Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR PUSTAKA

BUKU

Asmara, Galang, 2005. Ombudsman Nasional Dalam Sistem Pemerintahan
Negara Republik Indonesia, Yogyakarta: LaksBang Pressindo.

Australia Consumer Law, Consumer Guarantees: A Guide for Business and Legal
Practitioners, 2016. Commonwealth Australia: March.

Bedner, Adriaan W. (ed), 2012. Kajian Sosio Legal - Seri Unsur-Unsur Penyusun
Bangunan Negara Hukum, Denpasar: Pustaka Larasan.

Brotosusilo, Agus, et.al., 1994. Penulisan Hukum: Buku Pegangan Dosen.
Jakarta: Asia Foundation - Konsorsium Ilmu Hukum — Dep. PDK.

Carreau, Simon, 2011. Consumers and Access to Justice: One-Stop Shopping for
Consumers, Quebec: Union des consommateurs.

Commonwealth Ombudsman, 2009. Better Practice Guide to Complaint
Handling, Commonwealth Ombudsman: April.

Corones, Stephen, et.al. 2016. Comparative Analysis of Overseas Consumer
Policy Frameworks, Queensland University of Technology-Faculty of Law,
Commonwealth of Australia.

Cseres, Katalin Judit, 2005. Competition Law and Consumer Protection, The
Hague: Kluwer Law International.

Davidson, Jamie S., 2018. Indonesia Twenty Years of Democracy, Singapore:
Cambridge University Press

Goldring, John et.al, 1998. Consumer Protection Law, NSW: The Federation
Press.

Gottehrer, M. dan Michael Hostina, 2000. “Essential Characteristics of a Classical
Ombudsman” dalam Roy Gregory and Philip Giddings (ed), Righting
Wrongs-The Ombudsman in Six Continents,Amsterdam: 1OS Press.

Gregory, Roy dan Philip James Giddings (ed), 2000. Righting Wrongs: The
Ombudsman in Six Continents, IOS Press.

Handayani, Siti Roswati, Imran, dan Eko Riyadi. 2006. “Lembaga Ombudsman
Daerah Yogyakarta dan Pemerintah Yang Baik™. (Yogyakarta: PUSHAM
UII Yogyakarta)



Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Harland, David, 1997. “The United Nations Guidelines for Consumer Protection:
Their Impact in the First Decade”, dalam Iain Ramsay, Consumer Law in the
Global Economy, Vermont: Ashgate Publishing Company.

Irianto, Sulistyowati, 2009. Praktik Penelitian Hukum: Perspektif Sosiolegal,
dalam Metode Penelitian Hukum: Konstelasi dan Refleksi, Sulistyowati
Irianto dan Sidharta (ed), Jakarta: Yayasan Obor Indonesia.

Longley, Diane and Rhoda James, 1999. Administrative Justice: Central Issues
in UK and European Administrative Law, London: Cavendish Publishing
Limited.

Lubis, Andi Fahmi, dkk. 2009, Hukum Persaingan Usaha Antara Teks dan Konteks,
Jakarta, Deustche Gesseschaft Fur Technishe Zussammenarbeit (GTZ) GmbH.

Nasution, Az.,1995. Konsumen dan Hukum, Jakarta: Pustaka Sinar Harapan,

New South Wales Ombudsman, 2015. Complaint Management Framework,
Sydney: NSW Ombudsman, June.

OECD, 1995. APEC-OECD Integrated Checklist on Regulatory Reform-A Policy
Instrument for Regulatory Quality, Competition Policy and Market
Openness

Oosting, M., 1995. Regional Report: Europe in The Ombudsman Concept, L.C.
Reif, ed. (Edmonton: International Ombudsman Institute).

Ombudsman Western Australia, 2010. “Guidelines The principles of Effective
Complaint Handling”, November.

Rawls, John, 1971. A Theory of Justice, Harvard University Press.
Ramsay, lain (ed), 1992. Consumer Law, New York: New York University Press..

, 1997. Consumer Law in the Global Economy, Aldershot: Dartmouth
Publishing Company Limited.

, 2012. Consumer Law and Policy: Text and Materials on Regulating
Consumer Markets, Third edition, Oxford: Hart Publishing Ltd.

Rickett, Charles E. F. dan Thomas G. W. Telfer, 2003. Intemational Perspectives
on Consumers' Access to Justice, Cambridge: the University Press

Sen, Amartya, 1988. The Concept of Development, Handbook of Development
Economics, Harvard University Volume I, Edited by H. Chenery and T.N.
Srinivasan, Elsevier Science Publishers B.V.



: : Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
S < JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Sen, Amartya, 2009. The Idea of Justice, Massachusetts: The Belknap Press of
Harvard University Press.

Sidharta, 2016. “Sosio-Legal Dalam Perkembangan Metode Penelitian Hukum”,
dalam Tutut Ferdiana Mahita Paksi dan Rian Achmad Perdana (ed),
Penelitian Hukum Interdisipliner Sebuah Pengantar Menuju Sosiolegal,
Yogyakarta: Thafamedia.

Sujata, Antonius. dan R M. Surachman, 2002. Ombudsman Indonesia di Tengah
Ombudsman Internasional: Sebuah Antologi, Jakarta: Komisi Ombudsman
Nasional

Sujata, Antonius, 2005. Peranan Ombudsman Dalam Pemberantasan dan
Pencegahan Korupsi serta Penyelenggaraan Pemerintahan Yang Bersih,
KON.

Schwirzler, N., 1992, “The Austrian Ombudsman (Volksanwalt)”, in Public
Administration in Austria, Federal Chancellery (ed.)

Trebilcock M., A Duggan and Lorne Sossin, 2012. Middle Income Access to
Justice (University of Toronto Press).

UNDP, 2005. Programming for Justice: Access for All-A Practitioner’s Guide to
a Human Rights-Based Approach to Access to Justice..

United Nations Conference on Trade and Development (UNCTAD), 2004.
Manual on Consumer Protection.

, 2016. Manual on Consumer Protection-UN: Edition 2016
Weinrib, Ernest J., 2012. Corrective Justice, Oxford University Press.

Wrbka, Stefan, 2015. European Consumer Access to Justice Revisited, UK:
Cambridge University Press

MAKALAH

Asher, Allan, 1995. "Access to Justice - the Third Stage: Consumers' Access to
Justice in the Global Marketplace", ACCC.

Asshiddiqgie, Jimly. 2011. “Beberapa Catatan Tentang Lembaga-Lembaga Khusus
Dalam Penyelenggaraan Pemerintahan Negara”, Bahan diskusi Seminar
Nasional Lembaga-Lembaga Non-Struktural oleh Kantor Menpan Republik
Indonesia, 1 Maret.



Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Badrulzaman, Mariam Darus, 1986. “Perlindungan Terhadap Konsumen Dilihat
Dari Sudut Perjanjian Baku (Standar)”, dalam BPHN, Simposium Aspek —
Aspek Hukum Perlindungan Konsumen, Bandung: Binacipta,

Barendrecht, Maurits, 2009. Understanding the Market for Justice, TISCO
Working Paper Series on Civil Law and Conflict Resolution Systems No.
006/2009 June 9, 2009, Version: 1.0 & Tilburg University Legal Studies
Working Paper No. 009/20009.

Carmona, George V., et.all. 2011. “Ensuring Accountability in Privatized and
Decentralized Delivery of Public Services: The Role of Asian
Ombudsman”, dalam Strengthening the ombudsman institution in Asia:
Improving accountability in public service delivery through the
ombudsman. Mandaluyong City, Philippines: Asian Development Bank.

Chris Field, 2016. “Evolution of Ombudsmanship”, Paper pada 11" 10I World
Conference, Bangkok, 13-19 November..

Clark, Helen, “Challenges and Opportunities for Strengthening Integrity of
Institutions and the Relationship with the work of the Ombudsmen”, Paper
pada the 10th IOI World Conference, Wellington, 14 November.

Comission of the European Communities, 1993 “Access of Consumers to Justice
and the Settlement of Consumer Disputes in the Single Market”, Green
Paper, Brussels, 16 November.

Djohansjah, J., 2010. “Akses Menuju Keadilan”, Makalah Disampaikan Pada
Pelatthan HAM Bagi Jejaring Komisi Yudisial Bandung, 3 Juli
diselenggarakan oleh Pusham UII, Komisi Yudisial, dan NCHR

Dewi, LG. Saraswati, tanpa tahun. “Mengejar (Gagasan) Keadilan”.

Fowlie, Frank. 2008. “A Blueprint for the Evaluation of an Ombudsman’s Office:
A Case Study of the ICANN Office of the Ombudsman”, a thesis submitted
in partial fulfillment of the requirements for the degree of Doctor of Conflict
Resolution, School of Law Faculty of Law and Management, La Trobe
University Bundoora, Victoria 3086 Australia, November.

Gottehrer, Dean M. and Michael Hostina, 1998. “Essential Characteristics of a
Classical Ombudsman”, makalah April 8, 1998.

Gottehrer, Dean M., 2009. “Fundamental Elements of An Effective Ombudsman
Institution”, mengutip persyaratan keanggotaan yang dibuat oleh 10I,
makalah disampaikan pada Plenary Session II: Developing the Working
Methods and Tools of the Ombudsman, The 9™ 10l World Conference
diselenggarakan di Stockholm.



Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

&

UNIVERSITAS
GADJAH MADA

Gunawan, Johannes. 2018. “Pokok Pikiran Tantangan dan Strategi Perlindungan
Konsumen 2020 -2024”, Disampaikan dalam Focus Group Discussion
Tantangan Dan Strategi Kebijakan Perdagangan Dalam Negeri, Persaingan
Usaha, dan Perlindungan Konsumen Tahun 2020—2024 di Yogyakarta
tanggal 1 November.

Guildford, 2011. ”Civil Procedure Harmonization in the EU: Unravelling the
Policy Considerations”, New Frontiers in European Studies: Conference
papers, 30 June - 1 July.

Harahap, Zairin, 2016. Bahan Presentasi pada Workshop Kelembagaan LO DIY
“Evaluasi dan Tantangan Lembaga Ombudsman DIY” tanggal 29 Agustus.

Hirst, Carolyn, 2016. “The Ombudsman Today — An International Context”,
Keynote Address — Anzoa Conference — 5 May.

Hofmann, Andreas, 2015. “No longer gatekeeper: Why the European Commission
Provides Access to Justice for Civil Society Organizations”, Paper to be
presented at the EUSA Fourteenth Biennial Conference in Boston, March 5-
7.

Kerjasama Pemprop DIY, Gatra Tri Brata, Pusham UIl dan Partnership
Jogjakarta, 2004. Proceeding Hasil Semiloka Dan Penandatanganan MoU
Pelembagaan Ombudsman Daerah Dan Ombudsman Swasta Daerah
Istimewa Yogyakarta, 10 Juni.

Kirkham, Richard, 2012. “The 21st Century Ombudsman Enterprise”, Paper pada
the 10th I0I World Conference, Wellington, 14 November.

Legal Services Institute, 2012. “Improving Access to Justice: Scope of the
Regulatory Objective”, Interim Strategic Discussion Paper, December.

Lyttle, Michell. 2009. “Consumer Access to Justice”, makalah disampaikan pada
the Conference on Litigation Costs and Funding, University of Oxford
Faculty of Law, 6-7 Juli.

Martin, Wayne AC, 2014. “Access to Justice”, Inaugural Lecture: Notre Dame
University, 26 February.

McMillan, John. 2006. “What Can We As Ombudsman Expect In The Future?”
Disampaikan McMillan (Commonwealth Ombudsman), pada the
International Financial Ombudsman Conference, Queensland, 31 August..

Mauerer, Michael. 1996. “Equity-The Supplementary Function of the
Ombudsman” 10l Canada OCCASIONAL PAPER #55, September, ISSN



UNIVERSITAS
GADJAH MADA

Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

7116349 (Univ. Lektor, Leiter des Geschaftsbereiches von Volksanwaltin
Ingrid Korosec, Volksanwaltschaft, Vienna, Austria. Report presented at
European Law Week (Council of Europe), Skopje, Macedonia, November
15-17, 1994.))

Micallef, Paul Edgar, 2003. “Making Consumer Redress A Reality — The
Consumer Claims Tribunal and The Rights of Consumer Associations
Under Maltese Law”, makalah pada 8th. International Consumer Law
Conference Consumers’ Access to Justice.

Muhamad, Ismail, 2003. “Pelayanan Publik dalam Era Desentralisasi”, Makalah
disampaikan dalam Seminar “Pelayanan Publik dalam Era Desentralisasi”,
diselenggarakan oleh Bappenas di Jakarta tanggal 18 Desember.

Parret, Laura. 2009. “Do We (Still) Know What We are Protecting?”, TILEC
Discussion Paper, Tilburg University, April.

Reif, Linda C., 2016. “Human Rights Ombudsman Institutions as GANHRI
Accredited National Human Rights Institutions (NHRIs): Benefits,
Challenges and Limitations”, Makalah disampaikan pada 11 101 World
Conference, Bangkok, 13-19 November.

Rajatanun, Viddhavat. 2016. “Evolution of Ombudsmanship”, Paper pada 110101
World Conference, Bangkok, 13-19 November.

Rahmadi, Takdir, 2011. ”Akses Menuju Keadilan”, Makalah disampaikan pada:
Pemerkuatan pemahaman hak asasi manusia untuk hakim seluruh Indonesia
di Hotel Grand Angkasa Medan, 2 - 5 Mei dan diselenggarakan oleh Pusham
UII, Komisi Yudisial, dan NCHR.

Roberta, Jamieson. O.C. 1997. “Ombudsman Institutions Around The World:
Analysis And Comparison Of A Plurality And Practice”, OCCASIONAL
PAPER #59, 101 Canada, January.

Sourdin, Tania dan Naomi Burstyner, 2014. “Justice Delayed is Justice Denied”,
dapat diakses di: http://ssrn.com/abstract=2721531

Soderman, Jacob. “How to be a Good Ombudsman”, 101 Canada: Occasional
Paper#80,

Tai, Alice. 2009. “Diversity of Ombudsmen in Asia”, makalah disampaikan pada
Plenary Session II: Developing the Working Methods and Tools of the
Ombudsman, The 9" 101 World Conference diselenggarakan di Stockholm.

Verdonschot, Jin Ho, et.al., 2008. “Measuring Access to Justice: The Quality of
Outcomes”, Tisco Working Paper Series On Civil Law And Conflict



: : Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
S < JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Resolution Systems, No. 007/2008 November 10, Version: 1.0 & Tilburg
University Legal Studies Working Paper No. 014/2008.

Viitanen, Klaus, 2008. “Consumer Law: Especially from the viewpoint of
consumer’s access to justice”, Lecture Material, University of Helsinki,
October.

Willem van Boom and Marco Loos, 2008. Effective Enforcement of Consumer
Law in Europe Synchronizing Private, Public, and Collective Mechanisms,
January.

YLKI, “Press Conference Membedah Pengaduan Konsumen Tahun 20177, 19
Januari 2018.

ARTIKEL

Abedin, Najmul “Conceptual and Functional Diversity of the Ombudsman
Institution: A Classification”, Administration & Society 43(8) 896-929,
2011 SAGE Publications, DOI: 10.1177/0095399711417700.

Abraham, Aan, 2004. “Lakeman Lecture: The Ombudsman — who are her
customers?” 4 March.

Abraham, Ann. 2008. “The Ombudsman and “Paths to Justice”: a Just Alternative
or Just an Alternative”. Public Law, Spring.

Albiston, Catherine R. dan Rebecca L. Sandefur, 2013. Expanding the Empirical
Study of Access to Justice, Wisconsin. Law Review. 101.

An Assessment of the Need for Effective Consumer Organizations in India and
Japan within the Wider Concept of Globalization, 2006. V.R.F. Series
Number 408, March.

Bedner, Adriaan & Jacqueline A.C. Vel, 2010. “An Analytical Framework for
Empirical Research on Access to Justice”, 2010 (1) Law, Social Justice &
Global Development Journal (LGD).

Barendrecht, Maurits dkk, 2006. The study Group Access to Justice: ‘How to
Measure The Price and Quality Access to Justice’, November.

Blasi, Gary, 2009. Framing Access to Justice: beyond Perceived Justice for
Individuals, 42 Loyola of Los Angeles Law Review.



Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

&

UNIVERSITAS
GADJAH MADA

Bryant, W. Keith, 1999. “Riding the Wave: Consumer Economics and the
Consumer Movement in the United States”, Journal of Consumer Policy 22:
313-330, Kluwer Academic Publishers. Printed in the Netherlands.

Bowen, David E., Caren Siehl and Benjamin Schneider, 2018. “A Framework for
Analyzing Customer Service Orientations in Manufacturing”, The Academy
of Management Review, Vol. 14, No. 1 (Jan., 1989), pp. 75-95 Published by:
Academy of Management Stable.

Caiden, N.J., 1964. “The Ombudsman and the Rights of the Citizen”, artikel pada
The Australian Quarterly Vol. 36 No. 3 (sept. 1964), Published by
Australian Institute of Policy and Science.

Calliess, Gralf-Peter, 2006. “Online Dispute Resolution: Consumer Redress in a
Global Market Place”, German Law Journal Vol. 07 No. 08.

Cappelletti, Mauro, Bryant Garth and Nicolo Trocker, 1976. “Access to Justice:
Comparative General Report”, Rabels Zeitschrift fiir auslandisches und
internationales Privatrecht / The Rabel Journal of Comparative and
International Private Law, 40. Jahrg, H. 3/4, DER SCHUTZDES
SCHWACHEREN IM RECHT.

, 1982 “Access to Justice, Variations and Continuity of a World-Wide
Movement”, Rabels Zeitschrift fiir ausldndisches und internationales
Privatrecht / The Rabel Journal of Comparative and International Private
Law, 46. Jahrg., H. 4.

Cappelletti, Mauro, 1993. “Alternative Dispute Resolution Processes within the
Framework of the World-Wide Access-to-Justice Movement”, The Modern
Law Review, Vol. 56, No. 3, Dispute Resolution. Civil Justice and Its
Alternatives (May).

Carothers, Thomas, 2007. “How Democracies Emerge: The “Sequencing”
Fallacy” Journal of Democracy, National Endowment for Democracy and
The Johns Hopkins University Press Volume 18, Number 1 January.

Cohn, Ellen S., et.al, 2000. “Distributive and Procedural Justice in Seven
Nations”, Law and Human Behavior, Vol. 24, No. 5.

Creutzfeldt, Naomi, 2014. “How Important is Procedural Justice for Consumer
Dispute Resolution? A Case Study of an Ombudsman Model for European
Consumers”, J Consum Policy 37:527-546 DOI 10.1007/s10603-014-9269-
X

Currie W, Janet and Bentley MacLeod, 2006. “First Do No Harm?: Tort Reform
And Birth Outcomes”, Working Paper 12478, National Bureau Of
Economic Research, August.



UNIVERSITAS
GADJAH MADA

Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

Diaw, Mariteuw Chimere, 2008. “Ombudsmen, People’s Defenders and
Mediators: Independence and administrative justice in state transformation”,
Comparative Case Study 7, Case Study, Verifor, January.

Donnelly, Mary, 2012. The Financial Services Ombudsman: Asking the
'Existential Question' (September 13, 2012). Dublin University Law
Journal, Vol 35, pp 229-260. SSRN: https://ssrn.com/abstract=2188845

Duhl, Gregory M. 2009. “International Developments in Consumer Financial
Services Law 2007-2008”, Legal Studies Research Paper Series, Accepted
Paper No. 2009-07, Business Lawyer, Vol. 64.

Dzani¢, Selma, 2006. “Ombudsman as Promotor of Good Governance”, Erasmus
University Rotterdam-Faculty Of Social Science Department Of Public
Administration, 14 Juli.

Economides, Kim, 1980. “Small Claims and Procedural Justice”, British Journal
of Law and Society, Wiley on behalf of Cardiff University Vol. 7, No. 1.

Frank, Bernard., 1970. “The Ombudsman and Human Rights”, Administrative
Law Review, Vol. 22, No. 3 (APRIL).

Fligstein, Neil, and Jennifer Choo. 2005. “Law and Corporate Governance.” IRLE
Working Paper No.114-05.

Gibson, Leigh, 1992 .“Access to Justice and Consumer Redress within a Single
Market”, Journal of Consumer Policy; 15, 4, ProQuest.

Goldring, J. 1999. “Consumer law and Legal Theory”, Journal of Consumer
Policy 13, pp. 13-132

Grand, Julianle, 1991. “The Theory of Government Failure”, British Journal of
Political Science, Vol. 21, No. 4 (Oct.)

Grewal, Kanupriya. 2017. “A descriptive study on ombudsman”, International
Journal of Law, ISSN: 2455-2194, RJIF 5.12, Volume 3 Issue 3, May.

Hadfield, Gillian K., 2012. “The Cost of Law: Promoting Access to Justice
through the Corporate Practice of Law”, USC: Legal Studies Research
Paper Series No. 12-26, December 7.

Hadfield, Howse, Trebilcock, 1998. “Information-Based Principles for
Rethinking Consumer Protection Policy”, Journal of Consumer Policy.



Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Hayes, Maurice, 2010. “Access to Justice”, Studies: An Irish Quarterly Review,
Vol. 99, No. 393, Power and Accountability in Ireland (Spring).

Hellner, Jan, 1976. “The Consumer's Access to Justice in Sweden”, Rabels
Zeitschrift fiir auslandisches und internationales Privatrecht / The Rabel
Journal of Comparative and International Private Law, 40. Jahrg., H. 3/4,
DER SCHUTZDES SCHWACHEREN IM RECHT.

Hodges, Christopher, 2016. “Consumer Redress: Implementing the Vision”,
University of Leicester School of Law Research Paper No. 16-27.

Hondius, Ewoud, 1987. Unfair Terms in Consumer Contracts, JURIDISCHE
BIBLIOTHEEK: R.U. UTRECHT.

Howells, Geraint & Rhoda James, 2002. “Litigation in the Consumer Interest”,
ILSA Journal of International & Comparative Law Vol. 9: 1.

Hurter, Estelle, 2011. ”Access to justice: to dream the impossible dream?”, The
Comparative and International Law Journal of Southern Africa, Vol. 44,
No. 3 ( November).

Jacoby, D., 1999. “The Future of the Ombudsman” dalam Linda C. Reif, The
International Ombudsman Anthology: Selected Writings from the
International Ombudsman Institute, Martinus Nijhoff Publishers

Joseph, Jeffrey H. dan Barry A. Friedman, 1977. Consumer Redress Through the
Small Claims Court: A Proposed Model Consumer Justice Act, 18 B.C.L.
Rev. 839.

Jurnal Hukum Acara Perdata ADHAPER, 2015. ISSN. 2442-9090, Vol.1 No.1
Januari-Juni.

Koslofsky, Norman 1974. “The Critical Role of the Ombudsman” dalam The
Clearing House, Vol. 48, No. 7 (Mar), Diterbitkan oleh: Taylor & Francis,
Ltd.

L’Heureux, Nicole. 1992. “Effective consumer acces to justice: class actions”
dalam Journal of Consumer Policy;15, 4.

Larsen, Gretchen and Rob Lawson, 2013. “Consumer Rights: An Assessment of
Justice”, Journal of Business Ethics, Springer: Vol. 112, No. 3 (February).

Maggs, Peter B. 1990.”Acces to Justice for the Consumer in the USA” Journal of
Consumer Policy, Mar, 13, 1; Pro Quest



UNIVERSITAS
GADJAH MADA

Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

Mackay, the Lord of Clashfern, 1992. “Access to Justice”, RSA Journal, Vol. 141,
No. 5435 (December).

Magnette, Paul, 2003. “Between Parliamentary Control and the Rule of Law: the
Political Role of the Ombudsman in the European Union”, Journal of
European Public Policy 10:5 October.

McCorquodale, Robert dan Richard Fairbrother, 1999. “Globalization and Human
Rights”, Human Rights Quarterly, Vol. 21, No. 3 (Aug), Published by: The
Johns Hopkins University Press.

McQuarrie, Fiona A. E., Alex Z. Kondra, dan Kai Lamertz, 2013. “Government,
Coercive Power and the Perceived Legitimacy of Canadian Post-Secondary
Institutions”, Canadian Journal of Higher Education, Volume 43, No. 2.

Micklitz, Hans-W ., Social Justice and Access Justice in Private Law, EU Working
papers, Law 2011/02.

Miewald, Robert D. dan John C. Comer, 1984. ”The Complaint Function of
Government and the Ombudsman”, State & Local Government Review, Vol.
16, No. 1 (Winter)

Moorhead, Richard and Pascoe Pleasence, 2003. “Access to Justice after
Universalism: Introduction”, Journal of Law and Society, Vol. 30, No. 1,
(Mar.).

Muis, Abdul., 2010. “Efektivitas Ombudsman Indonesia”, Jurnal Madani Edisi
II/Nopember.

Nisnevich, Yuliy A., 2012. “Political and Legal Concept of Modern Democratic
State” American Journal of Sociological Research, 2(3): 32-37 DOI:
10.5923 / j.sociology.20120203.01

Overby, A. Brooke, 2001.“An Institutional Analysis of Consumer Law”,
Vanderbilt Journal of Transnational Law, Volume 34 November, Number
5.

OGUSGIL, Vahap Atilla, 2015. “Ombudsman Institutions in the Candidate
Countries on the Road to EU Membership: A Comparative View”,
EASTERN JOURNAL OF EUROPEAN STUDIES Volume 6, Issue 1, June.

Pickl, V., 1987. “Islamic Roots of Ombudsman Systems” 6 Ombudsman Journal
101.

Philip, Mark, 2001. “Access, Accountability and Authority: Corruption and the
Democratic Process”, Crime, Law & Social Change 36.



Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Ramsay, Tain. 2006. ‘Consumer Law, Regulatory Capitalism and the ‘New
Learning’ in Regulation, 28 Sydney L. Rev. 9.

Redish, Martin H. and Nathan D. Larsen, 2007. “Class Actions, Litigant
Autonomy, and the Foundations of Procedural Due Process”, California
Law Review Vol. 95.

Rhode, Deborah L., 2001. Access to Justice, 69 Fordham L. Rev. 1785.

Rhode, Deborah L., 2014. Access to Justice: A Roadmap For Reform, 41 Fordham
Urban. L.J. 1227

Ribot, Jesse C. dan Nancy Lee Peluso, 2003. “A Theory of Access”, Rural
Sociology, Vol. 68, No. 2, June.

Roach, Kent & Lorne Sossin, 2010. “Access to Justice and Beyond”, 60
University of Toronto Law Journal. DOI: 10.3138/utlj.60.2.373.

Rowe, Mary P. dan James T. Ziegenfuss, Jr., 1993. “Perspectives On Costs And
Cost Effectiveness Of Ombudsman Programs In Four Fields”, Journal of
Health and Human Resources Administration, Vol. 15, No. 3 (Winter).

Rowe, Mary P., Mary G. Simon And Ann Bensinger, Journal of Health and
Human Resources Administration, Vol. 15, No. 3 (WINTER,1993),
Published by: SPAEF.

Rowe, Mary. 2010. “Identifying and Communicating the Usefulness of
Organizational Ombuds with Ideas about OO Effectiveness and Cost-
Effectiveness”, Journal of the International Ombudsman Association,
Volume 3, Number 1.

Roy Gregory dan Philip Giddings, 2000. “The Ombudsman Institution: Growth
and Development” dalam Roy Gregory and Philip Giddings (ed.), Righting
Wrongs-The Ombudsman in Six Continents, Amsterdam: 10S Press.

Ruyter, Ko de and Hans Kasper, 1997. “Consumer Affairs Departments in the
United States and the Netherlands: A Comparative Analysis” Journal of
Consumer Policy 20: Kluwer Academic Publishers. Printed in the
Netherlands

Sandefur, Rebecca L., 2008. “Access to Civil Justice and Race, Class, and Gender
Inequality”, Annual Review of Sociology, Vol. 34.

, 2009. Fulcrum Point of Equal Access to Justice: Legal and Nonlegal
Institutions of Remedy, 42 Loyola of L.A. Law Review, 949.



&

UNIVERSITAS
GADJAH MADA

Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

Saving, Jason L., 2006. “Consumer Sovereignty in the Modern Global Era”,
Journal of Private Enterprise, Volume XXII, Number 1, Fall, 107-119.

Sen, Amartya, 1999. “Democracy as a Universal Value”, Journal of Democracy
10.3, National Endowment for Democracy and the Johns Hopkins:
University Press, him. 6-7

Shapiro, C. 1983. “Consumer Protection Policy in the United States”, Journal of
Institutional and Theoretical Economics 143: 139.

Sharma, Deepa, 2010. “Redress of Insurance Consumers' Grievances - A Study
of Company Executives' Perception”, Paradigm, Vol. XIV, No. 2, July-
December.

Simarmata, Rikardo, 2007. “Socio-Legal Studies dan Gerakan Pembaharuan
Hukum”, versi yang telah diedit dari tulisan ini telah dimuat dalam Digest
Law, Society & Development, Volume I Desember 2006-Maret 2007.

Sinai Deutch, 1995. “Are Consumer Rights Human Rights?”, Osgoode Hall Law
Journal Vol.32 No. 3.

Smith, Anthony, 1997. “The State of World Consumer Protection”, dalam lain
Ramsay, Consumer Law in the Global Economy-National and International
Dimensions, Aldershot: Dartmouth.

Solum, Lawrence B., 2004. “Procedural Justice”, Southern California Law
Review, Vol. 78:181.

Stephen Owen, 1990. “The Expanding Role of the Ombudsman in the
Administrative State”, dalam The University of Toronto Law Journal, Vol.
40, No. 3, Special Issue on Administrative Law (Summer), University of
Toronto Press.

Sudaryatmo, 2011. “Menelaah Perlindungan Konsumen Melalui Kebijakan
Kompetisi”, Warta Konsumen, tanggal 12 September.

Usman, D. J., Yaacob, N, & Rahman, A A., 2016. An Inquiry on the
Affordability of Legal Services and the Appropriateness of the Regular
Courts for Consumer Redress in Nigeria. Beijing Law Review, 7.

Welsh, Nancy A., 2004. “Remembering the Role of Justice in Resolution: Insights
from Procedural and Social Justice Theories”, Journal of Legal Education,
Association of American Law Schools: Vol. 54, No. 1 (March).



Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

&

UNIVERSITAS
GADJAH MADA

Widijantoro, Johanes. 2012. “Private Sector Ombudsman and Strengthening
Consumers’ Access to Justice: The Experience from Yogyakarta”,
Sociology Study August, Volume 2, Number 8,

Widijantoro, J. N. Budi A. Wijaya, 2018. “Policy of the Financial Services
Authority in Consumer Protection”, International Journal of Economics and
Financial Issues, 8(2).

Yesilkagit, Kutsal, 2004. “Bureaucratic Autonomy, Organizational Culture, and
Habituation Politicians and Independent Administrative Bodies in the
Netherlands”, ADMINISTRATION & SOCIETY, Vol. 36 No. 5, November.

LAPORAN PENELITIAN

Brotosusilo, Agus. dan Tri Edhi Budhi Soesilo, 2013. Laporan Akhir Penelitian
Unggulan Perguruan Tinggi “Penelitian Socio-Legal Studies: Model
Perbantuan TNI dan Kerjasama Dengan POLRI dalam Menangani Konflik
Sosial Berbasis HAM dan Demokratisasi dengan Pendekatan System
Dynamic”, Universitas Indonesia.

Bruce, John W, et.al. 2007. “Legal Empowerment of the Poor: From Concepts to
Assessment”, USAID: March

Commission of the European Communities, 2001. Communication from The
Commission on “Widening Consumer Access to Alternative Dispute
Resolution” Brussels, 4.4.2001 COM. 161 final.

Consumer Action Law Centre et.al., 2016.“Review of the Financial System
Dispute Resolution Framework”, Issues Paper.

Haryani, Sri, dan Imam Subkhan, “Laporan Penelitian: Survei Kepuasan Pelapor
terhadap Pelayanan Lembaga Ombudsman Swasta DI. Yogyakarta”, LOS
DIY, 2008

LO DIY, Laporan Penelitian “Indeks Kepuasan Masyarakat terhadap LO DIY
dalam Pelaksanaan UU 25 Tahun 2009 tentang Pelayanan Publik”, LO DIY:
2015

LO DIY, Laporan Pelaksanaan Tugas Lembaga Ombudsman DIY Tahun 2016

LOS DIY, Laporan 2 Tahunan LOS DIY, Juni 2005-Juni 2007



Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

&

UNIVERSITAS
GADJAH MADA

Male, Barbara, 1999, “Assessing Ombudsman Performance: Two Cases Studies
in North America”’, Doctoral Dissertation, University of Southern
California, UMI Dissertation Services, Ann Arbor, MI pp346-347

Murti, Sari, Widijantoro, dan Harsiwi, 2013. “Laporan Akhir Penelitian Pemetaan
Masalah Perlindungan Konsumen Sebagai Landasan Pengembangan
Kebijakan, Perlindungan Konsumen (Consumer Policy), dan Kebijakan
Persaingan Usaha (Competition Policy) DI Propinsi DIY (2013-2014)”,
tidak diterbitkan

Ombudsman for Financial Services, Annual Report 2016

Sheldrick, Byron M., 2012. “Access to Justice and Legal Empowerment as
Vehicles of Poverty Alleviation: Governance Challenges to Linking Legal
Structures to Social Change”, Legal Working Paper Series on Legal
Empowerment for Sustainable Development, CISDL.

Sorabji, John, Michael Napier CBE QC, Robert Musgrove (ed.), 2008.
“Improving Access to Justice through Collective Actions” - Developing a
More Efficient and Effective Procedure for Collective Actions, Final
Report, Civil Justive Council.

The Commission on Legal Empowerment of the Poor and United Nations
Development Programme, 2008. “Making the Law Work for Everyone”,
New York.

Vel, Jacqueline, 2011. “Researching Access to Justice in Indonesia: A Review of
World Bank and UNDP Reports”

Widijantoro J dan Budi Arianto W, “Kebijakan Perlindungan Hukum Bagi
Konsumen Jasa Keuangan oleh OJK”, Laporan Penelitian, Fakultas Hukum
UAJY, 2017

Widijantoro, J dan Wisnubroto, Al, 2004. “Efektifitas Badan Penyelesaian
Sengketa Konsumen Dalam Upaya Perlindungan Konsumen”, Laporan
Hasil Akhir Penelitian, Fakultas Hukum Universitas Atma Jaya, Yogyakarta

INTERNET

Damianus Andreas, “BPKN, Badan Perlindungan Konsumen yang Tak Beken”
https://tirto.id/bpkn-badan-perlindungan-konsumen-yang-tak-beken-cyei
11 Oktober 2017




: : Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
S < JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Malbon, Justin, 2012.“Access to Justice for Small Amount Claims in the
Consumer Marketplace: Lessons from Australia”. Electronic copy available
at: http://ssrn.com/abstract=2056647

National Committee on Governance, http://www.governance-indonesia.com, 30
Agustus 2010

World Bank, “A Framework for Strengthening Access to Justice in Indonesia”,
http://www.namati.org/tools/a-framework-for-strengthening-access-to-
justice-in-indonesia-2/

The International Ombudsman Institute, “About the 101”7,
http://www.theioi.org/the-i-0-1, 16 Mei 2018

Eurofins, “Eurofins Fact Sheet”, http://www.eurofins.com/en.aspx, 10 Juni 2017.

Hing Yong Cheng, “The Emergence and Spread of the Ombudsman Institution”
http://www jstor.org/stable/1038138. 3 April 2016

Ombudsman, “Sekilas Ombudsman”, www.ombudsman.go.id., 14 Desember
2015.

Andi  Condro Bawono, “Perbedaan Keputusan dengan Peraturan”,
https://www.hukumonline.com/klinik/detail/1t4£0281130¢750/perbedaan-
keputusan-dengan-peraturan, 2 Oktober 2018.

I0A, “IOA Standards Of Practice”, http://www.ombudsassociation.org/About-
Us/IOA-Standards-of-Practice-I0 A -Best-Practices/Code-of-Ethics.aspx, 2
Oktober 2018.

The Property Ombudsman, “About The Property Ombudsman Scheme”,
https://www.tpos.co.uk/about-us, 26 Oktober 2018.

Wibawa Rian, “Dyad”, http://wibawa-rian.blogspot.co.id/2010/11/dyad.html, 16
Oktober 2016

YLKI, “Pendirian YLKI: Langkah Awal Menuju Gerakan Konsumen”,
http://ylki.or.id/profil/sejarah/ 3 Mei 2017

Shintaloka Pradita Sicca, “BPKN menilai ada potensi peningkatan kasus
pelanggaran hak konsumen jasa keuangan non-bank dan e-Commerce di
masa mendatang”, https://tirto.id/aduan-konsumen-jasa-keuangan-dan-e-
commerce-diprediksi-naik-di-2018-c¢Cny, 3 Oktober 2018




Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

PIKSA, “Arsitektur Lembaga Non-Struktural”,

http://inovasi.lan.go.id/uploads/download/1452182781_Arsitektur-L.NS-
(PIKSA-LAN).pdf, 1 Mei 2017

Ash, “Perubahan Nama Ombudsman Ciderai Otonomi Daerah”,
http://www.hukumonline.com/berita/baca/lt4d6f652725379/perubahan-
nama-ombudsman-ciderai-otonomi-daerah-, 3 April 2016

Danish Consumer Ombudsman, “The Principle of good marketing Practice”,
https://www.consumerombudsman.dk/marketing-practices-act/the-
principle-of-good-marketing-practice/, 26 Oktober 2018

Cambridge Dictionary, “Meaning of small claims court in English”,
https://dictionary.cambridge.org/dictionary/english/small-claims-court, 2
Oktober 2018

Asia Research News, “Federation of Malaysian Consumers Association”,
http://www.researchsea.com/html/institutions.php/iid/127/research/federati
on of malaysian consumers associations fomca .html, 2 Oktober 2018.

KAMUS dan LAINNYA

Departemen Pendidikan Nasional, Kamus Besar Bahasa Indonesia, Edisi
Keempat, 2008, Gramedia Pustaka Utama, Jakarta.

Hasil-hasil Workshop yang diselenggarakan oleh LO DIY pada tanggal 29
Agustus 2016. Harian Jogja edisi 23 Oktober 2014

LO-DIY, “Notulensi Workshop Kelembagaan LO DIY”, tanggal 29 Agustus
2016.

Memori Jabatan Lembaga Ombudsman Daerah Istimewa Yogyakara (LO DIY)
Periode IV Tahun 2015-2018

Oxford Advanced Learner’s Dictionary
OFS, Memorandum of Association of OFS

https://dictionary.cambridge.org/dictionary/english/tribunal

REGULASI dan PUTUSAN PENGADILAN

Undang-Undang Nomor 8 Tahun 1999 Tentang Perlindungan Konsumen



Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

&

UNIVERSITAS
GADJAH MADA

Undang-Undang Nomor 30 Tahun 1999 Tentang Arbitrase dan Alternatif
Penyelesaian Sengketa

Undang-Undang Nomor 37 Tahun 2008 tentang Ombudsman Republik Indonesia
Undang-Undang Nomor 25 Tahun 2009 tentang Pelayanan Publik
Undang-Undang No. 21 Tahun 2011 tentang Otoritas Jasa Keuangan
Undang-Undang Nomor 23 Tahun 2014 tentang Pemerintah Daerah

Peraturan Menteri Dalam Negeri Nomor 14 Tahun 2016 tentang Pedoman
Pemberian Hibah dan Bantuan Sosial yang Bersumber dart APBD

Peraturan Daerah DIY No. 5 Tahun 2014 Tentang Pelayanan Publik

Peraturan Gubernur Daerah Istimewa Yogyakarta Nomor 22 Tahun 2008 tentang
Organisasi dan Tata Kerja Ombudsman Swasta di Provinsi Daerah Istimewa
Yogyakarta

Peraturan Gubernur DIY Nomor 69 Tahun 2014 tentang Organisasi dan Tata
Kerja Lembaga Ombudsman Daerah Istimewa Yogyakarta

Putusan Mahkamah Konstitusi Nomor 62/PUU-VIII/2010

Peraturan Mahkamah Agung No. 2 Tahun 2015 Tentang Tata Cara Penyelesaian
Guagatan Sederhana

Peraturan ORI No. 7 Tahun 2011 Tentang Kode Etik Insan Ombudsman

HASIL WAWANCARA:

Bernard, “Market Conduct oleh OJK™, Hasil Wawancara Pribadi tanggal 6 Juni
2018, Kantor OJK.

Fitri Verawati Hasibuan, "Literasi dan Inklusi Keuangan”, Hasil Wawancara
Pribadi tanggal 6 Juni 2018, Kantor OJK.

Hanum Aryani, “Penanganan Aduan di Sektor Swasta”, Hasil Wawancara dalam
FGD tanggal 27 Oktober 2017, Resto Kembang Seruni Yogyakarta.

Hartoto Adi Mulyo, “Respon Dunia Usaha”, Hasil Wawancara dalam FGD
tanggal 27 Oktober 2017, Resto Kembang Seruni Yogyakarta.



&

UNIVERSITAS
GADJAH MADA

Model Ombudsman Sebagai Penguatan Akses Keadilan Konsumen di Indonesia
JOHANES WIDIJANTORO, Prof. Dr. Nindyo Pramono, S.H.,M.S.; Dr. Agus Brotosusilo, S.H.,M.A.

Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/

Nimas Putri, “Market Conduct oleh OJK”, Hasil Wawancara Pribadi tanggal 6
Juni 2018, Kantor OJK.

Prof Adrianus Meliala Ph.D, “Dinamika Pengelolaan Aduan di ORI”. Hasil
Wawancara Pribadi tanggal 7 Februari 2018, Kantor ORI.

, “Efektivitas Rekomendasi ORI”. Hasil Wawancara melalui Telepon
tanggal 3 September 2018.

Sabar Wahyono, “Perlindungan Konsumen oleh OJK”, Hasil Wawancara Pribadi
tanggal 6 Juni 2018, Kantor OJK.

Slamet, “Penanganan Aduan”, Hasil Wawancara dalam FGD tanggal 27 Oktober
2017, Resto Kembang Seruni Yogyakarta.

Sugeng Raharjo, “Sumber daya manusia lembaga”, Hasil Wawancara dalam
FGD tanggal 27 Oktober 2017, Resto Kembang Seruni Yogyakarta.

Radite, “Pengelolaan Data dan Publikasi OJK”, Hasil Wawancara Pribadi
tanggal 6 Juni 2018, Kantor OJK.

Rini, “Kekompakan di antara Anggota Ombudsman”, Hasil Wawancara dalam
FGD tanggal 27 Oktober 2017, Resto Kembang Seruni Yogyakarta.

Sutrisnowati, “Akseptabilitas aparat pemerintah terhadap LO DIY”, Hasil
Wawancara Pribadi tanggal 2 Nopember 2017, Kantor LO DIY.

Verawati Margaretta. “Pelayanan Aduan Konsumen”, Hasil Wawancara Pribadi
tanggal 6 Juni 2018, Kantor OJK.

Willy Natasha, “Pelayanan Aduan Konsumen”, Hasil Wawancara Pribadi
tanggal 6 Juni 2018, Kantor OJK.



