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ABSTRAK 

Penelitian ini bertujuan untuk mendeskripsikan dan menganalisis responsivitas 

Ombudsman Republik Indonesia Perwakilan Jawa Timur dalam menangani laporan 

maladministrasi selama periode 2022–2024. Penelitian menggunakan pendekatan 

kualitatif deskriptif melalui wawancara mendalam dengan Kepala Bidang 

Pemeriksaan, Staf PVL, dan Asisten Pemeriksa, dilengkapi dengan data sekunder 

berupa laporan tahunan kelembagaan. Kerangka teori yang digunakan adalah 

indikator responsivitas menurut Zeithaml et al. dalam Hardiyansyah (2018) yang 

mencakup enam dimensi: sikap dalam merespons masyarakat, ketepatan pelayanan, 

kecepatan pelayanan, kecermatan pelayanan, ketepatan waktu pelayanan, dan 

kemampuan menanggapi keluhan. Hasil penelitian menunjukkan bahwa 

Ombudsman RI Perwakilan Jawa Timur telah menunjukkan tingkat responsivitas 

yang baik hingga sangat baik. Capaian paling menonjol terdapat pada dimensi 

kecepatan dan ketepatan waktu pelayanan, dibuktikan dengan rata-rata waktu 

penyelesaian 98,02 hari pada 2024 (di bawah target 114 hari) dan realisasi 

penutupan 370 laporan, melampaui target 350 laporan atau 105,71%. Sistem dua 

lapis PVL-Riksa menghasilkan produk pengawasan berkualitas tinggi tanpa 

penolakan dari instansi terlapor selama periode penelitian. Tantangan utama adalah 

keterbatasan sumber daya manusia dan ketidakkooperatifan instansi terlapor. 

 

Kata Kunci: Pelayanan Publik, Maladministrasi, Responsivitas, Ombudsman, 

Jawa Timur 
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ABSTRACT 

This study aims to describe and analyze the responsiveness of the Ombudsman of 

the Republic of Indonesia, East Java Representative Office, in handling 

maladministration reports during the 2022–2024 period. The research employs a 

qualitative descriptive approach through in-depth interviews with the Head of 

Examination, PVL Staff, and Examination Assistants, supplemented by secondary 

data from annual institutional reports. The theoretical framework used is the 

responsiveness indicators by Zeithaml et al. in Hardiyansyah (2018), comprising 

six dimensions: attitude in responding to the public, service accuracy, service speed, 

service precision, service timeliness, and complaint-handling ability. The findings 

indicate that the Ombudsman RI East Java Representative Office has demonstrated 

a good-to-excellent level of responsiveness. The most notable achievements are in 

service speed and timeliness, evidenced by an average case resolution time of 98.02 

days in 2024 (below the 114-day target) and a report closure rate of 370 reports, 

exceeding the 350-report target by 105.71%. The two-layer PVL-Riksa system 

produces high-quality monitoring products without any rejections from the reported 

agency during the research period. The main challenges identified are limited 

human resources relative to case volume and the uncooperativeness of reported 

institutions. 

 

Keywords: Public Service, Maladministration, Responsiveness, Ombudsman, East 

Java 


