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ABSTRAK

Penyandang disabilitas masih jauh dari merasakan keadilan dan seringkali
dipandang sebelah mata, sehingga banyak di antara mereka mengalami diskriminasi
dalam memenuhi hak atas layanan transportasi umum. Kota Surabaya belum
sepenuhnya berhasil membangun sistem transportasi umum yang inklusif,
khususnya pada layanan Suroboyo Bus. Penelitian ini bertujuan untuk mengkaji
tata kelola manusia dalam penyediaan layanan transportasi umum Suroboyo Bus
bagi penyandang disabilitas di Surabaya. Penelitian ini menggunakan metode studi
kasus kualitatif dengan teknik pengumpulan data meliputi observasi, wawancara,
dan dokumentasi. Informan dipilih dengan teknik purposive sampling dan snowball
sampling, sedangkan analisis data dilakukan menggunakan model Miles dan
Huberman yang mencakup reduksi data, penyajian data, dan penarikan kesimpulan.
Hasil penelitian menunjukkan bahwa prinsip akuntabilitas sosial sudah dijalankan
melalui audiensi formal dan kanal informal, namun belum sepenuhnya terintegrasi
dalam pengambilan keputusan. Prinsip pendidikan bagi warga negara tampak dari
pelatihan kru dan kampanye publik, meskipun belum berkesinambungan. Prinsip
kesamaan dan kebebasan mulai terwujud melalui pelibatan komunitas disabilitas,
tetapi masih terkendala sikap sebagian petugas yang kurang berempati. Prinsip
partisipasi telah berlangsung melalui forum dan diskusi publik, tetapi belum
sistemik. kinerja administrasi adaptif ditunjukkan lewat regulasi dan penyediaan
fasilitas aksesibilitas, meski manfaatnya belum sepenuhnya dirasakan penyandang
disabilitas. Prinsip reliabilitas terlihat melalui responsivitas kru dan dukungan
teknologi, namun konsistensinya belum stabil. Dengan demikian, tata kelola
manusia dalam layanan transportasi publik Surabaya sudah mengarah pada
inklusivitas, namun masih perlu penguatan regulasi, peningkatan kapasitas, dan
perubahan paradigma agar keadilan serta kesetaraan dapat terwujud.
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ABSTRACT

Persons with disabilities are still far from experiencing justice and are often
marginalized, leading to discrimination in fulfilling their rights to public
transportation. The City of Surabaya has not yet fully succeeded in developing an
inclusive public transport system, particularly in the Suroboyo Bus service. This
study aims to examine human governance in the provision of Suroboyo Bus
services for persons with disabilities in Surabaya. The research employed a
qualitative case study method, with data collected through observation, interviews,
and documentation. Informants were selected using purposive and snowball
sampling, while data analysis was conducted using the Miles and Huberman model,
consisting of data reduction, data display, and conclusion drawing. The findings
reveal that the application of human governance principles in the Suroboyo Bus
service has begun but remains partial. Social accountability has been practiced
through formal hearings and informal channels, yet not fully integrated into
decision-making. Civic education is reflected in crew training and public
campaigns, though implementation is not continuous. Equality and freedom are
encouraged through the involvement of disability communities, but challenges
persist due to the lack of empathy among some staff... Participation occurs through
forums and public discussions but is not yet systematic. Adaptive administrative
performance is demonstrated through regulations and accessibility facilities,
although the benefits are not fully realized. Reliability is supported by responsive
crews and technology, but consistency remains unstable. In conclusion, human
governance in Surabaya’s public transportation shows positive progress toward
inclusivity, but stronger regulations, capacity building, and paradigm shifts are
needed to ensure justice and equality for persons with disabilities.
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