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Abstact

This research eamimes the implementation of the On The Spot [FYL OT5] report
acceptance and verification program by the OGmésadsman Bl Bengkuls Hepresentative,
whirh aima b facilitato the pubic im suhmisteng enmpiain b= related f0 public servioe, Thes
reseanch uses slesoiptive qualitative methods with data mliection tecimiques threagh
obpervation, mbarviews and domisentaion T resiarch sabjecs  omnpased che
Oiibiziman B Repeeseagarive of Benghulu a8 the sommpssanity fnasalsed jn (s paogaii,
Huwirvar, tere are still chalBenges anid obstades t implessonting this progras Less 15an
nptima offlime and onlime sooaéeation of the prograsn oz one of the main sb=tarles:
Furthermore. the namber of propde acoessiag servces under the PYL OTS program (= spMl
lowe, In elditiom, hindged Auctuatiens and limabed infrastrecture also hamper the =moots
rutming of te progros. The el showed thal oo FYL OTS program Bad b
Imgpdeimented g plinssd bt net opemally, Tha main ob=mocles a0 unclesr [ lesseerat os
schediades that depend on the central budget, limited seciaiizatios, and lmsed (aclites asd
Infrasinectoene. Rostme pvabeations ane camried oot for each acdhaty, but the appied
improvements stdl sieed impeorement In comciusion, for the FYL 0TS progrm to res mors
ellectively and efficieatly, more sipsctared schadule plannisg broader socalization, asd
prosagss of adequite Bcilities anil inlrastreEuie o0 nsalel

Hegwnind - PYL OTE, Pulthc Servece, Danbiidsnman RE

1. Introductiom

g of the fungions il-h-ﬂ EOVETIMnG §8 Dp provide bl serviees fo i peeph,
Aricle | Farsgrah (6} of Base Mamher 25 of 2009 fonce riesg Pulillc Servios eiplisss thn
e comniuraly conss b ofall partios, cifieens ancl restdesie ps indvickais, B’-I:IIIPH!I’ gt
entittes positioned as beneficlaries of pablic services. directly or indirectly  Artice 1
Paragraph (1] of Los Nember 25 of 2009 concerning Public Services explaiss that pulbic
servicos are activites or seces of activibes Inthe contost of falilling serdoe noeds by
stmubary  regulitions. for every  omines snd pestlest for guods, services, @adfor
mdmimistrative services provided by public service providers Paran, 2005 Pein &
Santosn, 2015].

The govarnsest hak carried ool varkos Genie Bnmalions © iEprove servioe
ality, both ba wtilizing veChnelogy o e Wim of gleconic services and service
Iienowarion s By ploksg vp the bl oF Jpeemiebing targes ool e, TIH sl oe insovation his
heen carriead ouf in vrious servioe aneas, necs mw popelation. administration seevces theme
i= a Padkling innovation {mebile popsiation ], which = a servioe for masang [F cards by going
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armind e oecepy specdc oowd poeinte 2 w1 birtk sorvices, namely 3 populaton
desuments at faie fee newhorms, sissdy bl cemifoats, mdy cards, and child identity
carils e pEgesi T sirvices thooe are medhils sanssl esovatons, drivedhiu sasaar and
yirtu zamsat; amel may other wervice innevabons Al eial 2024)

Quality services are often diffsoult o achieve becuse service provlders do ok
afways imderstand besw T provide i [Hl_‘;ﬂ_ili'-l-ll 2016 3], Furtsserere, acerding
1 Retmsins sl Arik [Malymean 2006, p 51, tee seocnse of dorvice delivary In Setermined
by ghe lewed of sotefocton of service recipienbz. Nurtjsqso ot ol (3013, p27] explain teat
ey pahlic servor nol ol by prooodures, mimisstrative ethics and applicable
statutoay provl shns 15 maladminksersd

Maladministration §s deflned a5 hehaber or actions sgainst the las and otbes bn o
public service adminisratios process, whick incudes ahiese of ssthodry or posizion,
negbgence in actions and decidon-making, neglect of kegal chiggations, protraced delays,
discrimimatory actines, requests for rewands. and athers that can be considered as egual w
theme mrrons (Martjahpe, et al 2003, pA). The phenomenos of maladministration has
oo aoe af Me maln cencerns in variess mgions in Indossie In Bangka Belisung, i
juibiahod in [Fabey, POZ0 5000 & Eeeshbam@rije 2019], maladminsmation was foond in
nukpsient and Egagient pdminiskragion ta the commsainity amd peaple segh dizshfsies who
were mob sereed efficienty. In this context ‘inelBdent’ refers W » condstion when:
pukpatient andl Epatient aminiztrobon = oot served quickly, precessly, and effectivaly to
thax commmiunity and people with deabdlites, consing imconverence and dizstisdetion with
liealzh servioes.

Artide 1 Paragraph (L3] of Ly Mo, 2572009 on Public Serdces =ttes that the
Ombusdsman & a state Instituton that Bas the authonty tooversee the Imﬂc-enlﬂim of
pubds mervices by the state, government, state-owned entenprises, reglonalby -owned
enterprises, stiie-pwned legal entitess, the private secor, and Edividuais whe manage
publis pireces with Femls rom 1he sbaie or regional budget, In addStos Lo ke povemnmasd
sk making wnivatinne 0 perform servioes E-povernment el i g maethsl nl'prErrllnl:
pubiis services Baf cam be amproved by uEEsing techoology and comsainication o moset
e meails and expertations of e wider commmanity, which reperes 2 tisely and aoourate
dota collectson process {Herliani & dntore. 3023; Pramauly & Bosidah, 202171 Artscle 18
Letter 15 gives the public the right w compéain abost implementers who deviaie Som
sprvice atandands or do ot imgeove serviCs e the srganizer and Dmbudman. The
Ombadaman B meceives aompliints aml répor=z Fom the public Birough vanos: sveans,
such s mewng W ghe officr, soowal meidia, telephone, email o the PYL 0TS Progressme af
represematrve offices. Submassion of reports & free of charge, and the Ombudsman. also
roceves consultatioss retated &0 pubbs servlcr ssues The Mollowing shows dat on the
iuEder of cazes hamdled by the Ombedsman Rlin 2014-2023
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Diagram 1. Sumber of Cases Hamdbed by the Ombudeman

Sourmy Besearoken, Mayp J05F

Raded im tha ilam preestad 0 Aagram 1, there = an Inereass 0 e meamber of
cases handled by the Gebudsvan HE froms 2014 o 2023 In 2023, the ceniral Ombedsman
and representative olfices deak wiah 264140 cases, and 3415 were reports oo aleged
maladministration. Panlc reporis are submested In varons ways, mcludin g by mall, directly
tix Eher o ffice, through fls PYLOTS program, WihatsAgg, coail and otwra Based on the ype
of mak deinistratsen tar oeoarred, pubic reports o Gnlrediesan B in 2023 are dividend
into aeweral pvps=s, a5 dhown in disgram 2 hobsw ;

Dimgram I, Number of Commundty Reports by Type of Malsdministration in 2023

T Aty e i 0 5
T nrysan = wm
P e L), BT E T
P 1
e e T IR
[ = i
Tale P we L3
g B
Drderwimmi R
LTl o L] a
Lamlan

Seiwred Deabudsmiom &, May 2624
In 2023, 3415 allegations of malsdminestration coourred. From the daka presested
in dhmram ¥ above. we can see the number of pubic reparts to the Ombudsman B baeed
un the tvpes of maladmesnistration in 2023 The kimds of maladsdni=ration ihat ocosr are
nnk providing servicos, probrscted delays, aid procedural irsigularites Maledmisesrason
ocverd §m alingt all regions of Indnese i, asd Henphohi = oo exeeggion, |m Beapkul, thep
are L5S inewning repurts Som the public arranged by the regencyfeiye as followes

Table 1. Receipt of Incaming Heports iron the Public

. By Regency/City in Benghule 2023
L] Esibmipeaben /loks Jumlah |
sl . |

1. | Kabigsteis Beighiils Searas IS i
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Tahle 1 above shows B2 158 Incoming reparts from the publlc were received and
nrganized by the districgfory 1s Henghulu. 3% of these reparts rewealed maladmisisiration
il b bt rosolund by o reported agencies.

The Gmbudsman Rl contimurs bo tmprove the quality of puhlir ErviceE, provent
malactministration, and expand pailic socess throogh the FYL OTS program Teas program
ik i ey Tor te public b sebomic reports and consaliibess on publie servioe sues
P¥L OTE aleni b escrcise the proaciving of recelvieg repoits asd the amownt ol puhis
poresg, This program has been iplasesed m Bengkalu singd 2019 o mach all regions,
Actrition carried  of imclude socinfing the doties of the Gmbadnan, providing
infarmating on report séiflement procederes, meceiving Srect reports, and svteg the
pubdic vo repart IF ey experience matadministrbom,

The sumber of public accessen ta the (mbudsman Bl Bepeesestntive of Henglalo
hem mnereased el alen decreaped: this acooss comes froen vasimes bypes of access und as
webeibos, zocinl media, Whatsapp, and PVL 0TS, i presested m Table 3 bolne ;

Tahbe 2: Pulblic Access to Dmbudsingn Kl Representatve of Benghuila 20222023

 lenis Ak | HE"] W23 | Jumlih
Wehsing 1 | 3 +
Medlin Susial 17 | - .
Whatsapp 25 | I ]
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™1, i The Spat 106 B 516
e ———————————————————————————t-ae — —
Sonree: dvidusman 7T Seng leelu Repressnia e, eanary 2034
Tahle & abgve shows shat of the several types of acoess that the communsty om
reach, PUVL TS = the most significant. This proves that e 2022 and 1023, there was more
pubdic access. and the public was more interested in PYL 0TS, whose ssrvices cam he
accessed disootly on e spof. In this case, the place in question & e PVL 0TS servioe
ouflegs cpsernend by e Chenbgnlssesn in prederermined pRaces quch gs dischizoapil, markens,
and Bke Public Sivce Mall [ PP
Simoe 2014, the seciilizaton of PYLOTS has only Been through socal medis becvase
there 15 no hedget from PYL 0TS o comcducy sncial ation. This socalzation amivity 15 still
carfled out even teongh PVL OTS has been implemantd foe a bosg tme; this & becanse
there ade acill many peopie who do nor undersiand e role ond Rescos of the
Ombnsfsman. so this aso cveses fow pubdic perticpmtion. and scoms o the Ombapdyman,
Furthermore, helow is presented data regardmg the bodger for tse (n The Spot Heport
Racepaion and ¥Yerdficatan Program (PVL OT%] at the Dmbasdsman B Bepressnimeive of
Bepghulu and its realizatson for 20212023 as follows

Tahd % PV OFS Hudger
[ Tatum | Anggaran Rialisasi

HE1 | RpA? 050,000 | EpA7 050000 |

2022 | Ry 19,984,000 | Rp19.984.000 |

ozl :uaq.unu.miﬁu:,mmu |
|

Semree | Ombudsron B June 2024

From the data presensed in Fahle 3 above, it can be seen that there are Slerences in
tie hedget each pear. This muses FVL OTS noteo he leld neore nften wizh the same schedulo
vvery year and cannat mesch many place= far fom Besghulo Cay. The budget is the budget
given by the central Dmbodesmas BL which dn tsen dizieEansd 0 the (mbodesman 1
Fepresentative of Bengkulu ko this case, the budpel hios an Enporant male becauss e bl
sxe and number of YL 0TS acthaties are determaned by howe much budget 1= given. The
budget is then weed for the operatioeal cost component boik i tse oy amd outide the oy
Thi cos of PYL OT5 in the city ingludes banness, transport within e oxy, asd daily
i Benii giice WPV, DTS 12 casriid ot oF s CTham B haire while Fontzile the oiry, e a0
miklitional costs ©r trassportation oalsice the oy, Indgme and caily allowanee. Thendore
ther hudps ix nne of the Emportant comgonest e in the implementagion of PYLOTS

This research contribntes o the public adminsiration Beerature by highlighting tae
dynamics ks the lmpleesessntion of peblic service programs, partiodassy in relasion o e
managesnt ssd implementation of prograies that nvedne vafeus paties. Thes mesearch
abio adds Insighr inie howe Goma confleialivg palicies affect traisparecy and comisanivy
participntion in puble serviee grogessd. Inoaddicon, this seseardh develaps o qualitaciv
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rescardh modal that 15 relovist dor pubsic adminestration stodies, particnlaely tn tee contest
uf snsetlve dith mansgement and overskaha By state insdtutkens such as the dmbudsnan o
ensube accounraEalivy ssd guislny of gahlic serdoes.

The implementrion of the O The Spot Report Acceptance and Verification Programs
[PYL 0153 can be amalysed  through  the dour main aspecs  desodbed in policy
implementazion theory, cspecially these proposed by Baame Mugroho, namely socalisisen,
Manndeg, implementation, anil evaluation. 5o in r, elattion to peblic adminstration Seory.
Diferent Trom the policy implemeniatom pub foewesed by Dirgantar, Prmmohe, &
Moszhamean, (20231 Bdward 11 in Edward 11I's pobey imglementation theory mmarch
whith skates that dispeestion I= on mportant puiss inogthe ascoess of 3 public pdicy
impiementation Ths program = cae of Ombmdsman El's innoratoms in getteag cleser o the
comanunity. By brsgeng complaint serdces drectly o strategic lemtions, this program s
cupaictind o ovesioine acocsailibey cansraiits teat are ofneh Bioed Iy i Doy
eapecially Mose whas Bve 1 reanome areas of have Bmited isshilitg, However, e
effectiveness of this program m highly depesclent om it oplima? smplementatzon, Therlore
this shudy alma bn examine the extont fn owhich Be PYL 0TS program has schiesd it
nbjectsves, sdentify the cosstraimts boed, ond provide recommendations (or Improvement
especially = Henglelo Province.

There b an emplrice gop b e lerapare regarding the effectlvenses of programs
such as PVL OTS = bridgesg the access gap bevwoon the pelblic and admisstarive
insrrutioes, Presjoss silies have mosgly discussed che sheoretical aspeots of pablic pervlos
defivery, but not masy have forussl en the eperatmnnl i=ses Seed by gpecific programs
such as PYLOTS. Besearch conduced by Kadek, e all Prabaseais (3024 1., this ressarch has 2
fotus on service acoouniaisdity, while the research comducied by reseandhers has a foces on
e implemzreation of tke FYL OT program. Hesearch by Seifi etal. {2023), the Ombudsman
cotsductind 4 servey of complance with pebilic service standards. The survey shows that dee
Denpasar FUPH Offior §s in the green zone signalling Bagh mmplance with servioe
standards. Stdy Muhammend a8 al. [2023], commesiciien babwess e Ombudsman and
L iz 2 st imeffective. resulting in bew peblic awareness ol the Ombudsman's existesce
anil reporbng procedures. DSoltes poede practical challenges related b bodgeting
schedialing, and sooialization that afiect the successiul implementation of the program: This
g e e g M1 o8 g Eap b evaliafingg the prag e s o rfermssoe and peci®ng insipghae
intn how these chalenges an be swermope, This reseprch speciically aralyies the
Impiementation of the program based on four main ospects; sodalizstion, pheming.
impfementagion, and evakation. The miplesestabon of the Prograssme for Beceiveng and
Wi O Thar Spot Reports [PYL 0T 5] i cnscial to addeessing the probdems faced in this
phensinensi. The programn dins o (et pubie cose o s Ombadsiwn B and
mperow i gEality of pilifc seres Howessr, wWiksss oBstacka such as asdles
Impdemencation soledele:, Bmined socalizagion, aond limited Isfredinanene hamper Be
elfectvepess [lrarar, 022

Hased om ibe problems described above, researchers are mierested = condectiag
resmrch an the * Implementation of the On The Spot Beport Receipt and  ¥erfiation
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Friogram [P¥L OTEY by the Indonegian Ombudsman, Besginubs Provnce Hepresentafive
O ™.

L Metheds

in thés study, researchers w=sed 3 gualitntive metbod with a descripaive approach
‘Through this desorgiive quaistative research approace, researchers sought to descrbe and
provide an overview o the implementtion process of the PVL OT5 program by the
Demhudsmmm Bl Bepresen e of Hengkula, (44]

The resparch wssl Berfiani & Antorn, (2025 et all, (202 1) o research method weth a
desiriptive qualitstree approsch, This ressand vees 3 descriptive appreach, wherein the
researcher iries tn provde 3 clear picteres in acoonfance with the focus and phenomena
stodied in the feld. This research fecused an the Imglemergation of PYL 078 by the
Dy i ol s o L e caive: of Bengkuilu, with reseaneli inSsrmnsis b lig e Pargacive
SampiEng techsige, The papulation in 1885 eoudy wore all parties related g0 the FYVL 0TS
program af the Sedndaman Bl Bepresestative of Bengkuluy Provipge. The sasple ased in
thiz study romsisiod of 4 infonmapés, whach inchaded 1 Head of the FYL Azsistantship of the
Dmbudsman Bl Hepressntative of Beaghubs Frovinoe, 1 secretarial representmtive, 2 PYL
TS programmme outlet officers, and 1 representative from tee agemcy where the
progiasnme was implemes el Although the sl plas was o Invoke 5§ geopl who
participasced in the PYL OTS pragrany, due oo reasers of oonfidestialiy of the reporter’s
iata fhe Oeyhodessas B Hepreseniagive coubl e provide this infarmatic, g there were
anly 4 informants in thes udy.

The datn collecton  techesques usmsd wers Inteneews  observaton and
doumeatation. in tls sudy, researckers used Inberacive datl analyses technlgaes
proposed by Milas s Heberman (15923, which consisted o data redectios, data
presontation, and conclssion drawing.

3. Hesulls and disoassion

The mnplementabon provess of PYL OTS in s shigly Is anahanl and dewzvbed jising
the stages of implementation according tn Biant Mugrohe and elaborated with ke PYL OTS
Flow, There are 5 =tapes Sat will b discussed a5 sub-aspects, nomely pre-implementation,
which indudes actwties o prepare acthaty plans coordination befweeen metibubions and
socialization of activites: [inglemseniatios, which i e stage of bjilemos Gng actidies bn
Ehie Seh®; amil post-wnplomestatsn, naonely evabaacion after the program & enplementid,
Bimid an the vedults of pesesrch tian Bas Bdeii coii@ecned |8 fhe Rell the researckesy
concledes that tse PYL OTS Implementation process by the OGmbudssas Bl Representative
of Bengxuli has Been camied out according to plan hut sl experiences van oes ohstades, so
115 implessestation 1s not optimal. This & based on seweral findisgs obtained by researchers
Im the ressparch prociss. |8 several stages of tee implamentazion of FYL OTS, there are sl
seversl things tsar Esonese ohstacliz and obsaches That seed oo e Eproved
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1.1 Pre Insplementation
Proparing & program mplessestnton plan § very Emportant o ensure o program's
sucoess. Thes activity involws sysmematsc steps o design the strabegies, @etcs, and
resources Beedend m ackievo tw desired goals and owtoames 16 thie mstess of PYL 0TS, e
implonientation plas i prepared befose the program s emplomentad @& the feld. i
prepasimg the impementacion plai cthe researcher inervlavwed oiie of B iormants, G5
[#2 years ofd | who stated

“Fefore godg to dhe fiskd 2nd coerving oot PEL 0TS we i bold o mesting. The
WY GRS LEnPTEs SUE 6 i aotanty foootior, sohedele, mngets ond outhet
afficars The decisinnswacking process & hoodlad Joremally, lmmivag ondy che SYVL
assnmeship " [G5, 42, Seplomlsr 25, 2024),

Purimg 15 planmeng meeting, the Ombudsman B Representdive Ofice of Berghula
Prowlnece  discussed seweral aspecis, indwding the nwmber of acbwidy looions
implementation scheduls. mrget participation in consultations, reporms mecsived, amd dye
olfiers iwsigned o the FVL OTS outlers, A s sage, the Hanisag of PYL GT5 ouglel
bocagbon s nedy deterssines which cites amd regencess will be visited In contrer, the exaei
nlerment of the oetlelx ik docklml doger tn the impfementation date. Simdarly, e
implementation schedule: is onéy planned within o speoafic monti, with the precse date
finalized just bifore execution. The annual mrget & set hased o tho Operational Activity
Laidefises (PORY Dssued by the central Dinbisfaman B sach sear. This wiget apples 1o al
doorss Chasneds, (cludieg disect vises o the office, websin, amail, phone, ssd te FYLOTS
ETHECE 7

From the rosules of e pesearch, it B knovwin that the Bengleslu. Bepresestative of
Indonesian Gmhmlessan carriod cal quite mature planning belere implementimg YL OTS in
the flekd. This cam be seen rom the sxistence of intermal meetngs o discuss various aspects
redabed b tho program imolnsentatien plan. Howewer, In tha rescarch prodess: e
ressearcla Sound that the PYLOTS imphementation schedule plan was not dscissed cleardy
amtl gmodically dsning the preparation of the implemestation plan, This will, of e, be
interrelated. = the nest =tape, aomedy the implerzentation of activities, Faribermore, the
prepamation of the implamenmsion plan wdl be disoessed further as ollows @

a. Locatinm

Hared om the rewdis of e neearch that bas been onducted, 1§ ix kmnvn that in
plannirg the location for the implementsion of YL 0TS, the (hmbaxlsman El
Representative {ffice of Bengkuly bas smplemenied a somewhat effectie strotege. The
main prioriy in deermiiieg this oomties & afsrdabiline esd sccessib@ig for the
poiEsainity, PYL 0TS hias B Dmpiesscntoed o alines o8 egescies amd cilies in e
Bengkulin Repredenraive (6T of the Indesecisn OmbueSzmam  workisg area. The
Irsfcmrnsim Db wman corefully selected the locatinn Ter impfementing PYL 0TS im placoy
frequently wsited by the puble, such as traditional markets and Pablic Serace Malls
|MFF). Hegarding the planning of FUL OTE program. locatens by the Ombudsman BRI
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Representative OFioe of Besgionly Pravinee, the researchor ohtabned fnrsabon fross e
af the infermsisns. G5 [42 yvears cid) sated:

"For phe loperiew, we consider wiind oveod bid ool wee Besn coveral e’ acbeduin
prtviter thery, Almost off ber ol regescory hove bars covered,. Boweever, decming
wiers fo ot up the opthet iz vmunify based' on ploves where sy peopils gotfer, and Hie
wet Mot 15 dedermined defirw boplemestntior, So dvcing the phovndag shige. we
oy decide which oty or regesge W fost the 0TS Goveroeoest mstibsdons wibl hipd
public troffic, sach as Palrdc Servive Malls (MPPL are prefesnnd bivasss mar peaple
NOW O00CREE servinel Cilere Thengfors, wad Pieguentle condusr PYL OTS af MPP
Aaitiovally we afim dodd PV 0TS of saerkens oangd opber padilc Inspon choes winl A
e o e, " (G5 42, Sepretmbs e 26, 2024,

fazed oo the information ebéained from one of Bse inforrsngs aboee, i 15 known thai
I ring =ervices doser to the commussity, the OmSudsman Rl Representative of Banghule
Prowince Bas moutinely held services in the FVYL OTS program i ‘wmious regions. The
niiske aid catnes of PYL DTS prograss cch yesr depend on the bedget allooaed by
it contral Oeshodsisas A o che (eshudsigas RI Roprosentative OMice of Eeghiile
Provines, This was conveyed by an inforsant, G5 (42 vears old], whi @amed |

“The s nf PFL OTS netivitier conadlusfad annopily depenidy on e badpet pressrdad
bbb el i For axnmpie, the badlged eliscates! S PV 0TS i 30 milfion rupishs
For three sewions mice (F rarches Hhe regronnl’ afice fo that cose. we e rrossess ang
extend & to fve secslogs. This i berasee e stondard cost estimode proaden by che
cer b office are often fipher than the octunl expenses dn Fenphonka 5o, dased o thod
we om adier ond redierfiete the auiiler of oorivichs gocondiagl T G543,
Eeemiher 16, 2024]

Frani tie (e inatics providid by e sdarmant abowe, 10 evident Bar e ik
sl Incabomy ol FYL 0TS propgrass ondeded each year Bagely depend on the annod
budget aocstion fresn the cestral Ombudsmaa Bl bo 535 regional representabve offioes. The
nuinber of places where PYL OTS &5 Implemented varies each vear and s islluenced by dse
hudgevaailabality from the Central Indonesian Dmbodsman. The badget provded by the
center Is the main Ecor In dstermining the mumksr of PYL 0TS smplementation incailons.
This whonws the smportance oF hiving adequate resmoroes awailable o suppoct PYL OTS,

b Executinn tims
Frogram implementation time 1 one of the orecisl mpeds of program planning ans
Implementaion. Informant G5 {42 years ofd] stafed:

“Theimplemenurion schedale we disoessed anly covers tee months the progras Wil
take place. For example, this year, we plan te bold 2 in March, May, asd Juby
Hirweewar, the exacl dases are not eed and may change depending on e shsaton.”
45,04 2, December 24, 2024,
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Hagid on the firmabon presdded by the informant, IE s evident that ar s stoge, the
Il st vn scleduk is anly determined in e of the moesth, sl the oot dabes
rermain Mexible asd sultfeor e change ased i droenstanoes. The research resuing shoay
umcermainty in determining the specfic mming of ke implementation of PYL 0TS
Informanss staced that the period for program splesentbon was determined only at the
matithly level wihout amy more detatled schedaling, Uncemmnty  regancding e
Implamentmiion Ume cam potentally confsie the communiny. TR com alse hisder artrve
rommunEy muticipation in PYL 0TS

.. Target

The target referrl W in flw PYL OTS prograen (5 the I]'.IJI'I["]'E] wamber of rejens
wperted 1 he recolved |8 impfementing the FVL OTS prsgram. Basad on the sudy's
resuli=. it is known thot thes arget 15 ghven by the cestral Indonsstan Ombedsmom seery
year to the Beagicdy Represemtative of the Indenesiin Dinbudsman as & performance
roference. To achlewe the set targer, the Henpkulu Representtive of the Indomeszan
Dmbudernan thes diides the mrget b several activites et will be arded ot
sl B vear,
Thves was conveved by cne of e informants, G5 (42 vearsold), who stated

“The farpet i Wple contend rafre oo the momier of cosmadotéons ond rrpoees recadied v
part of the program's qchievemenis Tppiesliy, the cantral Smbudsman seis che maman!
tanpet. Kisce che torget & defermineg every pear, He dmbudsman /) Ropresemiache
Office will dhvade & dony svernl aerkaties conduted thoaghonrt the pear ® 15042,
September 35, 2024]

Tie gaim lerther Unsight finm the tergets and Chadr achisvesents, the mesdarce
cosducid anoiser i wits slormant G5 (42 years old ], wha srated;

T 2023, aur tesger far Comiuunity Reparts [Taperan Masperakad/LM] was 150: for
ponsuitrhions, & wes aw IFL The octoel ochievemerty inclien’ 152 LM, 4 BOG omd
25 ronsplpmtinns 5o, the letnl nuwmber of reparts reached was P56, declhuliog B0 SO0
sty for Ombasdssas Bapid Ressosse (Bespon Cepot Smbudsmin ), which refers b
urgenit repevts such as horpibar’ sendces ond nese shidend admisions (FROFE Thene ore
leees reiofed o the rght o life or Gmesenaitie modters Me PRDEC [0SR,
Dvcrmnber 18, 2024

Baged o the intervews, 10 evhiest than in 2023, e Qisbudaisan BF Represeniitive
O of Bengheil Provieoe ser @ canger of 1530 Comenuniy Repors (LM) asd 150
conseftntens. with adual adderemenss surpass=ng the twpet in severad aspects. This
target Is 4 benchmark for the success of FYL UTS in cslleciing commumity aspirations
regardieg public sermces. Thus, achdeving this perfonzance wmrget s one of the indicatars
of the mwcess of PYL UTS In 2023, the Hengkuln Bepresengative of the Indomesan
Dmbui=man bhas 150 Comsmunity Repart [LM] torpets and 150 coraultatione This arget s
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tha total target thot & cxpectod to Be met in 20243, and the target of FVL @15 1g nnt
explicitly determingl:
. Duales HTecer

1n e results of the ressarch thal his bees conducted, it is kown that the managenent
of the PYL 015 owilet is direclly Bandbed by o team from the Assisantship for Reoeiving
sed Verifyimg Reparss [PVL) of the Indenesiam Ombudsmas Hepresentative Office of
Hengkulu Frosmnce, This shasws that the PVL assistamesip hzs a central role i the PVLOTS
in the Behl, Bowewer, members of otbor assigtantships cas alos ke invobyed and prticipabe
in irplemepting PVL 0TS in the field, This was conveyed By ape of the infermasts, Bl (52
wors okl who skakod;

Tha offieers s ned [0 mnage the FYL 0TS sutles s the et are omaliy from che PEL
oesstanrrhie Thmoalbe & (5 himoYod by My Mook, Mo Masds, ond Mr Guse as o ceam of
three however, £ & oise possthle for cibers fo join I chey are ingrested. However, those
officially reguirad to be on cucy at te PYL OTY sadleds are from che L assistmsiship.”
IEL22 Septembor 26 2024).

Boded o thi ITori o grovased by the lifoerasnl, B & evident tiat the Asslamnship
it by Baslles the managesent of FYL 0TS ourkess for B pors Begeipn and Verifoation
(P¥LY Howayer, periicipation from other memiers is afso possible (F they wish fo
oo bate,

1. Inter-institutional Coordins thon

From the research that has been conducted. researdyers have obtained several Bnidiegs
reganling coordinaton bepween instmutions In P¥L DTS, bn carrying cut coordination
Tt [ESTInITEORS AT & locataes Ehar is hecaming te locatios S the Implesanmmtion of
PYLOTS Tor e Tires Pem, IE i85 Enoswns Thiag The lndosssas Dmbud e Popreson e
lice in Beaghosln crmilucsed a dicect visit This vesib woes sarried o s o step Foe direct
review, providisg o deeper snderstanding of FYLGTS to reloted parties md buildieg good
redatianslike. During this vie, the Besgiube Hopresentative of the Indonesian Oeshclsrsan
adso provided & ke thal costaiined the schedube for the implumentatdon of PYLOTS &t the
Iocst b

The researeher oondactiod 6 | Rnerview wirl inforsant GF {43 years old], wihe sated)

eardinniwwe with instibcdionyg ie sveamf) done bewisibing the ogercey nrlaceiors whare
w il dn impdesnan e di FEL GTS program. We shoaly! iy fo s aem 4 o incocing iy
mdsele Femginnfu Cick Tl Ombudsman reod's do expdmir Ehe FYL 0TS oeblet in porawn
However, (fHe aren has niverdy been ased for OV 0TS i e post. romatimes we onjy
CORIICT e Ly phone Jn This sads, ue ol send o karger ard ol M sehaduie e the
PVL GTS oplimvennation " [G5,42, Sepramser 26, 2024].

Imlormant I8 (53 years old). represasting tho Insteuson where the FYL OT3 program
s bald, wated:
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“la 2024 rhe mhudesaan et op @ FYL OTS oariet We pravidad ow ompte fodie for che
viiar Bafed He evedd iy med wich IPMPTEP for cosroinenion, and o Ter wis abio
prouhfed " DA ST, Deceinbse 24, 2024].

The conrdlipakion bebween instulzony covary asgmcts such as the activity schedul, the
loaton of the PVL TS oulled. and the necemsary facibdie and infrastrochure meagquired by
the Oedvuilsnean B Representstive Office of Bemgkalo 2% the locabon, Furtbermore, e
Indonesian Dmbudsman =ually only menimeees by tdephons @ places that hawve
previously Been used as PVL OTE implementarion locations, Tis shows that the Benghule
Erprisengative (e of the |sdomesizn Oeshodssss B good relatbess with sedamad
REQECRES of eTios. a7 URa Jocalien S0 el comesanicatEsn can b carrhiad o e
oMcismtly,

2, Socialietion

The Benghkaln Representative oe of te lnlosesias Cmbiudsssan condoctad v
meethadls of sodalizing the PYL 0TS program: oaline and offline. Galine seclalizakion
iwolves sharing Information throsgh socal media pasforms like. Insagam and
Fatebeok To gather more infermation abreat the seciabzaton of the FYL OT% progren,
the roseare her vterviewad Infarmast L8[ 42 vears old |, whe stared:

"W iy eomdenc sochiisr fom anfise Sece the VL TN progiam starfed (e 2879, Ir
Has ol Eded soctinhEind anfie by apeeading e abaid e apeslng & i AL
0TS geilet. This & shared o Dhe GfTee's snca medar o snmedime? o the fariation’s
eowcil mradin Foweser, bost peae b0 202T we als murmed oot off B sochelizo o
throgh an soefintye coled Yaormnng Acoess tr Camplaints ™ (G5F42, Septembeer 26,
2024}

There are several parties ivwolved in comfoczing online P¥L OTS programs
socialzatioe This infersation was provided By one of e indrmants, G542 years ol
Wil sail

There are s that many paris Evobved o online socialization. 105 just us from dhe
¥l sssistanon and the office’s socal mnds managers Sometimes, the instatugion
where we carmy ol the FUL OT5 is alse involved, sspedalby i they have anoil media:
Hey asually bel p share the snfrmation as well’ (G574 2. September 36, 20347

Goupdectang offlipe  soriakeabon, the Bmbudsman of she Repubdic of Indomeas
Bengiula PFrovimce Repressniative invnlves several partbes One imlormans, 035042 years obd,
maanzianed:

“For offese socolization, cer ofie myohees the PYL Assistance. =ocial mesis
managers, aml ofher assismants like ha preventson assstant th ssiscant for tae
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Lebong Districe Governesent, the Amen Sk Sichrict (e, and the commusity o the
et audienee, I 2023, wa invined 150 poogle, reprosentatves Mrom each villige in
A Sul-disnrss, Lebong Regesey™ (G542, Sepremmbir 35, 2024].

From the infermption provided by informasd G5, 8 153 kmowen BRat e Ombacliman
(isvidves regirmsen lnbives frem Shisr affioe, leeal gurernment. the Amen Sub-districk GMice, and
ixmmmunity representatives from mch wlage in Amen Sub-dignct, Lebong Repemcy, for
ndline secalization. Tais offine socalzation & meduded only unce a year, As stated by
G54T pears abd

© This romplaint qocess erfarcemest ooty i hebd omce @ poar. 1 smrted fost yenr. oa
Wiwember 22, 2023, aof the Aimes Sub-dirrier Gifice, Laliosy” (G542 Sepremhar 26,
2024],

Baserl on the informatids above, B B R Ban ofline socializathos o comglaar
preees enBancarsnd is held amly omce g vear, i 202300 ocourmed on November 22 51 s
Amen Sub-ciskrict Oifce, Lebong Begency. Howeyer: this metbod was Bmited becasse niot all
peaple hiove aooess bo commenicateon devices and the intemet, and it was mainly shared
through the Gmbudsmaz's channels, Cellaberaton with oter widey accessed platforms in
Bengrula & recommended o imperese owtreach. Additionally, the Ombedsman should
inbredece the institetion (bseld Before atarging FVLL 0TS sodalzabes, Ofline secializakion
mimed ot meressing tomplaint acers was mpducted throsgh evemts like edumtion aboul
malmlmirestration and reportieg procedures, In 2023, offline soaalizition oowrred cnly
omce, limiting publc meraction with the Ombodsmare The infrequest socialication and
reliance om bedpet availbdlity created information gaps between comman) bes

In the predmplementation stage, e interdews shimeed that data conlidensiality was a
harrir w public participation. Ths i in Ine wits the ndngs in the mroduction, which
stamied that the Oeshidseeas Rl hinctiois o averses public soroes did secelve reparts and
omplamts fom the public through vamous channels. Secondary data shows that Ecoming
reports frem the public combnoe to inorease, hut limeed socalization is o ASgnificant nh=tacle
Interviews mnfirmed that this lmmited socialzation hampered people's access o infermation
ahout the program, The pre-implementasion stage, which = essentlally an activity to prepare
and insroduce the programme, |5 an @mporsant sage 0 achieving the cbjectives of the FYL
OTA prograumme due to indicastions of pehisc greorasee abont the exisbence of the Dmbsscdsiman
anil teat pabadmimistrssion cin he seperted. PYLOTS beeame an endirect sducagineal medinm
nbout the existensce md Tunction of the (hméadsman,

3. L Implementation

The Ombadsman Hegresentasive (ffice = Beagholn City el that ity presesos |y
willfioest b accommmodste and follow wp on peblic reports, with YL 0TS as o Nexible
supiple miestary sctvny. PYLOTS is corrdinated bheforeband v determims the outder lncation,
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schodale, amd nther necessary detads, followed by anline and effing sciakization b the
coommunl . In 2023, PYL OTS was Eedd oncd ab B0 A District OMoe in lebong, Tée
program includes proeldng censelation seivices and receiving el verlying ropors. The
fatities are adapied 0 the location, with costs regulated by Seroce Mot Bumber
APV A 20LT. By 2023 there were 320 acoesses fo FVL OTS and 16D B
2024, Implemen ting the FYL 0TS program im the fiedhs &= 2 shared responsibdity among all tee
neesme aficers. Thiswas stated by one of the informants, E|y32 vears obd, whs said:

For the mie PVL OTE progrom. fhe perant e chivge remais the Band of PFL
Asgharce wiho a0 i sages ohe sofedels; Incorion, and codvdirtion. Rlowevsr, e
drtgeham e tapian b o TN @ ataead nespanaihiliy aro o eem aasined S dar
iy (G4, Seprom b 26, 2024],

An implemsen tabos plam will st be developed before the PYL OTS progras s carmed ool
o the ground Thee PYL OTS progrom is implemented by sesting up complaing bootés or
comnters at plansed Incabons Implementing the PYL OTS program = the field is 2 shaned
respankibiling ssnong ol the oa-site oficers. Tl wis stasied Ty one of e infornants, E[/32
years oil, who saad:

Far the e VL OTX program, e perssw (n change remaims the Read of #VL
Arsirinrees who ol mosnges e weckels loopbor, o coosdfardion, Boweer, the
gt pridnbanr v fhy Sedd f @ sared reponsibility amonm S toem oxsgned’ Jor ghat
doy” {6542, September 36, 2034}

Arimplemesgation plan will firet be deseloped before the PV OTS progrem is carded
ot on the ground The P¥LOTS pregram s mplemented by sesting up comiplaint haotasor
coenters @ planned lecations The procedures for consultaton and reporting fobow the
Deceee of the Chairman ol the Oeshudsisan of the Republie of Indenesis Number 244 of 2030,
chisieng ey 15 service. Howover, the il schedale T PYL OTS implaisnlation
hidered communsy partidpabon. It showed o fack of torough planeag potentally
affecting te program’s efectiveness and pablic perception of the Omrsdsean's commitmest
o providing  pood senvice This made achieviog the goal of Increasing  commeanity
particpateon in Ombodsman servces more challenging.

At the Imgéementation slge, the interviess mentoned the unclear schedule or
irmgplemenging PYL 0TS, whach made it Eficul for the commsanity to participate, This reffocts
sevirelary clata that shows schedale uncertvmty relmted e the cengral bodiget, which Binders
scoesshal implementation. Table 2 im the docament indicges thot the number of commanity
access in PYL OT% iz increasing but the wnrertainty of the schedule hinders their
participation. Dlise socidieaien, which was only comsfurted eace in D02H, ko exacerhated
this prabilen.

AL this | plsesin anlom stage, thie PYL OTS cosqribissed the snst repertess compared m
akher reportag s such as websites and ol media or evsen dicec omplami: b e
(imbsclsman's nffice. The high kreel of reporting may indicate thid more and mose poople aoe
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famiar with the Ombsdaman, or indeod, many penple aro exporoncing alsdednstraton
Eut at Eeast FYL OTS has hisn several complainis, which can be imterpromed as & resad of
peodikss b gahlic sorvices il Bas becoie e bl e Ior future policyinaking.

1. IFost | insplemeniation

Tl linal scage in the FEL OTS nglemsentation progess is post-lngpdnsntation. In tho
ot of P¥L 0TS, the post-mplementataon sige is fecoesd an emlusdion activties This
evalsation is conducted imternally by the PVL Assistantship afier sach implementation of the
FVL OTS. In thi= evalmation» ressew v corried oot on the endre program imglementation
giies. The P¥L seaim will irl.il_'ﬂi thie dlata that Beas bdon collecied, s &= chi saimber of
rojorts revoived, et oovsrvements, and ehiticks faced during e st

T nhtals mare Eforeation shout this stege, the researdner conducted an Dnteriew wik
afa ol thi bnlo senaies, G542 years o, who o

For the feal stage, we sealual, mf morioe. This emluation & dbcised apein,
ARy the aalbavamere of e FUL sepivici ond G o a7 Aowe Been anar,
ffentifring e clealmpoes oo fmding soletions do doproee o doplemestatior of FFL
0N the fucsre In this aooielly, we ook imusder the PYL Asslztance, and @ report wiil be
e tn ke sebeniited to dhe Hoouf af the Roprasemiochee " (GS/42, Septoenhier 26, 2024

Basedoun the interview with the Informant, i s known tha the PYL 075 progrm s
vl tind By e s senan of tha Regablic of Indonsska Beeghuule Provinee Reprosea @rive
by reviewing the results of the YL OFTS activities. In this case, tee rescarcher interdewed one
ufl the inform=isds fo slew iy Be challenges brpically discessed dsring Ehe revieas ol activity
resy Infnrmang G3043 veary o, s ;

For ue bhe ovale Emer are the budpet, widch coodd be ivcrensen Fecouee e Soope
covmes fram the condrad gevernment. Then. foclines ofso fecome a chellenge. We coofd
Aol the event a2 the agengy oo dn spaces with sqlfickent fociitle. We fave posinile
rables for the booth, But &t Nt arry by bring them osfside of Senglaly iy * (G542,
Septembr 26, POEE]

The resalis Ejlu this roewlew will e compiled 2o ai amivity rdpedt, wisich will thes be
anthwnigied to thir Higad of the Gmbudssan B Ropresontating Do in Henghulu Frovscn, The
suslEtion resles are o compded into & cienprohencye repor, Thid seposT GOBTdine 3
sqimmary of the Bndings dering the svaluaton process, imcluding achevemenits, obstacles.
and recommendations for improvemest. This evalumion reportis an impomant consideration
far 12 kadership ol the Hengkuly Representabive of the Indanesian (hebudsman in makisg
decsnns regard kg the developeseat of FVL OFS in the future

After emplementation, svalsations are conducted intemally by the YL Assistantship
team, and inserview resalts shes that ahbosgh there are reguiar evaluations, 1&e
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Iregronvense et implomnentod are still mot cetimal. This & relevant to tho secondary dota that
shiws budger Suctuations sffeoing the alftivess of progras impbamenitation. Takle 3
lisdicotes thar there ase Meetsarssns o the Bedger, whick Enpans e Emivad Selinkes and
infrastrectare availhbie  Ingernal emluston mosg be followed e more  substanizl
Imeproverse pas ik achleve the program ohjectves opimally,

Eralustion s mndusted after the PYL OTS smplementabon will copsbler whisher tae
progmam will be contimued for the coming year. On the one haml, PYL OTS @in capture more
complambs tham nther aceess paints. but snme shetacdes hinder s implementatinn. At beast
that is what happensd s Benghulu. As FY¥L OTS is 8 national programs, evaliatgon also needs
0 B chietns by iy s | sl emseninatios i othe © rogions o tear i can b an inpet for e
CefileT B0 ke aclinn,

4. Comclusion

Based on Gl analysis cenducced by e researcher, it can be condisded that the
Benplemientaraon of O The Spet FYL OTS by Ombisf3sman Bl Benghels Reprosemalive bas
Doy @ seriad] ool B0 CenR@ing B0 s Bt no ogri iy e T warEsie oheracbes The uneegainry
af the implementasion schedole, which depends on the central bodget has led o loaw
communlty participation The socialization of the program is still imited, witk the dominance
of aaline media asd the lock of cfline focilzetion, so idfnrmaton e lews widespread. In
wddizion, lesdted infeastructure B oan ofmtache o secwice delivery. Postnsgdementatins
evalmations are condwcted after esch actwlny, et impeevements stll nead @ be made. To
optimize the program. it 13 necessary o plan o more strecured nrh_cdul:.rmud the reach off
socimidion ond provede adegpeate fadlitics md Efrstrocbere =0 that services amne more
effecaive and efficent in mesting communiby nesds
Insplication

ThesrercaSy, 185 fesedrch sren@bens e Cheory of bl peliay’ Impleimsamion
propumed by Eipnt Nugroho, which empbasices thag the sucoess of o program (= strongly
infhisniosd By secilization, planning, implementation, and evaluaton, Ie addidion, s
research adds @ pewe perspective i housing policy stedies by sbowing that Bse involvement of
lcal gowvermim ents b pragran lisplementation (s signifcast, especially in the beneficiary data
verificaion srage. T isdings akuo conllies char e effectivendss of Basting policy s not pedy
doterissod by technical dipoots el as e svailahilicy of funds and Buoildisg maeriak bt
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