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ABSTRAK

Penyelenggaraan pelayanan publik sering terdapat maladministrasi sehingga
membutuhkan pengawasan pelayanan publik yang mengacu pada Pasal 35 Undang-
Undang Nomor 25 Tahun 2009 tentang Pelayanan Publik. Nota kesepahaman
antara Ombudsman Republik Indonesia dengan Kementerian Dalam Negeri
Republik Indonesia Nomor 18/ORI-MOU/V/2022 dan Nomor 119/2515/SJ
merupakan bentuk dari collaborative governance dengan tujuan kerjasama terkait
pengawasan pelayanan publik untuk mencegah maladministrasi dalam
penyelenggaraan pelayanan publik. Penelitian ini bertujuan untuk menganalisis
terkait collaborative governance pengawasan pelayanan publik, implementasi
kerjasama Ombudsman Republik Indonesia dengan Kementerian Dalam Negeri,
serta partisipasi masyarakat dalam pengawasan pelayanan publik. Penelitian ini
menggunakan paradigma kontruktivisme dan menerapkan metode penelitian
kualitatif dengan desain penelitian studi kasus. Teknik perolehan data dalam
penelitian ini melalui observasi, wawancara mendalam, dokumentasi dan
triangulasi. Dalam penelitian ini untuk perekrutan informan pada awalnya
menggunakan purposive sampling namun seiring berjalannya penelitian berubah
menjadi snowball sampling dengan menerapkan teknik analisis data melalui
pengumpulan data, reduksi data, penyajian data dan kesimpulan. Hasil penelitian
menyatakan bahwa implementasi kerjasama proses kolaborasi terkait pengawasan
pelayanan publik yang telah berjalan ini meliputi ruang lingkup pertukaran data dan
informasi serta penyelesaian pengaduan masyarakat. Monitoring dan evaluasi nota
kesepahaman yang telah dilakukan Ombudsman Republik Indonesia kemudian
menghasilkan tahapan penyusunan perjanjian kerjasama dengan Direktorat
Jenderal Kependudukan Pencatatan Sipil tentang pemanfaatan Nomor Induk
Kependudukan dan Inspektorat Jenderal Kementerian Dalam Negeri tentang
investigasi gabungan terkait tindak lanjut nota kesepahaman yang berupa perjanjian
kerjasama.

Kata kunci: Collaborative Governance; Pengawasan Pelayanan Publik
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ABSTRACT

The implementation of public services often involves maladministration, requiring
oversight of public services, which refers to Article 35 of Law Number 25 of 2009
concerning Public Services. The memorandum of understanding between the
Ombudsman of the Republic of Indonesia and the Ministry of Home Affairs of the
Republic of Indonesia Number 18/ORI-MOU/V/2022 and Number 119/2515/SJ is
a form of collaborative governance with the aim of cooperation related to oversight
of public services to prevent maladministration in the delivery of public services.
This study aims to analyze related to collaborative governance oversight of public
services, implementation of cooperation between the Ombudsman of the Republic
of Indonesia and the Ministry of Home Affairs, as well as community participation
in oversight of public services. This study uses the constructivism paradigm and
applies a qualitative research method with a case study research design. Data
acquisition techniques in this study were through observation, in-depth interviews,
documentation and triangulation. In this study, the recruitment of informants
initially used purposive sampling but over time the research changed to snowball
sampling by applying data analysis techniques through data collection, data
reduction, data presentation and conclusions. The results of the study state that the
implementation of the collaboration process related to the ongoing supervision of
public services includes the scope of exchanging data and information as well as
resolving public complaints. Monitoring and evaluation of the memorandum of
understanding that was carried out by the Ombudsman of the Republic of Indonesia
then resulted in the stages of drafting a cooperation agreement with the Directorate
General of Population Civil Registration regarding the use of Population
Identification Numbers and the Inspectorate General of the Ministry of Home
Affairs concerning joint investigations related to the follow-up of the memorandum
of understanding in the form of a cooperation agreement.

Keywords: Collaborative Governance; Oversight Public Service
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