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ABSTRAKSI

Skripsi ini disusun oleh Rolanda Devasia Stevani, 18031000119, Administrasi
Publik, Fakultas IImu Sosial dan Ilmu Politik, Universitas Merdeka Malang.
Penyusunan skripsi mendapat bimbingan dari Dosen Pembimbing | yaitu Catur
Wahyudi dan Dosen Pembimbing Il yaitu Titot Edy Suroso. Skripsi ini berjudul
PENGELOLAAN PENGADUAN MASYARAKAT (Studi Implementasi Kebijakan
di Puskesmas Pandanwangi Kecamatan Blimbing Berdasarkan Permenkes Nomor 13
Tahun 2017 Tentang Penanganan Pengaduan Terpadu di Lingkungan Kesehatan).

Kesehatan memegang peranan penting dalam upaya peningkatan kualitas
sumber daya manusia. Dengan tubuh yang sehat, dapat membantu setiap orang
melakukan berbagai jenis pekerjaan dan aktivitas dengan mudah. Puskesmas memiliki
fungsi sebagai pusat penggerak pusat pemberdayaan masyarakat, pusat pelayanan
kesehatan strata pertama meliputi pelayanan kesehatan perorangan (private goods) dan
pelayanan kesehatan masyarakat (public goods). Pengaduan masyarakat merupakan
aspek penting dalam pelayanan publik termasuk puskesmas. Namun pada
kenyataannya terdapat penghambat dalam pelaksanannya apabila masyarakat masih
merasa puskesmas kurang dalam pemberian feedback kepada masyarakat.

Penelitian ini bertujuan untuk menggambarkan Pengelolaan Pengaduan
Masyarakat di Puskesmas Pandanwangi dan untuk menggambarkan faktor pendukung
dan faktor penghambat, Pengelolaan Pengaduan Masyarakat di Puskesmas
Pandanwangi. Penelitian ini mempunyai kegunaan sebagai manfaat Teoritis Akademik
dan manfaat Praktis.

Jenis Penelitian ini menggunakan penelitian kualitatif dengan pendekatan
analisis deskriptif. Fokus penelitian berasal dari sumber yang diteliti dan dari data yang
diperoleh. Informan adalah seseorang yang memahami tentang permasalahan yang
dialami dan dapat memberikan sebuah informasi dalam proses penelitian dan penelitian
ini menggunakan teknik Purposive Sampling. Teknik pengumpulan data dilakukan
dengan Interview (Wawancara), Observasi, dan Dokumentasi. Teknik analisis data
dalam penelitian menggunakan siklus komponen — komponen analisa data kualitatif.
Lokasi penelitian bertempat di Puskesmas Pandanwangi Kecamatan Blimbing Kota
Malang.

Kesimpulan dari penelitian ini adalah Pengelolaan Pengaduan Masyarakat di
Puskesmas Pandanwangi Kecamatan Blimbing Kota Malang berjalan melalui prosedur
seperti pencatatan pengaduan, penelaah pengaduan, penyaluran atau penelusuran
pengaduan, pengarsipan pengaduan, penanganan lebih lanjut hasil pengaduan dan
penyelesaian hasil pengaduan. Bahwa masih terdapat sejumlah penghambat yaitu :
penelaah pengaduan masyarakat terdapat masyarakat iseng dalam pemberian bintang
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1 di ulasan google yang membuat rating rendah serta pada penyelesaian hasil
pengaduan Puskesmas Pandawangi terkesan lambat dalam pemberian feedback

Kata Kunci : Pengelolaan, Pengaduan Masyarakat, Puskesmas Pandanwangi
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ABSTRACTION

This thesis was prepared by Rolanda Devasia Stevani, 18031000119, Public
Administration, Faculty of Social and Political Sciences, Universitas Merdeka Malang.
The writing of the thesis received guidance from the Advisory Lecturer I, namely Catur
Wahyudi and the Second Supervisory Lecturer, namely Titot Edy Suroso. This thesis
is entitted COMMUNITY COMPLAINTS MANAGEMENT (Study on Policy
Implementation at Pandanwangi Health Center, Blimbing District Based on Minister
of Health Regulation Number 13 of 2017 concerning Integrated Complaint Handling
in the Health Environment).

Health plays an important role in efforts to improve the quality of human
resources. With a healthy body, it can help everyone to do various types of work and
activities with ease. The Puskesmas has a function as a driving center for community
empowerment centers, the first strata health service center includes individual health
services (private goods) and public health services (public goods). Public complaints
are an important aspect of public services, including health centers. But in reality there
are obstacles in its implementation if the community still feels that the puskesmas is
lacking in providing feedback to the community.

This study aims to describe the Community Complaints Management at
Pandanwangi Health Center and to describe the supporting and inhibiting factors.
Community Complaint Management at Pandanwangi Health Center. This research has
benefits for Academic Theoretical benefits and Practical benefits.

This type of research uses qualitative research with a descriptive analysis
approach. The focus of the research comes from the sources under study and from the
data obtained. Informant is someone who understands about the problems experienced
and can provide information in the research process and this research uses purposive
sampling technique. Data collection techniques were carried out by Interview
(Interview), Observation, and Documentation. The data analysis technique in this study
uses a cycle of components - components of qualitative data analysis. The research
location is at Pandanwangi Health Center, Blimbing District, Malang City.

This thesis contains a general description of the object of research which
consists of an overview of the Pandanwangi Public Health Center, the potential of
natural resources, the potential of human resources, and the potential of institutions.
The presentation of the data consists of how to implement the management of public
complaints and the supporting factors and inhibiting factors for the implementation of
the management of public complaints at the Pandanwangi Health Center. The
discussion of research results consists of processed research results with interviews,
observations, and documentation on the Implementation of Public Complaint
Management at Pandanwangi Health Center.
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