, lambatnya proses penanganan aduan,
baik dari segi waktu tunggu maupun penyelesaian kasus, juga kurangnya
transparansi dalam memberikan informasi terkait perkembangan penanganan
aduan. Ketidakpuasan masyarakat terhadap pelayanan yang kurang responsif ini
berpotensi merusak kepercayaan publik terhadap institusi kepolisian.

Kata Kunci : Responsivitas, Pelayanan Publik, Pelayanan Pengaduan,
Kepolisian Resor.
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ABSTRACT

RESPONSIVITY OF COMMUNITY COMPLAINTS SERVICES AT THE

GRESIK DISTRICT RESORT POLICE

SEPHIA MADINI
NPM. 20041010028

The surprising fact is that the case resolution rate in Gresik is very low, even though
the number of crime reports is relatively small. This indicates a problem with the
responsiveness of the Gresik District Police. The purpose of this study was to
determine the level of responsiveness of complaint services at the Gresik Regency
Resort Police. This research method uses a type of quantitative research with a case
study approach. The informants in this study were the head of SPKT, complaints
service officers, call center officers and people who had made complaints. The data
collection techniques used are observation, interview and documentation. Based on
the results of research that refers to the service indicators put forward by Zeithaml,
Gresik Police have shown satisfactory performance in responding to public
complaints. The responsiveness of community complaint services at the Gresik
Regency Police is considered less responsive. This is reflected in the attitude of
officers who are less friendly and empathetic, the slow process of handling
complaints, both in terms of waiting time and case resolution, as well as the lack of
transparency in providing information regarding the progress of handling
complaints. Public dissatisfaction with this unresponsive service has the potential
to undermine public trust in the police institution.

Keywords: Responsiveness, Public service, Complaint Services, Resort Police.
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