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Abstrak

Penelitian ini dilatarbelakangi oleh pelayanan pengaduan masyarakat yang masih
belum, berjalan dengan baik karena masih banyak jumlah surat pengaduan yang
belum di proses dan setiap tahun jumlah surat yang dapat dilanjutkan ke Alat
Kelengkapan Dewan jumlahnya tidak sesuai dengan jumlah surat yang masuk, hal
ini di karena kan jumlah pegawai yang mengelola pengaduan masih kurang
sehingga waktu penyelesaian pengaduan belum sesuai dengan SOP dan mengalami
keterlambatan dalam penanganan pengaduan dan masyarakat masih kesulitan
dalam mengirimkan pengaduan ke DPR padahal salah satu fungsi DPR adalah
memberikan pengawasan terhadap program-program pelayanan yang berikan
kepada masyarakat. Tujuan penelitian ini adalah menganalisis manajemen
pelayanan dan faktor penghambat dan pendukung layanan aspirasi dan pengaduan
masyarakat yang dilakukan oleh Bagian Pengaduan Masyarakat Sekretariat
Jenderal Dewan Perwakilan Rakyat Republik Indonesia. Metode penelitian
menggunakan pendekatan kualitatif dengan pengumpulan data melalui wawancara
mendalam dan observasi. Hasil penelitian ini menunjukkan bahwa Pengelolaan
Layanan Aspirasi Dan Pengaduan Masyarakat Pada Sekretariat Jenderal Dewan
Perwakilan Rakyat Republik Indonesia dapat dikatakan sudah optimal dilihat dari
keberhasilan 3 dari 4 dimensi yang ada yaitu regulasi layanan (service regulation),
fasilitas layanan (service fasilities), peranan tim pengarah (advisory team). Dan
dimensi yang belum optimal adalah prinsip pelayanan (service principle).
Berdasarkan teori yang dikemukakan oleh Rahmayanty (2013) tentang manajemen
pelayanan publik menyatakan terdapat 4 indikator yaitu regulasi layanan (service
regulation), fasilitas layanan (service fasilities), peranan tim pengarah (advisory
team), dan prinsip pelayanan (service principle).

Kata Kunci: pengelolaan, layanan, aspirasi, pengaduan masyarakat



Abstract

This research is motivated by the public complaint service which is still not running
well because there are still a large number of complaint letters that have not been
processed and every year the number of letters that can be forwarded to the Council
Equipment is not in accordance with the number of letters received, this is because
The number of employees who manage complaints is still insufficient so that the
time for resolving complaints is not in accordance with the SOP and there are
delays in handling complaints and the public still has difficulty sending complaints
to the DPR even though one of the DPR's functions is to provide supervision over
service programs provided to the community. The aim of this research is to analyze
service management and the inhibiting and supporting factors for community
aspirations and complaints services carried out by the Public Complaints Section
of the Secretariat General of the Indonesian People's Representative Council. The
research method uses a qualitative approach by collecting data through in-depth
interviews and observation. The results of this research indicate that the
Management of Community Aspiration and Complaint Services at the Secretariat
General of the Republic of Indonesia’s House of Representatives can be said to be
optimal in terms of the success of 3 of the 4 existing dimensions, namely service
regulation, service facilities, and the role of the steering team. (advisory team). And
the dimension that is not yet optimal is the service principle. Based on the theory
put forward by Rahmayanty (2013) regarding public service management, it states
that there are 4 indicators, namely service regulation, service facilities, the role of
the advisory team, and service principles.

Keywords: management, services, aspirations, public complaints
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