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ABSTRAK
Penelitian ini bertujuan untuk mendeskripsikan dan menganalisis responsivitas
sistem pengelolaan pengaduan SPAN LAPOR di Dinas Pendidikan Provinsi Jawa
Timur. Latar belakang penelitian ini didasarkan pada tingginya jumlah pengaduan
masyarakat terhadap pelayanan pendidikan yang dilaporkan melalui SPAN LAPOR.
Penelitian menggunakan metode kualitatif deskriptif dengan teknik pengumpulan
data berupa wawancara mendalam, observasi, dan dokumentasi. Analisis data
dilakukan dengan model interaktif Miles dan Huberman yang mencakup reduksi
data, penyajian data, dan penarikan kesimpulan. Hasil penelitian menunjukkan
bahwa responsivitas pelayanan dapat dianalisis melalui enam indikator menurut
teori Zeithaml yaitu kemampuan merespons, kecepatan, ketepatan, kecermatan,
ketepatan waktu, dan kemampuan menangani keluhan. Meskipun pelayanan
dilakukan sesuai standar operasional, jenis pengaduan yang masuk cenderung
berulang setiap tahun dengan pelapor yang berbeda, menandakan belum tuntasnya
penyelesaian akar permasalahan. Kualitas pelayanan dipengaruhi oleh peran aktif
aparatur dan dukungan sumber daya yang ada. Penelitian ini menegaskan
pentingnya peningkatan responsivitas dalam pelayanan pengaduan publik untuk
memperbaiki kualitas pendidikan serta perlunya evaluasi sistemik dan penguatan

infrastruktur pendukung layanan.

Kata kunci: Pelayanan Publik; Pendidikan; Pengaduan; Responsivitas; SP4N

LAPOR
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ABSTRACT

This study explores the responsiveness of the SP4N LAPOR complaint management
system at the East Java Provincial Education Office. Triggered by the high volume
of public complaints regarding education issues, the research highlights the
importance of these complaints as indicators of public service quality and tools for
evaluation. A descriptive qualitative method was applied, using interviews,

observation, and documentation, with data analyzed through Miles and
Huberman's interactive model. Responsiveness was assessed using Zeithaml’s six
indicators ability to respond, service speed, service accuracy, precision, timeliness,

and ability to handle complaints. The findings indicate that although the office has
made efforts to comply with standard operating procedures and staff demonstrate
a responsive attitude, similar types of complaints persist yearly, submitted by
different individuals. This recurrence suggests that root problems remain
unresolved. The study emphasizes the crucial role of responsive services in
enhancing education quality and identifies the need for improved human resources
and supporting infrastructure to ensure efficiency and long-term resolution of
issues. Ultimately, this research underscores the significance of institutional
responsiveness as a key factor in the effectiveness of public service delivery in the

education sector.

Keywords: Public service; Education, Complaint; Responsiveness; SP4N Lapor
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