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ABSTRAK 

 

Titik Sundari. 223010703001. Program Sarjana. Jurusan Ilmu Pemerintahan. 

Fakultas Ilmu Sosial dan Ilmu Politik. Universitas Palangka Raya. 2026. 

Strategi Ombudsman RI Perwakilan Kalimantan Tengah dalam 

Meningkatkan Literasi Masyarakat Terhadap Kualitas Pelayanan Publik. 

Dosen Pembimbing: (1) Dr. M. Doddy Syahirul Alam, SE., M.Si, S.IP., M.Si 

dan Dosen Pembimbing: (2) Ahmad Robi Ul'zikri, M.I.P. 

 

Penelitian ini dilakukan karena rendahnya tingkat literasi masyarakat di 

Kalimantan Tengah terkait peran dan fungsi Ombudsman RI, yang menyebabkan 

ketidakmerataan akses ke keadilan dalam pelayanan publik. Tujuan utama 

penelitian ini adalah untuk menganalisis efektivitas strategi Ombudsman RI 

Perwakilan Kalimantan Tengah dalam meningkatkan pemahaman masyarakat 

dengan menggunakan kerangka kerja RACE oleh Smith (2002) (Research, Action, 

Communication, Evaluation). Peneliti menggunakan pendekatan kualitatif 

deskriptif dengan metode pengumpulan data berupa wawancara mendalam kepada 

pihak internal lembaga, unsur masyarakat, dan lembaga swadaya masyarakat. Hasil 

penelitian menunjukkan bahwa pada tahap Research, Ombudsman berhasil 

mengidentifikasi permasalahan literasi di daerah terpencil, yang kemudian 

ditindaklanjuti pada tahap Action melalui program PVL On The Spot dan 

pendekatan "Sentuhan Lokal". Namun, aspek Communication dinilai belum 

optimal karena ketergantungan pada media digital yang menimbulkan "gelembung 

digital", sehingga kurang menjangkau warga yang memiliki akses teknologi 

terbatas. Pada tahap Evaluation, meskipun responsivitas lembaga mendapatkan 

apresiasi tinggi, pemahaman publik mengenai batasan kewenangan institusi masih 

sangat terbatas. Kesimpulannya, strategi peningkatan literasi telah memiliki dasar 

sistemik yang kuat, namun memerlukan perubahan dalam saluran komunikasi yang 

lebih kontekstual dan inklusif. Ombudsman perlu memperluas jangkauan 

sosialisasi secara langsung ke tingkat desa agar hak-hak pelayanan publik warga 

dapat terlindungi secara merata di seluruh wilayah Kalimantan Tengah tanpa 

terhambat oleh faktor geografis maupun digital. 

 

Kata Kunci : Strategi Komunikasi, Literasi Masyarakat, Ombudsman RI, 

Pelayanan Publik 
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ABSTRACT 

 

Titik Sundari. 223010703001. Undergraduate Program. Department of 

Government Studies. Faculty of Social and Political Sciences. University of 

Palangka Raya. 2026. Strategy of the Ombudsman of the Republic of 

Indonesia Representative of Central Kalimantan in Improving Public Literacy 

on the Quality of Public Services. First Advisor: Dr. M. Doddy Syahirul Alam, 

SE., M.Si, S.IP., M.Si. and Second Advisor: Ahmad Robi Ul'zikri, M.I.P. 

 

This research was conducted due to the low level of public literacy in Central 

Kalimantan regarding the roles and functions of the Ombudsman of the Republic 

of Indonesia, which causes unequal access to justice in public services. The main 

objective of this research is to analyze the effectiveness of the strategy of the 

Ombudsman of the Republic of Indonesia Representative of Central Kalimantan in 

improving public understanding using the RACE framework by Smith (2002) 

(Research, Action, Communication, Evaluation). The researcher used a descriptive 

qualitative approach with data collection methods in the form of in-depth interviews 

with the institution's internal parties, community elements, and non-governmental 

organizations. The results of the research indicate that in the Research stage, the 

Ombudsman succeeded in identifying literacy problems in remote areas, which 

were then followed up in the Action stage through the PVL On The Spot program 

and the "Local Touch" approach. However, the Communication aspect is 

considered not yet optimal due to the dependence on digital media which creates a 

"digital bubble", thus failing to adequately reach citizens who have limited 

technological access. In the Evaluation stage, although the institution's 

responsiveness received high appreciation, public understanding regarding the 

limits of institutional authority is still very limited. In conclusion, the literacy 

improvement strategy already has a strong systemic foundation, but it requires 

changes in communication channels to be more contextual and inclusive. The 

Ombudsman needs to expand the reach of direct socialization to the village level so 

that citizens' public service rights can be equally protected throughout the Central 

Kalimantan region without being hindered by geographical or digital factors. 

 

Keywords: Communication Strategy, Public Literacy, Ombudsman of the 

Republic of Indonesia, Public Services 
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