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Abstract 

This study examines the effectiveness of the Indonesian Migrant Workers Deportation 
Facilitation Service at the UPT-P2TK of the East Java Provincial Manpower and 
Transmigration Office using descriptive qualitative research methods. This study analyzes the 
effectiveness of the Indonesian Migrant Worker Deportation Repatriation Facilitation Service 
which includes the quality, efficiency, and responsiveness of services provided to deported 
Indonesian Migrant Workers. This study concluded that the Effectiveness of the Indonesian 
Migrant Worker (PMI) Deportation Repatriation Facilitation Service uses the theory The 
focus of this research focuses on using the effectiveness of Fandy Tjiptono's public services 
(2017) in (Pane et al., 2020), of which there are 4 (Four) Indicators, namely: Service 
Timeliness, Service Accuracy, Courtesy and Friendliness in providing services, and ease of 
getting services. which can show whether the facilitation services provided by UPT-P2TK 
regarding the facilitation of PMI deportation repatriation are running effectively. 
Keywords: Deportation Repatriation, Effectiveness, Facilitation Services, Indonesian 
Migrant Workers. 
 
A.​INTRODUCTION 

Article 27 Paragraph 2 of the 1945 Constitution states that "Every citizen has the right to 
work and a decent living for humanity." This article explains that every Indonesian citizen 
has the right to get a job (Indonesia, 1988). The state is responsible for creating job 
opportunities for every citizen so that they can meet their living needs and can actively 
participate in the economic development of the Republic of Indonesia (Wijaya et al., 2019). 
This article emphasizes that every citizen has the right to decent work and a prosperous life. 

The number of Indonesian residents (based on NIK ownership) in 2023 is 279,118,866 
million people (Population Data from the Directorate General of Population and Civil 
Registration). The population of Indonesia, which is more than ± 279 million people, proves 
that the population of Indonesia is very large and continues to increase from year to year. If 
the population in Indonesia continues to increase, the need for jobs will also increase, so that 
it can create a balance between the number of jobs and the number of existing residents 
(Adriyanto et al., 2020). However, in reality, the development between the number of workers 
is not balanced with the absorption of labor (Saefurrahman et al., 2017). Ultimately, the 
unemployment rate in Indonesia will increase. This will be a serious problem for the 
Indonesian Government in its efforts to improve the welfare of its population. 
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According to Hidayat in (Skaut & Triputro, 2022) the Government has an effective 
solution to overcome the problem of unemployment. One of them is by sending Indonesian 
Migrant Workers abroad. Sending Indonesian Migrant Workers abroad is one of the efforts to 
reduce unemployment in Indonesia (Sugandi et al., 2018). In addition to reducing 
unemployment in Indonesia, sending Indonesian Migrant Workers abroad can make a major 
contribution to the country's foreign exchange earnings, and even become one of the main 
sources of foreign exchange. It can be said that Indonesian Migrant Workers are Foreign 
Exchange Heroes (Yakup, 2019). 

 
Table 1. Placement Data for PMI from East Java 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Sumber: BP2MI Jawa Timur 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

 

 
 

Source: (Monthly Report of LTSA UPT-P2TK Disnakertrans East Java) 
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As of November 1, 2024, there are 68,625 Indonesian Migrant Workers spread across 52 
countries such as Malaysia, Hong Kong, Taiwan, South Korea and various other countries. 
As seen in the graph, from 2020 to 2021 there was a decrease in the number of PMI working 
abroad by 8,674, however, in 2024 there was a drastic increase in PMI working abroad. 
Although Indonesian citizens working abroad, they still receive worker protection like 
Indonesian citizens working in Indonesia as stated in Law of the Republic of Indonesia 
Number 18 of 2017 concerning the Protection of Indonesian Migrant Workers and regulations 
regarding its implementation have been regulated in PP RI Number 59 of 2021 concerning 
the Implementation of Protection of Indonesian Migrant Workers. In 2017, there was a 
change in the term TKI (Indonesian Migrant Workers) which was replaced by the term PMI 
(Indonesian Migrant Workers) since the enactment of Law Number 18 of 2017 concerning 
the Protection of Indonesian Migrant Workers (Christi, 2020).  

This term aims to better appreciate the status of individual workers who play an 
important role in the economy in Indonesia, not just Migrant Workers from Indonesia. It is 
undeniable that although there are many positive aspects to being a Migrant Worker, there are 
some negative risks such as getting inhumane treatment, for example, human trafficking, 
slavery, forced labor given to Indonesian Migrant Workers. In addition, the rampant Human 
Trafficking that occurs is because there are still many PMIs who work illegally. The existence 
of these illegal PMIs is because prospective PMIs want a better and more decent life and 
ultimately decide to become an Illegal PMI who works abroad without following the 
procedures required to be followed by Indonesian Migrant Workers. However, this can be a 
problem because with invalid documents and not in accordance with the procedures, illegal 
PMI will be arrested by the immigration of the country where the PMI works and will be 
followed up according to the regulations in that country until finally Deportation occurs.  

Deportation is a forced action to remove foreigners in a country's territory, this is because 
there is a problem that is not in accordance with the regulations and violates immigration law. 
Deportation is applied to people who are not citizens of a country. Usually, deportation cases 
are caused by a person or foreign citizen who enters a country or enters a country illegally or 
without a passport and appropriate visa so that this causes the act of deportation or expulsion 
or repatriation of a person or group that violates immigration law. 

 
B.​LITERATURE REVIEW 
Labor offices 

The Manpower Office (Disnaker) is a government agency at the central and regional 
levels that is responsible for the field of employment (Yuliartini et al., 2020). Its main task is 
to formulate, implement, and supervise policies related to industrial relations, job training, 
workforce placement, workforce protection, and supervision of work norms (Asyhadie, 
2019). This office also acts as a bridge between job seekers and employers and plays a role in 
creating decent and fair working conditions. The performance indicators in the manpower 
office are 
1. Level of workforce placement 
2. Reduction in unemployment rate 
3. Number and resolution of international relations cases 
4. Supervision and compliance with work norms 
5. Number of job training and certification 
Immigrants 

Immigrants are people who move from their home country to another country with the 
aim of living permanently or temporarily (Jayanti, 2019). This move can be done for reasons 
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of work, education, protection (such as refugees), family reunification, or other economic and 
social reasons (Achsin & Rosalinda, 2021). In the context of employment, labor immigrants 
are individuals who work outside their home country, either legally or illegally, and are 
usually subject to the immigration laws of the destination country. Indicators contained in 
immigrants are 
1. Number of immigrants 
2. Country of origin of immigrants 
3. Legal status 
4. Level of participation in the workforce 
5. Type of work 
6. Level of education 
7. Access to social services 
8. Remittances (Sending money to the country of origin) 
9. Social and cultural integration 
Deportation Repatriation 

Deportation repatriation is the return of a person who is a foreign citizen from a country 
to their home country or a third country for violating immigration regulations. Deportation 
can occur for various reasons such as expired residence permits, illegal entry into the 
destination country, involvement in criminal activities, being a threat to national security and 
violating visa or work permit provisions (Diva, 2020). Repatriation means the administrative 
or logistical process of returning the person, while deportation is the legal action. Indicators 
of deportation repatriation are 
1. Number of people deported 
2. Most countries of origin 
3. Reasons for deportation 
4. Time of deportation process 
5. Cost of repatriation 
6. Level of compliance with legal processes 
7. Number of refusals to enter 
8. Cooperation between countries 
 
C.​RESEARCH METHODOLOGY 

In this study, the method used is descriptive qualitative which is oriented towards a 
government institution, namely the Technical Implementation Unit for Services and 
Protection of Manpower of the Manpower and Transmigration Office (UPT-P2TK 
Disnakertrans) of East Java Province. This study is oriented towards the Effectiveness of the 
Facilitation Services for the Repatriation and Deportation of Indonesian Migrant Workers at 
the UPT P2TK Disnakertrans of East Java. The location of this study is on Jl. Bendul Merisi 
no. 2 Surabaya. The reason for choosing this location is because the UPT-P2TK 
Disnakertrans of East Java is the one that oversees the Manpower Offices throughout East 
Java. The focus of this study focuses on using the effectiveness of Fandy Tjiptono's (2017) 
public services, which include 4 (Four) Indicators, namely: Timeliness of Service, Accuracy 
of Service, Politeness and Hospitality in providing services, and ease of obtaining services. 
This data collection technique uses participant observation techniques to determine the 
effectiveness of the facilitation services for the repatriation of deportation of Indonesian 
Migrant Workers at the UPT P2TK Disnakertrans East Java.  

Interviews were conducted by exploring information through purposive sampling. This 
study uses a structured interview method by making a draft of questions that will be 
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addressed to informants or sources. Data collection through Literature Study obtained 
through literature studies through internet searching as reference material or references that 
are relevant to the case and using literature studies through scientific journals. 

 
D. RESULTS AND DISCUSSION 

The Effectiveness of the Indonesian Migrant Worker Deportation Repatriation 
Facilitation Service at the UPT-P2TK of the East Java Provincial Manpower and 
Transmigration Office was studied based on several variables. According to the focus of this 
study, it focuses on using Fandy Tjiptono's (2017) public service effectiveness theory in 
(Pane et al., 2020) there are 4 (Four) Indicators, namely: Timeliness of Service, Accuracy of 
Service, Politeness and Friendliness in providing services, and ease of obtaining services, 
namely: 
Timeliness of Service 

Timeliness of Service is an important factor in terms of customer satisfaction. In public 
services, services must be provided on time, both in waiting time and during the service 
process. One important aspect in the timeliness of service is the smoothness of the 
administrative process. This administrative process includes the efficiency of the process in 
collecting and recording documents. The timeliness that can be provided by UPT-P2TK in 
deportation issues is through coordination between related parties, namely the Manpower 
Office, Immigration, Ministry of Foreign Affairs, and other institutions related to the PMI 
deportation process whose role greatly influences the time of repatriation of deported PMI. 
Coordination carried out between UPT-P2TK and the Ministry of Foreign Affairs, embassies, 
Social Services, and other parties related to the repatriation of deported PMI, as well as 
coordination with airlines and agents involved in the repatriation of deported PMI can speed 
up the repatriation time. With today's sophisticated technology, the repatriation of deported 
PMI can take a short time.  

Where related parties or institutions can use today's sophisticated technology to process 
and monitor the repatriation of deported PMI. In addition, the timeliness of service also 
depends on the performance and competence of UPT-P2TK employees. The staff at 
UPT-P2TK itself has been trained and understands very well the procedures for returning 
deported PMI so that they can speed up every step in the process of returning deported PMI 
to their area of ​​origin or being accommodated at the PMI Shelter to await coordination and 
pick-up by the local government or the Manpower Office of the deported PMI or returning 
independently who are picked up by the family of the party concerned. The provision of 
transportation assistance provided to deported PMI such as flight tickets from the country of 
placement to returning to Indonesia, especially for East Java residents who return at Juanda 
Airport, is also one aspect of the Timeliness of Service. In addition to transportation 
assistance from the country of placement to Juanda Airport, UPT-P2TK provides 
transportation facilities for deported PMI who are not picked up by their families or by the 
local government of origin or the Manpower Office of the deported PMI area of ​​origin. 

The deportation repatriation process does take time, but if there has been coordination 
with the relevant parties, the return of deported PMI can also run smoothly and will not take 
much time. If the deported PMI is picked up by the Regional Government or the Manpower 
Office of the deported PMI's origin, then the administrative process and return to their area of 
​​origin will not take a long time. For PMI who are picked up by their family or the Manpower 
Office of the deported PMI's origin at the airport, after the required data and documents are 
complete and meet the requirements, the deported PMI can be immediately taken home to 
their area of ​​origin. However, if the deported PMI is accommodated in the PMI Shelter, then 
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the repatriation process awaits pick-up by the Regional Government or the Manpower Office 
of the deported PMI's origin or the family who picks them up or if no one picks them up, the 
UPT-P2TK can facilitate the repatriation of the deported PMI who will be accompanied by 
UPT-P2TK employees until they return to the area of ​​origin of the deported PMI. In this case, 
the Timeliness of Service provided by the UPT-P2TK of the Manpower and Transmigration 
Office has been running well and effectively. 
Service Accuracy 

Accuracy in service means the absence of errors in providing services or services 
provided are free from errors. In this case, the information or actions taken must be correct 
and precise so that there will be no errors that can harm the parties involved. Accuracy is also 
related to the implementation of proper procedures. Therefore, service accuracy plays an 
important role in creating public trust and satisfaction with the services provided. In terms of 
service accuracy regarding PMI deportation, it can be reviewed from the provision of services 
by officers related to PMI deportation such as filling out documents belonging to PMI 
deportation, or verification of data belonging to PMI deportation which is carried out 
correctly and the data provided is free from input errors or errors during data collection. 

Accuracy of Service provided to PMI deportation in accordance with existing 
procedures, poor service is very small when compared to the service provided to PMI 
deportation in the country of PMI deportation. Factors that can affect the accuracy of services 
in the repatriation of deported PMI are the availability of complete and correct data regarding 
deported PMI by checking data from the immigration of the deportation country with data in 
the Indonesian government, effective communication between related institutions (Disnaker, 
Immigration, Ministry of Foreign Affairs, Ministry of Manpower) to exchange information 
regarding deported PMI, and proper document management in accordance with applicable 
procedures or provisions to process valid documents for deported PMI so that they can return 
safely to Indonesia and in accordance with existing procedures. So that the accuracy of the 
services provided to deported PMI is very small.  
Politeness and Friendliness in Providing Services 

Politeness, Friendliness, Positive Attitude in interacting with the community is one of the 
important factors in assessing the effectiveness of a service provided. The courtesy and 
friendliness provided can provide a sense of security, and help everything run smoothly. In 
terms of facilitating services for the repatriation of deported migrant workers, the courtesy 
and friendliness of officers can reduce the feeling of anxiety for deported migrant workers, 
can provide a sense of security that deported migrant workers are welcomed back after going 
through deportation problems carried out in countries other than their home countries. The 
services that can be provided well can build a positive image for the institutions involved in 
the repatriation of deported migrant workers and help migrant workers to be wiser and more 
careful in looking for a job both in the country and abroad by ensuring that the procedures 
and documents they have are indeed valid and proven to be true. 

In providing services for deported migrant workers, it is done quickly and well so that 
they can provide polite and friendly services and respect each other even though the problem 
of deportation is not a small problem. This is proven by the provision of adequate services to 
process the repatriation of deported PMI starting with taking care of valid files or documents 
and in accordance with existing provisions until they can return to their home country of each 
deported PMI. There are facilities provided for PMI who are temporarily staying at the PMI 
Shelter such as consultation and briefing carried out by the Perleva (Protection and 
Evaluation) sector so that deportation does not occur or become a non-illegal PMI which can 
lead to deportation. 
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Ease of Obtaining Services 
Ease of Obtaining Services refers to the extent to which PMI can access services easily 

without any obstacles and with uncomplicated procedures to return to Indonesia. The 
existence of easy access to services for deported PMI can make deported PMI feel more 
appreciated even though these PMI work abroad illegally which ultimately has to be 
deported. These deported PMI do not have documents such as valid visas, ID cards, 
passports, so they are eventually arrested and deported. Therefore, UPT-P2TK provides 
services to deported PMI to assist deported PMI in making valid documents and ensure that 
deported PMI can return to Indonesia safely. 

In addition to assisting in making valid documents so that they can return to Indonesia, 
PMI who have not been picked up by their families or by the local government are provided 
with safe and comfortable facilities such as PMI Shelters. Provision of adequate facilities 
during the repatriation process, transportation, food, health, temporary housing is also a 
determining factor in the satisfaction of the services provided. Provision of adequate 
transportation to provide assistance for the return of deported PMI to their areas of origin 
plays a very important role and makes it easier for deported PMI to return to their areas of 
origin. This is also included in the Ease of PMI in obtaining Services. According to deported 
PMI who are at the PMI Transit Shelter, they explained that the services provided by the 
UPT-P2TK of the East Java Manpower and Transmigration Office were quite good and the 
services provided were also very good. In this case, the Satisfaction of Deported PMI with 
the services provided by the UPT-P2TK was quite effective. 

 
E.​ CONCLUSION 

The purpose of the PMI deportation repatriation facilitation service is to ensure that PMI 
deportations can be repatriated safely and securely from the journey to the country of origin 
of the deportation to the area of ​​origin of the PMI deportation. This repatriation not only 
prioritizes punctuality but also guarantees the security and safety of PMI, including in the 
provision of adequate transportation and supervision that runs well from the relevant parties. 
Completing the repatriation administration process quickly and efficiently in a transparent 
manner is carried out by employees who process the pick-up of PMI deportations at the 
airport which can be accessed by PMI and their families concerned. The facilitation service 
process provided by UPT-P2TK has so far been running safely, efficiently, quickly, and does 
not harm PMI or any party. The PMI who were given the service also acknowledged that the 
services provided by UPT-P2TK were quite good and could be said to be effective. Based on 
the results of the study above, it can be concluded that this PMI Deportation Repatriation 
Facilitation Service has a very important role in ensuring adequate security and protection for 
the repatriation of PMI deportations. Effectiveness of PMI Deportation Repatriation 
Facilitation Services at UPT-P2TK Disnakertrans East Java has implemented the four 
indicators well and the PMI deportation repatriation facilitation service process has been 
running effectively.  

The ease of obtaining services for PMI deportation from Speed ​​of Time, Accuracy of 
Service, Good Service Provision and coordination between overseas immigration and parties 
involved in the PMI deportation repatriation process shows that the effectiveness of the 
services provided by UPT-P2TK is running effectively if this effectiveness is reviewed with 4 
(four) effectiveness indicators according to Fandy Tjiptono. This has also been conveyed by 
PMI who were deported that the services provided by UPT-P2TK have been running well. 
The administrative process including document management, repatriation monitoring is 
running well and efficiently, security and welfare for PMI deportation are also provided by 
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UPT-P2TK such as facilitation of repatriation transportation to their areas of origin, and PMI 
Protection Transit Shelters. Overall, the UPT-P2TK of the East Java Province Manpower and 
Transmigration Service has carried out facilitation services for the repatriation of deported 
migrant workers effectively and well and in accordance with procedures. 
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