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ABSTRAK  

Perkembangan teknologi informasi mendorong transformasi pelayanan publik 

berbasis digital, termasuk pada Ombudsman Republik Indonesia melalui Sistem 

Informasi Manajemen Penyelesaian Laporan (SIMPeL). Aplikasi ini dikembangkan 

untuk mempermudah penyampaian dan pemantauan pengaduan masyarakat, 

meningkatkan efektivitas pelayanan, serta mewujudkan transparansi dalam proses 

penanganan laporan. Namun, pemanfaatan SIMPeL belum optimal karena sebagian 

masyarakat masih lebih memilih menyampaikan pengaduan secara langsung 

dibandingkan menggunakan layanan berbasis digital. Penelitian ini bertujuan 

menganalisis inovasi layanan melalui aplikasi SIMPeL dalam mewujudkan 

transparansi pengaduan masyarakat, menganalisis karakteristik inovasi aplikasi, 

serta menganalisis penerimaan masyarakat terhadap penggunaan SIMPeL di 

Ombudsman Republik Indonesia. Penelitian menggunakan pendekatan deskriptif 

kualitatif dengan paradigma konstruktivisme. Data diperoleh melalui observasi, 

wawancara, dokumentasi, dan studi pustaka, kemudian dianalisis menggunakan 

reduksi data, penyajian data, serta penarikan kesimpulan. Hasil penelitian 

menunjukkan bahwa SIMPeL mempermudah masyarakat menyampaikan dan 

memantau laporan melalui fitur pelacakan, meningkatkan efisiensi administrasi, 

mempercepat pelayanan, serta mendukung keterbukaan informasi. Karakteristik 

inovasi SIMPeL menunjukkan adanya keuntungan relatif, kesesuaian dengan 

kebutuhan pengguna, kemudahan penggunaan, dapat diuji, dan hasilnya mudah 

diamati. Penerimaan masyarakat terhadap SIMPeL cukup baik karena dinilai 

bermanfaat, meskipun masih terdapat kendala berupa rendahnya literasi digital, 

keterbatasan pemahaman penggunaan aplikasi, serta kecenderungan sebagian 

masyarakat memilih pelaporan secara langsung. Dengan demikian, SIMPeL 

berkontribusi dalam mewujudkan transparansi pengaduan masyarakat, namun 

optimalisasi pemanfaatannya memerlukan sosialisasi, edukasi, dan peningkatan 

literasi digital secara berkelanjutan.  

Kata Kunci : Inovasi, SIMPeL, Ombudsman Republik Indonesia, Pengaduan 

Masyarakat  
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ABSTRACT  

The development of information technology is driving the transformation of 

digitalbased public services, including at the Ombudsman of the Republic of 

Indonesia through the Report Settlement Management Information System 

(SIMPeL). This application was developed to facilitate the submission and 

monitoring of public complaints, improve service effectiveness, and achieve 

transparency in the report handling process. However, the utilization of SIMPeL is 

not optimal because some people still prefer to submit complaints directly rather 

than using digital-based services. This study aims to analyze service innovation 

through the SIMPeL application in realizing transparency in public complaints, 

analyze the characteristics of application innovation, and analyze public acceptance 

of the use of SIMPeL at the Ombudsman of the Republic of Indonesia. The study uses 

a qualitative descriptive approach with a constructivist paradigm. Data were 

obtained through observation, interviews, documentation, and literature studies, 

then analyzed using data reduction, data presentation, and drawing conclusions. The 

results show that SIMPeL makes it easier for the public to submit and monitor 

reports through tracking features, improves administrative efficiency, accelerates 

services, and supports information transparency. The characteristics of SIMPeL 

innovation show relative advantages, suitability to user needs, ease of use, 

testability, and easyto-observe results. SIMPeL has been well-received by the public, 

as it is considered beneficial. However, challenges remain, including low digital 

literacy, limited understanding of how to use the application, and a tendency for 

some to prefer inperson reporting. Thus, SIMPeL contributes to transparency in 

public complaints, but optimizing its use requires ongoing outreach, education, and 

increased digital literacy.  

Keywords : Innovation, SIMPeL, Ombudsman of the Republic of Indonesia, Public 

Complaints  
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