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RINGKASAN

Shinta  Arvianti, 2025, PENERAPAN E-GOVERNMENT PADA
PENGADUAN MASYARAKAT BERBASIS ONLINE DI OMBUDSMAN
PERWAKILAN PROVINSI JAWA TIMUR.

Penelitian ini bertujuan untuk mendeskripsikan dan menganalisis tentang
Penerapan E-Government Pada Pengaduan Masyarakat Berbasis Online Di
Ombudsman dalam menyelesaikan pengaduan masyarakat di Ombudsman
Perwakilan Provinsi Jawa Timur, yang berdasarkan 5 faktor keberhasilan menurut
teori menurut Indrajit (2004:15) Harvard JFK School Of Government dan (Moon
2008:168) Aspek penting untuk menerapkan konsep e-government pada sektor
publik. Lima faktor tersebut meliputi: dari Support (Dukungan), Capacity
(Kapasitas), dan Value (Nilai atau Manfaat), Willingnes (Kemauan), dan Local
Culture (Budaya Lokal).

Penelitian ini mengadopsi metode penelitian kualitatif, dengan menggabungkan
sumber data primer dan sekunder. Data diperoleh melalui teknik pengumpulan
seperti observasi, wawancara, dan dokumentasi. Data yang terkumpul akan
dianalisis melalui tahap pengumpulan data, penyajian data, reduksi data, dan
penarikan kesimpulan.

Penelitian ini bertujuan untuk mendeskripsikan mengenai Penerapan E-
Government Pada Pengaduan Masyarakat Berbasis Online oleh Ombudsman RI
Perwakilan Provinsi Jawa Timur dalam menyelesaikan pengaduan masyarakat
berbasis online, serta mengidentifikasi faktor pendukung dan penghambat dalam
pelaksanaannya. Sistem ini dirancang untuk memudahkan masyarakat, khususnya
yang berada di daerah terpencil, agar dapat menyampaikan pengaduan kapan saja
dan dari mana saja. Penggunaan teknologi digital dalam pengaduan juga
meningkatkan transparansi, akuntabilitas lembaga karena masyarakat dapat
memantau sejauh mana laporan mereka ditindaklanjuti., dan efisiensi pelayanan
publik. Hasil penelitian menunjukkan bahwa program ini cukup efektif dalam
membantu penyelesaian pengaduan masyarakat. Namun, pelaksanaannya masih
menghadapi beberapa kendala, seperti keterbatasan infrastruktur, minimnya
sosialisasi, dan rendahnya literasi masyarakat mengenai prosedur tata cara
pengaduan. Oleh karena itu, diperlukan dukungan pemerintah untuk meningkatkan
kualitas sistem pengaduan online.

Kata Kunci: Penerapan E-Government, Pengaduan Masyarakat,
Maladministrasi, Ombudsman, Pelayanan Publik
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SUMMARY

Shinta Arvianti, 2025, IMPLEMENTATION OF E-GOVERNMENT IN
ONLINE-BASED PUBLIC COMPLAINTS AT THE OMBUDSMAN

This study aims to describe and analyze the Implementation of E-Government in
Online-Based Public Complaints at the Ombudsman in resolving public complaints
at the Ombudsman Representative Office of East Java Province, which is based on
5 success factors according to the theory according to Indrajit (2004:15) Harvard
JFK School of Government and (Moon 2008:168) Important aspects for
implementing the concept of e-government in the public sector. The five factors
include: Support, Capacity, and Value, Willingness, and Local Culture.

This study adopts a qualitative research method, combining primary and secondary
data sources. Data were obtained through data collection techniques such as
observation, interviews, and documentation. The collected data will be analyzed
through the stages of data collection, data presentation, data reduction, and drawing
conclusions.

This study aims to describe the Implementation of E-Government in Online-Based
Public Complaints by the Ombudsman RI Representative Office of East Java
Province in resolving online public complaints, and to identify supporting and
inhibiting factors in its implementation. This system is designed to make it easier
for people, especially those in remote areas or with limited mobility, to submit
complaints anytime and anywhere. The use of digital technology in complaints also
increases transparency, institutional accountability because the public can monitor
the extent to which their reports are followed up, and the efficiency of public
services. The results of the study show that this program is quite effective in
helping to resolve public complaints. However, its implementation still faces
several obstacles, such as limited infrastructure, minimal socialization, and low
public literacy regarding complaint procedures. Therefore, government support is
needed to improve the quality of the online complaint system.

Keywords: Implementation Of E-Government, Public Complaints,
Maladministration, Ombudsman, Public Services.
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