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Abstract
This paper is intended to provide answers to somgevernment efforts in realizing public serviceKnpang
City. E-government in Indonesia has undergone &ggmt changes, which are the result of convergesfce
external and internal factors in support of chariggovernment is a public demand and the developmwien
Information Communication Technology which requi@evernance at various levels to apply it to sthi#
pattern of public services that are manual. Theseew & description on the resource policy dimensid e-
government implementation in support of public sgs, which provides an evaluation of the impleragan of
e-government conducted in this decade. The coraedt passion of a shift in the paradigm of public
administration reflects a new understanding of vegoment that is very different from the form ofssical
government bureaucracy. Thus, it has the potettidiring considerable change, not only in the rolee-
government nationally, but in e-government relagiahthe regional level. Nevertheless, this studgutses the
commitment of the Kupang City Government and inseela resources as two factors that hinder the
implementation of e-government in support of effecpublic services.
Keywords. E-government, public services.

A.Introduction

Governments around the world are currently facingspure from various parties to improve the quadity
public services and active participation in thevisimn of information to the community and are regd to be
more effective. Information Communication Revolatidechnology is a potential to modernize government
organizations, by strengthening operations in pufdirvices more responsive to the needs of itsecisi. Many
countries including Indonesia have introduced eegoment programs based on Information Communication
Technology to change the dimensions of governmemrations, which are more accessible, transparent,
effective, and accountable.

Kupang City Government pursues a resource policppport the implementation of electronic governmen
in improving the quality of public services. Thevdpment and improvement of human resources eapeci
government apparatuses as developers, managersarslof electronic government is a factor thapdsblto
determine even the key to successful implementatimhdevelopment of electronic government. Theegfibiis
necessary to improve the capacity of human reseusoel structuring in the utilization, through catednd
comprehensive planning in accordance with the nemubthe implementation is done gradually andasnable.
Human resources are one of the main factors thaposti the implementation of public services based o
electronic devices. In operationalizing the equiptrrequires personnel who are able to operatiomaim also
have specifications as needed at this time. Foligabrvices in Kupang City, especially in direcintact with
the public interest is the service of populatiorcwoents that must be owned by every citizen from th
document of birth until the death of a required woent. While in addition to the population documant
community activity that requires licensing. Thisdnsing is intended for all activities of the commity in the
form of business or physical development need®tm lgyood order in accordance with applicable rules

B.The Theory Dialog

a. E-Governancein Public Service
E-Government is a technology-based governmental irastnation or application of Information and
Communication Technology (ICT) to provide publicngees, exchange of information communication
transactions, integration of stand-alone systents service between government-to-citizen, governr@nt
business, government to government and back officeesses that interact within the overall govecean
framework (Saugata and Mas’ud, 2007). Throegbovernance, government services will be made available to
citizens comfortably, efficiently and transparenilihe three main target groups that can be disshgd in the
concept of governance are government, society asthéss. In e-governance there is no distinctidwéden
Garson (2006), which generally consists of fouidasdels: government to citizens, government tplegees,
government to government and government to busir@gsh interaction and transformation for Al-Khouri
(2011) is expected to improve the quality of lifec@izens in terms of greater convenience in thailability of
government services, thus increasing public satisfa and trust in government.

The development of-government is part of e-governance, by Heeks (2001), as the utilization of
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Information Communication Technology to support dagvernance of e-administration aspects to improve
government processes by saving costs, by managirigrmance, by establishing strategic connectionthée
government itself, and by creating empowerment.nTihe e-citizen and e-services aspect attempts to connect
citizens with the government by talking with citie and supporting accountability, by listening te t
community and supporting democracy, and by imprgwpublic services. And ultimately the e-society extp
seeks to build interaction outside the governmentworking better with the business side, by devielgp
communities, by building cooperation with governitpemd by building civil society.

Government Administration Operations from an infation technology perspective can be divided into
three areas: (1) internal, (2) intra-government €3) externally with the community. This operatiaims to
build relationships in synergy in realizing the byeof public services.

b. FactorsAffecting the Success and Failure of E-Government
Referring to the requirements described by HeeR9XB: 17-19), readiness towards e-government ssid&es
related to: (1) data infrastructure, (2) legal/lafvastructure, (3) institutional infrastructurd,) (human resource
infrastructure, (5) technological infrastructureda6) leadership and strategic thinking. Whilé-Garcia and
Pardo (2005) mention the 6 factors of success aitutd of e-Government development, namely chabeift)
quality of information and data, (2) informationclmology, (3) organization and managerial, (4) lcwsl
regulations, and (5) institutional and environmént&hile ADB (2011) found 7 success factors of e-
Government: (1) Collaboration Degrees, (2) Stratdgnment, (3) High Commitment Level, (4) Alignmign
(5) Business Transformation, (6) Knowledge Manag#mend (7) Norm and Compliance.

c. Public Service
Basically public services can be measured usinglatas. Therefore, service standards can be establiboth
from the time required and the results. The impiices of bureaucratic reform can have both positivel
negative effects on public services. There aré aflopinions about this among other things ex@din

Hariyoso (2002) there are several service dimegstbat need attention from government bureaucracy,
such as: (1) Service without discrimination fronbjicrservice institutions; (2) Implementation oktprinciple
of simplicity, clarity, certainty, security, opersg efficiency, economics, equitable justice, dameliness; (3)
Qualified, in the sense of conformity with suitjtability for use and freedom from disability; (#puchable,
reliable, quality accountability of service, asswo®, and empathy; (5) Quality-oriented that is absarized by
active participation, empathy and satisfaction sérv

Mochammad (2000) describes that the current setviceaucracy needs to be oriented more directly to
public accountability by means of the presentatibitegrated quality management. In the view ofij#so,
the opinion tries to elaborate hypothetical thirgkihat better accountability (key) to better goveemt.

In the view of Ramaswamy (2012), the essence ofipugervice should refer to the proposition thag th
products of government can be marketed to the ph&ed marketed to public) should be orientedetwise
culture through the creation of customer servidsfstion. Ramaswamy's view shows the politicdiigaof the
public bureaucracy service to the political positiof the government. The government gets taxes fitzan
public. Therefore the government must provide geerdices and quality to the public. The governnmerds to
identify what the public wants as well as what ggrmodel should be developed.

In the reciprocal relationship between the goveminas the service provider and the public as the, us
there are several matters to be considered by dheabcracy as the service provider as expressddidjar
(1997), namely: (1) Service procedures should Isg &munderstand and easy to implement, so avaidssive
bureaucratic practices, time consuming; (2) Sesvane provided clearly and certainty, so that thearity to
the user; (3) Providing effective and efficientwseg; (4) Service quickly and on time; and (5) hrious service
activities both technical and administrative, usars always treated with the motto of customerimng kand
customer always right.

C. Resear ch M ethods
This type of research uses a qualitative approhah d@ims to describe e-government related phenorteena
support of public services in Kupang City. The datarce consists of informants, events and docwsnent
Informants in this study consist dhside Government is the parties involved ia-government to support public
services in Kupang City andutside Government is the community as a service user in Kupang Jihen the
event is the circumstances that occur related imorésearch, and document data source that iseirfiottm of
secondary data obtained from research sites thattheen set.

Data collection techniques are using Observatiotgrview, and Documentation. While the data analysi
techniques are performed by using qualitative aislyased on following steps proposed by Miles, éfintan
& Saldana, (2014) include: analysis of three corenir streams of activity: (1) data condensatior), d@ta
display, and (3) conclusion/verification which is iateractive process/cycle.
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D. Discussion
Discussion of the results of this study is moreufksd on the aspect of resource policy towards the
implementation oé-government in supporting public services that examine sevaspkcts as follows:

a. Aspectsof Apparatus Resources
The results showed that resource policy becamekéfiefactor ofe-government success in supporting public
services. Availability of adequate facilities amdrastructure but if not supported by good menpglaaatus will
hinder service to society. Therefore the mentpbagius needs to be prepared through coaching tsob@sable
to perform its main duty well and avoid egoism aegphendence. Empirical facts show that if an empmoybo
handles a job feels he is needed and has sometngio other person has, then the person in quegti
sometimes absent and always stalling, thereby alva&ydering the public service. Although moved elsere,
he keeps trying to influence the person who repldtge position to do the same thing that is stgltime during
the work.

Some research sites in Kupang City Government tdlieafacts ofe-government in public service, which
makes the City Government has difficulty in realizithe quality of service according to the expémitat of the
community, such as the Office of Population andil@Gegistry of Kupang City seem to experience peots in
e-government caused by government intervention center and ¢ake the authority in the management of this
population document. Document service has manyaolest because it uses electronic equipment with
centralized system that is connected directly t dhntral internet network, so that if there is dgeto the
system then the equipment and its technic for ¢pair is imported from the center, which of coussié hamper
the public service.

In terms of apparatus resources operationalizidgrimation Communication Technology is considered
sufficient because the placement pattern is tadldoethe skills through special training such amdacording
Identity Card/e-ID card and printing as well asestdocuments. However, in terms of the numberfidders
who directly serve the community is still considtess because it is not comparable to the numbpeaple
who take care of the documents so that the quegeiis long because almost every day approxima3ely
people who want to get service from the Office ofp&ation and Civil Registration of Kupang City. i$h
condition indicates that the public service is fimagnbut the waiting time for the service processassidered
long enough.

Community as a service user almost every day asecaed with the bureaucracy of Kupang City
government to get services in accordance with theieds include identity cards, family cards, mgeia
certificate, birth certificate and so on. This ddmé avoided because this kind of service is a coniiy need
that must be met so as to demand the governmeatratpp seriously to provide it in quality. Similaih the
licensing service to the community, according t® tlsults of research that licensing servicesaactmmunity
has been using electronic equipment, but in terfrtsuman resources is not adequate because theatppti
used is made by experts outside the institutiothabif there is damage takes time to bring expestthe owner
of the application.

Empirical studies show that the difficulties facey public service agencies in the field of licemsis
related to the ability of the apparatus in creating application system, which is often an inhitgtifactor in
providing quality licensing services. The licensisgrvice provided by the employees is adequateuseca
employees who are specialized in operating the ctenmre available to serve the community but Hiked
personnel to apply the current licensing servicdiranis not yet available, there are experts witeopaid for the
application that is used specifically for the seevio community, so what if there is congestiomthave to wait
for experts who make the application referred tmedo fix it.

This research study shows that the implementatiorelectronic government at the Regional Device
Organization in public service in Kupang City reldtto human resources policy has been done byvimgpl
staff in the training related to the main task fmaction, but from the mental and ethical side taffsstill need
revamping to launch the task of managing the elaatrgovernment. Placement of employees, espgadalthe
data processing and information sections to bertdl to the skills and levels of education and eyg#s who
served as consular operators in order to avoid Ipewpo feel themselves are needed so always cgeatin
dependency considering the scope of work includilegnents of bureaucracy and society. The policypteib
by the Kupang Municipal Government is always tdude in trainings that support the main tasks amdtions,
but because of the interest as a minimal consyarador that almost every Organization of the Redg®
handled by at least one person so that they adedaa facilitating ICT activities that can creatiependence on
consular operator.

b. Equipment
Document review shows that this institution hasebsite but is only used internally by an institatitat has
not been widely accessible by the community asreicgeuser. Applications used to issue permit doents
only cover 13 permissions related to community pedacuments. The public who takes care of thenbes
bring directly all the necessary requirements artzhst directly to the officer to input the data.iFempirical
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condition shows that since 2010 the system is rated based LAN. However, in the data section, oateive
data that has been processed and what if the aagaom of regional devices within the scope of Kupaity
government requires data can copy directly on tita dn the Office of Investment and Integrated hsteg
Services of Kupang City because it is not basediran In this field there are no obstacles becaemeh
operator has mastered and has the password regbecti

The organization of regional apparatus in contaith WCT-based licensing services is still consteain
because in terms of its accessibility is still bied internally institutions that have not been ased widely.
Nevertheless, this institution continues to maketiomous improvements to improve the quality of lpub
services. This effort in accordance with the docommeview shows that there is an increase in thitopmaance
of licensing services so that the national levekasment where the organization of this regionaglkcdeobtains
B Value, and as its service mode role. Effortsnpriove licensing services always include stafftfaming in
accordance with the main tasks and functions. Wii@017 has sent 20 employees to attend traimiiptam.

Description of research results and discussiongwdhiat the implementation of electronic governnant
Kupang City Regional Organization in public servaigout government support in general is good oottie
provision of budget in the field of implementatiand development of electronic government has nobioe a
top priority for the Kupang City Regional Organipait Document review shows that the limitations of
equipment such as servers and other equipmentaaeed by the lack of resources both budget antl vehaf
have the ability to manage them. The result rebedata gives information that the supporting féiesi in
supporting the public service in Kupang City idl stiinimal experienced by the institution in cortadgth the
administrative activity and public service. Suppugt facilities prepared for people who want to sitom
complaints to public service providers are consideslow and ineffective in providing public sensgcélhe
operator only serves to operate the existing egeifrim accordance with its main duty to publishdeeuments
according to the needs of the community. Howevéremthere is damage to the system it is still edtparty
task to fix it, so it often becomes an obstaclprioviding quality services to the community.

The result of the research supported by informatgrview as service user indicated that the peapie
wants to extend the permit document said thatntpkare of the extension of this permit is not lamgl there
are no obstacles, runs smoothly because as the woitynis served directly and waited for only lekan 3
hours has been completed, except a new permiteogaimmunity if the document meets the requiremestsbe
3 days completed and can be taken directly, wihite dbstacle is if the leader who must sign thenbogy
documents are not in place, of course the peopbelldhbe waiting longer. Another problem faced bg th
equipment side is that the application used toeidmensing documents has not been sufficient imseof the
number of only one application unit, so that whieer¢ is damage to the system it will disrupt thecpss of
public services. Under these circumstances may teadependence on experts who impede the services
provided to the people.

c. Budget Factor
Support and commitment of central and local govermnof Kupang City in supporting the implementatafn
electronic government is a key factor. The avalityband consistency of this budget is a great supfor
developing the already implemented electronic gowemt. Therefore, government support occupies § ver
important role if government support is not proddben certainly electronic government will not smoothly.
Limitations of funding in the implementation of elmnic government can affect the still low qualdf the
implementation of technology-based public serviGedse main challenge for the government is being dbl
provide cheap and quality technology access sesvsethat in this condition the government mustgk have
a strategy in building an extensive electronic goireent network, although funding is limited. Alttgiuthe use
of information technology does not have to be ayals to high funding needs but in planning needthén
budget tend to be limited.

Public services can run well and smoothly, if supg by adequate facilities and infrastructure suigal
by electronic devices, but the obstacle is thahéfe are technical problems in the long term amahat have
technical personnel, will disrupt the service te theople. This condition is often experienced byiamal
apparatus organizations in contact with public isess that use the application system. Even not ¢iméy
resource problem is faced by Kupang City Local Q@igmtion, but also the intervention from the Centra
Government for the management of the Kupang Cifgulion and Civil Registration Agency. The problem
facing the institution is that its operational fiiting partially funded by the State Budget/APBNerttwhen the
electronic device is damaged, it will wait for teddal personnel from the central to improve its poiber system
that is directly connected to the central, as waslthe provision of form for population documeittshould be
imported from the central.

This shows that there is regional dependency owrehé&ral government, especially in the specialiserof
population documents. In addition, because thexaaetivities of this institution that should notfoaded by the
Regional Budget/APBD, so it often leads to slackthie process of public services. Empirical conditie
complained by the bureaucracy of the governmentupfang City, especially in the organization of thégional
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device that resigned to this situation which isinaccordance with the spirit of regional autonomy

Observations result on research sites indicate ftbat the infrastructure and facilities aspectshsas
buildings, toilets, parking lots and so on are sufficient, due to budget constraints owned byKhpang city
government, which also impedes public services slravs the atmosphere is less comfortable becausg ma
people who queuing for service. In another aspeis $een that due to frequent damage of applicato3
weeks during this research, this caused no docwmatcessed because of the dependency on thelcentra
government is so high. The Organization of the Begs an institution whose portion of operationahds is
allocated by the State Budget (APBN), which is mschaller compared to the support of funds from the
Kupang Municipal Budgets, so that if there is daen#gnust wait for the cost or technical persorfn@in the
central. Dualism of public service management iy Yelt by the community as a service user. Thésfaf this
study indicate that public services based on infdgiom technology have not been running effectivahd
smoothly.

d. Constraintsand community complaints mechanisms
Public dissatisfaction with the services receivedymeport directly or through a complaint to thepidng
Municipal Government. The results of observatiodidate that the service complaints have been s$oeibto
the public but still limited in the form of banneirsstalled at the sub-district and village officasis form of
socialization still has weaknesses because itlislomited to certain people who because they aking care of
the letter or other documents so that they carasdaead it while for other people who never oelsgacome to
government agencies do not know how the procecarglaints dissatisfaction public service.

This is supported by a commitment from the MayoKapang that any complained matter should be fatidw
up by its procedures:

a. Each incoming complaint is then sent to the rediapparatus organization (OPD), forwarded to the

mayor then to the units for follow-up.

b. Communities who do not use IT usually complain atiseto the Mayor when there are job visits to
urban villages and are usually accompanied alsordmional apparatus organizations so that
complaints/problems raised by the community cafolbewed up by the regional organization (OPD).

The non-licensing public service complaint mechasigre slightly different from the licensing seevin
which the licensing institution is authorized tomage the licensing documents to the public comidaifhe
result of observation and document review at Irgtegt Investment Service and Service Offices of Kgp@ity
is related to public complaints where the orgamizaof this regional apparatus is preparing a ssgge box as
a means of complaint to the bureaucracy of licepsirvice, but the solution to public complaintseiss well
known to the public due to the process of solvingplaints that exist only through internal meetimgghe
agency to further make improvements. The incommmgpaints are in the form of letters in 2013 as ma60
complaints, and which received solutions are 41aints.

If viewed from the performance of bureaucracy ia fettlement of complaints in the last three yeaes
only about 16 percent. Although these conditionsuodn the reform era, the fulfilment of the derdanof
service users by the bureaucratic apparatus ilthest. In fact, in total as many as 250 casesratvas a lack
of concrete response from the bureaucracy. Thibdurindicates that reform expectations will beeafdl meet
the demands of society, especially related to impibie quality of public services from the bureagagris still
far from reality.

A community of service users who does not subragrdal complaint directly to the bureaucratic appas
for the services it receives to has various comattns underlying it. The most common reason ii®ignce of
the complaint procedure that must be taken. Anoteason is because of the attitude of uncertaimy the
complaints they are doing will be responded apparatell. The community of service users feels tinat
grievance effort will not be effective in solvinige problems faced.

Grievance and complaints mechanisms of the contyhalrieady have rules to provide information on the
grievance mechanism conducted by the communityecalty the community using the permit service lsatt
the Kupang City Public Service Office prepares aformation counter and a public complaint and a
suggestion/complaint box that has the functionegkiving reports on the existence complaints bethally, in
writing and in the media, but have not been vefgative and provide satisfaction to the public iee demands
of the quality of public services, which in the fialview that the placement of a suggestion bothatKupang
City Integrated Investment Service and Licensingvise, merely fulfills a requirement like a public
organizations that have rules of the game, but wérghey work to accommodate complaints and sdlemtare
still a problem. Therefore a good bureaucracy megua clear system and administrative procedurdstizn
ability to make improvements in case of error.

Based on the results of interviews and observatimasle by researchers that the constraints in the
implementation of electronic government is the fadi operators and public knowledge about publigziser
websites is still lacking, so e-services have not optimally. From the public understanding of IGTstill
considered low, so it is difficult to expect pubfiarticipation in accessing the website. This erogifact when
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examined is actually caused by the lack of soa@tim from the party who has the authority in pdivg
education to the apparatus and the community amdntplementation of socialization that is stilldestense.
The socialization intended is a socialization thpecifically introduces and provides specific edioca to
discuss the use of electronic government in supmfgpublic services, given that electronic governtrepplied
has reached the stage of the transaction.

The continued implementation of e-government in &ugp City Government requires the commitment of
all relevant elements. However, in reality it re@si improvements in order to improve the qualitypablic
services both licensing and non-licensing servihas need to consider factors that can supporirgnbit as an
effort to find solutions in order to realize theadjty of public services.

E.Conclusion
Based on the results of analysis and discussicsepted in the previous section, the researchedizam some
conclusions as presented below:

That E-government in supporting public serviceKupang City is implemented without considering the
preparedness of apparatus and community resoucteprehensively and only implemented with the laEk o
socialization continuously will have negative inggliion to the quality of public service. The esgmment
implemented in Kupang City has not yet answeredipuleeds and concerns related to public licenseices,
and non-licensing, and has not provided adequatdtse

In the aspect of policy and placement of humanuess, Kupang City Regional Organization (OPK)
especially in Data Processing and Information $actiho served as overall executor is not adaptediteation
owned, only in the field of computer they can umsteend and master but still position themselveshascbre
worker, so without them ICT can’t work effectivelgsulting in dependency. For Conselor Operasetfithere
is an imbalance considering its duties that corauly serve not only the community but also theriests of the
bureaucracy. It shows the lack of human resourepgration in the implementation of e-government.

In the field of infrastructure is very supportiva fData Processing and Information Section in ¢agrput
its duties and functions. It can be seen from #udifies and infrastructure available in it hag heen adequate.
In the support phase of the Kupang City Governminis generally good enough to be supported by the
provision of funds for the Kupang City Regional @nization (OPK). However, the support of the cdntra
government specifically for the implementation atevelopment of electronic government itself suclinathe
Office of Population and Civil Registration of Kuma City is still minimal and the pattern of pronmtiand
staff mutation is still through the approval of fBentral Government in this case the Ministry ofir¢oAffair.

The constraints faced in applying e-governmet althcal Agency Organization (LAO) of Kupang City is
the lack of intensive socialization of e-governmantparticular to make the attitude of people whe still
apathetic and not open to the openness of changeformation and communication technology.

Therefore, research recommendations related tovergment in supporting public services is reallyipg
attention to the mindset of bureaucracy, competémtiee with tasks and staff development strategi# needs
to understand the apparatus through training antpecative studies in some areas that are considerbdve
progress and experience. Patterns of mutation amahgiion of office must be based on the right marthie
right place. Related to sources of funds/budgetimyder to increase the allocation to supportigieg services
in and non-licensing. Then it needs to be suppdstethe commitment of various elements of both Kngp&ity
Government Bureaucracy and its people towards riy@eimentation of e-government in public service as
novelty in this research.
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