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MOTTO

People say I make strange choices, but they re not strange for me. My sickness is
that I'm fascinated by human behavior, by what’s underneath the surface, by the
worlds inside people.

- Johnny Depp

If you have been brutally broken but still have the courage to be gentle to other
living beings, then you 're a badass with a heart of an angel.

- Keanu Reeves

Looking for happiness is a sure way to sadness, | think. You have to take each
moment as it comes.

- Benedict cumberbatch.
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ABSTRAK

JUDUL : ANALISIS PENANGANAN KELUHAN DI
PUSAT PENGELOLAAN PENGADUAN
MASYARAKAT (P3M) KOTA SEMARANG

NAMA : ROBBY INDRA LUKMAN
NIM : 14020113130137
DEPARTEMEN : ILMU ADMINISTRASI PUBLIK

Penyelenggaraan Pengaduan Masyarakat adalah upaya pemerintah sebagai
wujud pemenuhan hak warga negara dalam pengelolaan aspirasi, tuntutan,
keinginan dan keluhan masyarakat. Oleh karena itu Pemerintah selalu
diharapkan untuk dapat selalu meningkatkan kualitas pelayanan di lembaga
pemerintahan, Pada Undang-Undang Nomor 25 Tahun 2009 Pasal 8 ayat (2)
tentang Pelayanan Publik secara jelas menyatakan kepentingan penyelenggara
pelayanan publik memiliki pengelolaan pengaduan masyarakat, melalui
pengaduan masyarakat, pemerintah berupaya memfasilitasi masyarakat
dengan membuat jembatan komunikasi antara pemerintah dengan publik
Pengaduan masyarakat bertujuan untuk dapat memberikan ruang komunikasi
interaktif secara dua arah antara pemerintah dengan masyarakat, sehingga
mempermudah aksesibilitas dalam memberikan aspirasi, menyampaikan
keinginan, keluhan dan tuntutan masyarakat.Untuk mencapai tujuan tersebut,
dibentuklah SP4N LAPOR! sebagai wadah yang menyelenggarakan
pengaduan masyarakat secara nasional, kota Semarang menjawab integritas
SP4AN LAPOR! Dengan membentuk Lembaga Pusat Pengelolaan Pengaduan
Masyarakat (P3M) Kota Semarang melalui Layanan Pengaduan Online
LAPORHENDI. Kualitas Penanganan keluhan di Pusat Pengelolaan
Pengaduan Masyarakat (P3M) Kota Semarang belum dapat dikatakan
optimal, sebab masih terdapat pengaduan yang mengalami ketidakjelasan
informasi perkembangan dan bahkan tidak ada proses keberlanjutan
pengaduan yang cukup jelas. Untuk menjawab permasalahan ini, penulis
menggunakan pendekatan metode kualitatif disertai dengan teori kualitas
pelayanan keluhan dari berbagai pandangan para ahli dan dijadikan pondasi
untuk menganalisis apakah Penanganan keluhan P3M Kota Semarang sudah
berjalan dengan semestinya. Hal tersebut diperlukan untuk mengkaji beberapa
indikator-indikator yang mempengaruhi dengan melakukan pengamatan,
wawancara dan telaah dokumen di lapangan kepada Kualitas Penanganan
Keluhan di Pusat Pengelolaan Pengaduan Masyarakat (P3M) Kota Semarang.

Kata Kunci : Keluhan, Kualitas Pelayanan, Pusat Pengelolaan Pengaduan
Masyarakat, Kota Semarang.



ABSTRACT

TITLE :  COMPLAINT HANDLING ANALYSIS AT
PUBLIC COMPLAINTS MANAGEMENT
CENTER (P3M) SEMARANG CITY

NAME . ROBBY INDRA LUKMAN
NIM : 14020113130137
DEPARTEMENT :  SCIENCE OF PUBLIC ADMINISTRATION

Public Complaint is the government's effort as a form of fulfilling citizens' rights
in managing the aspirations, demands, desires and complaints of the community.
Therefore the government is always expected to be able to always improve the
quality of services in government institutions, especially in serving the
community.In Law Number 25 of 2009 Article 8 paragraph (2) concerning Public
Services clearly states that the importance of providing public services to create
Public Complaint, through the Public Complaint, the government seeks to
facilitate the community by creating a bridge of communication between the
government and the public. Public complaints aim at to be able to provide a two-
way interactive communication space between the government and the
community, thereby facilitating accessibility in providing aspirations, conveying
wishes, complaints and demands of the community. To achieve this goal, SP4N
LAPOR! as a forum that manages public complaints nationally, the city of
Semarang answers the integration of SP4AN LAPOR! by establishing the Public
Complaints Management Center (P3M) Semarang City through Online Complaint
Service named LAPORHENDI. Providing space to express thoughts verbally, in
writing or so on the implementation of public services by the government as a
form of control efforts to obtain optimal quality services in accordance with
applicable regulations, norms and principles. Implementation of Public Complaint
Management Center (P3M) Semarang cannot be said optimal, because there are
still obstacles that have resulted in some being late or even not having a clear
process of continuity of complaints. To answer this problem, the author uses a
qualitative method approach accompanied by a complaint service quality theory
from various views of experts and is used as a foundation to analyze whether
Semarang City P3M Service Quality is running properly. This is necessary to
examine several influencing indicators by observing, interviewing and reviewing
documents in the field that have an impact on the efficiency of the implementation
of Complaints Handling at the Public Complaints Management Center (P3M) in
Semarang City.

Keywords: Complaint, Service Quality, Public Complaints Management Center,
Semarang City.
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