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STIE PORT NUMBAY,
PAPUA, a committed academic
institution, in Makassar,
Indonesia, have a wide range of
academic programs with a pool
of eminent faculty members.

NFCT. Malaysia, a
professional consultant
organization, committed 1o
students, faculty and industry
skill development with a pool of
eminent researchers, trainers,
teachers and consultants from
Malaysia.

We started our academic and
professional relationship in a
simple way.

Twe organizations come to
know each other incidentally.

We shared each other s strength
and opportunities.

We asked together, why we
don’t work together for the
betterment of  academic
development  through people
empowerment.

A vision instigated....!!

A mission established..!!
And......we are with our goal to
empower  the people in
academic and industry through

collaborative, academic and
professional endeavors

NFCT MALAYSIA —
PORT NUMBAY, PAPUA
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NILAI FIELD CONSULTANCY AND TRAINING (NFCT)

Nilai Field Consultancy and Training (NFCT) is an International organization, tries to establish strong link
between various stakeholders in the literary and publishing world, to act as a medium for effective
deliberations and discussions. The objective behind NFCT is to connect the observations and finding of
latest researches, deliberate it in international events like conferences, symposiums, seminars etc. and
support the researchers, industrialists, scientists, and intellectuals across the world for cross border works
and collaborated outputs. Such efforts have several implications in the form of supporting the policy
decision makers in the development or improvement of major policies, taking effective decisions
considering the far reaching consequences, giving due insight into effective methodological interventions
for reliable outcomes, and finally support the advancement of literature and society. Nilai Field Consultancy
and Training (NFCT) is engaged in several events like conferences, seminars, symposiums, Corporate
trainings and Research Colloquiums. NFCT provides a unique platform to scholars, academicians,
practitioners and business managers to share their valuable knowledge and experience with each other.
NFCT organizes conferences, seminars, workshops and publishes diversified research journals to support
and promote education and research. The objective of NFCT is to bring people from the academia and
business world closer so that they can share the latest developments in the fields of economics, information
management, business, education, development studies, social sciences and technology. It also aims to
establish better understanding among policymakers and other stakeholders. Our motto, here with this
dedicated effort is to create a platform for healthy deliberations and discussions, in a globalized knowledge
management era. :
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~ ABOUT THE CONFERENCE |

2l Conference on Technology, Management and Social Sciences Conference 2016 is
3 international conference held by NFCT, Malaysia in collaboration with STIE Port
Indonesia. This conference has the very objective of inviting attention from policy
ndustry, managers, researchers, consultants and trainers, on timely Technology,
=nt and Social Sciences issues in economic and social development. The conference
25 majority social science areas in addition to technology, business, and social sciences
- accounting, finance, management, operations management, marketing, psychology,
ogy. public health, and entrepreneurship.

- CONFERENCE THEME =

e _aﬂen:nce theme is Role of Technology, Management and Social Sciences in Economy
The theme will cover a wide range of toplcs with particular focus given to the

HUMAN RESOURCE MANAGEMEN’T lNNOVﬁTION AND

ENTREPRENEURSHIP -

‘& L=adership Development e Competency Mapplng
= Inmovation and creativity e Labor issues
= Enwrepreneurial orientation e Welfare Management
& Motivation at work e Talent Management
= Meoovation and Productivity e Team building
 » Performance management * Habit development
Work Culture development e Attitude development
Trangs Management o Effective transaction for productivity
® Workforce management » Personality development Succession |
@ 3r=nd building through HR initiatives planning Quality of life
= m=matonal HR issues * Behavioral Modification
= Managing diversity at work ¢ Mentoring and Coaching
e Cross cuftural communication o Effective attendance management
! ¢ Goal setting and career development
. CONSUM ER AND MARKET ANALAYStS

Customer relationshrp management
Green marketing

Retailing

Pricing strategies

Marketing communication
International marketing

- Canmbehamoranalysns o
‘e Consumption analysis .
‘® Market segmentation N
e Sroduct management .
‘e Distmibution channel .
~ ® Brand management .
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Risk Management

International Finance

Corporate Governance

Emerging Markets

Financial Regulation and Policy analysis

L ]
O
o
-
pe]
(o]
=
o
—
m:
o
3
52
=
N
™
L ]

e Banking /financial institutions

¢ Financial Statement Analyses

¢ Islamic Finance and Banking

e Financial and Economic Integration

SUSTAINABILITY AND COMMUNITY DEVELOPMENT

Corporate social responsibility;
Sustainable business models;
Business economic modeling and

Sustainable livelihood

e Environmental policies .

Climate change

Development of development
Integrated resource management;
Technological development and

simulation innovation
e Efficiency, productivity and Green accounting

externality Energy, environment and
e Poverty, inequality and social -, sustainable systems

cohesion Sustainable development

Food security;

EDUCATION AND TECHNOLOGY MANAGEMENT

Collaborative Learning
E-Learning

Special Education
Distance Learning
Vocational Education
Business Education
Environmental Education
Financial Education

Collaborative Learning

E-Learning

Special Education
Distance Learning
Vocational Education
Business Education
Environmental Education

SESSIONS

International education and industry professionals, academicians and corporate executes, will
deliver their paper presentation by providing participants with different perspectives and
analysis.
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SATURDAY, 5™ November, 2016

WELCOME and REGISTRATION
BREAKFAST .
E INAUGURAL cmmom -

Welcome Address Dr. John Agustinus SE., S.Th.,, MM.

(Conference Chair -STIE)
Opening Speech Drs. Melambassy Moses, MM.
Guest of Honor Drs. Nazarudin Toatubun, MM.
K=ynote Speech David White, Consultant, Australia
Speech Vote of Thanks Prof. Dr. Dileep Kumar M. PhD., M.Phil.

(Conference Chair - NFCT)

PHOTO SESSION

TECHNICALSESSION 1- FINANCE | Session Chair

"ANALYSIS OF FACTORS AFFECTING QUALITY OF FINANGIAL
INFORMATION STATEMENTS OF LOCAL GOVERNMENT

EVRAIM SOINDEMI

WESTIM RATANG

YANUARIUS RESUBUN

College of Economics Port Numbay
Cenderawasih University

ANALYSIS OF PROTECTION AND MANAGEMENT CONTROL
ON FIXED ASSETS IN THE DEPARTEMENT OF REVENUE,
FINANCE AND ASSETS MANAGEMENT

EDISON YAGOLI
College of Economics Port Numbay

PERFORMANCE-BASED BUDGETING IN MAKING

Dr. Muhammad
GOVERNMENT ACCOUNTABILITY PERFORMANCE

Rakib

ISMAIL BADOLLAHI
Muhammadiyah University of Makassar

EFFECT OF TAXPAYER COMPLIANCE AND DISBURSEMENT
ON TAX ARREARS OF REVENUE (INCOME TAX) IN PERSONAL
TAX OFFICE (KPP), PRATAMA JAYAPURA

=ELMI TOATUBUN
Callege of Economics Port Numbay
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1020-1040 ANALYSIS OF FACTORS AFFECTING BUDGETARY REVENUES
AND EXPENSES BASED ON PERFORMANCE PROCESS

YAHUKIMOMARSENI RUPANG
JOHN AGUSTINUS
Graduate School of Economics, Jayapura, Port Numbay

1040-1100 THE INFLUENCE OF FISCAL DECENTRALIZATION TOWARD
STRUCTURE OF EXPENDITURES AND ECONOMIC GROWTH

HADI SUBROTO
College of Economics Port Numbay

1100-1120 EFFECT OF OPERATING COSTS AND LOSSES OF INCOME TO
PT PLN (PERSERO), PAPUA

MUGIATI

FAUZIAH R. FARAWOWAN

SULIS FATOAH

University of Science And Technology, Jayapura

College of Economics Port Numbay }

1120-1140 ANALYSIS OF FACTORS AFFECTING THE DISTRIBUTION OF
FINANCING

HELMI TOATUBUN
MUHAMMAD YUSUF GOLAM
College of Economics Port Numbay

1140-1200 ANALYSIS OF FACTORS AFFECTING FINANCIAL
PERFORMANCE OF LOCAL GOVERNMENT IN SAMARINDA-
INDONESIA

LA ODE HASIARA '

MUHAMMAD AZIS °

Samarinda State Polytechnic, !

Makassar State University *

1200-1255 LUNCH BREAK

Room 1: TECHNICAL SESSION 2 Session Chair
ENTREPRENEURSHIP MARKETING AND HR

1300-1320 ROLE OF ENTREPRENEURSHIP AND MARKET ORIENTATION
ON FARMER'S INCOME GROWTH IN THE CITY OF WAMENA
JAYAWLJAYA

WESTIM RATANG
Cenderawsih University, Indonesia
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Y

-T OF JOB SATISFACTION AND ORGANIZATIONAL
ENT ON PERFORMANCE OF EMPLOYEES IN THE
DEPARTMENT, JAYAPURA

LINDA LEREBULAN
of Economics. Port Numbay

| EFFECT OF WORK ENVIRONMENT, ORGANIZATION CULTURE
IND ORGANIZATIONAL COMMITMENT ON PERFORMANCE
EMPLOYEES

3 M. AMSAMSIUM
of Economics Port Numbay

5
e

1=

EFECT OF TEACHER CERTIFICATION AND PERFORMANCE

IMPROVEMENT ON WORK MOTIVATION TO GURU SMP
STATE 9 JAYAPURA )

TAUFK RIANTO WIBOWO

JOEIN AGUSTINUS

‘Smmsiucee School of Economics Jayapura Port Numbay Dr. Irwan

y
= = - Usman
INFLUENCE OF MOTIVATION, COMPETENCE AND CAREER

DEVELOPMENT ON THE PERFORMANCE OF STATE
WNIVERSITIES LECTURERS IN EAST KALIMANTAN P

| MISAMMAD IDRUS, TABA'
DIRGA, LESTARF
MICHAMMAD, SOBARSYAH®

_'ruliyof&ommics and Business, Universitas Hasanuddin,
M=w=ssar, South Sulawesi, Indonesia

"mculty of Economics, Universitas Mulawarman,
annda East Kalimantan, Indonesia

EFECT OF EDUCATION AND ECONOMIC WELFARE OF
MIOTHER AND CHILD IN THE DISTRICT OF DEKAI YAHUKIMO
L HASEGEM

BN AGUSTINUS
of Economics Port Ni:mbay

EFECTIVENESS OF MUSIC THERAPY ON STATUS OF VITAL
SNS IN PATIENTS WITH HYPERTENSION

MNursing Academy Marthen Indey

STUDY ON KEEROM PUBLIC INTEREST IN THE
EMENTATION OF GOVERNMENT REGULATION

ER 48 YEAR 2014) REGARDING THE WORKING
S AND FREE MARRIAGE

3 8.0

of Economics Port Numbay
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1540-1600 ROLE OF STAKEHOLDERS IN THE SUPPRESSION OF
RELIGIOUS LEADERS IN DISTRICT BLIND AKSARA DEKAI IN

YAHUKIMO
MEKI TATOGO
College of Economics Port Numbay
1600-1620 COFEE BREAK
Room 1: TECHNICAL SESSION 3
HRM

1620-1640 EFFECT OF ORGANIZATIONAL CULTURE, COMMITMENT,
AND CAREER DEVELOPMENT ON THE PERFORMANCE OF
EMPLOYEES IN THE DEPARTMENT OF EDUCATION

PAUL HUBY

ARRY PONGTIKU

MUGIATI

College of Economics Port Numbay

University of Science and Technology Jayapura

1640-1700 WORK ENVIRONMENT, MOTIVATION AND i
ORGANIZATIONAL CULTURE . _ON EMPLOYEES '
PERFORMANCE IN DEPARTMENT OF AGRICULTURE '
YAHUKIMO REGION y

SELVI PONGSITANAN

M.RIDWAN RUMASUKUN

MUGIATI

College of Economics Port Numbay

University of Science and Technology Jayapura
Dr. Arry

INFLUENCE OF LEADERSHIP STYLE, WORK MOTIVATION Pongtiku
1700-1720 | AND WORK EXPERIENCE ON EMPLOYEE PERFORMANCE

HANS HELUKA
JOHN AGUSTINUS
College of Economics Port Numbay

1720-1740 EFFECT OF LEADERSHIP, COMMITMENT AND CAREER
DEVELOPMENT ON PERFORMANCE OF EMPLOYEES IN THE
DEPARTMENT OF TOURISM IN YAHUKIMO

SINENG SILAK,
JOHN AGUSTINUS
College of Economics Port Numbay

1740-1800 ROLE OF INDIGENOUS LEADER, MENGGELIK BAHABOL IN
THE HISTORY AND FORMATION OF YAHUKIMO:
LITERATURE REVIEW

SAMITA BAHABOL

JOHN AGUSTINUS

ARRY PONGTIKU

College of Economics Port Numbay
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1800-1820 EFFECT OF ORGANIZATIONAL CULTURE AND COMMITMENT
ON THE PERFORMANCE OF EMPLOYEES IN OFFICE OF
WOMEN EMPOWERMENT AND FAMILY PLANNING IN
YAHUKIMO

MARKUS WEIPSA
JOHN AGUSTINUS
College of Economics Port Numbay

1820-1840 INFLUENCE OF ORGANIZATIONAL CULTURE,
ORGANIZATIONAL COMMUNICATION AND EDUCATION
AND TRAINING ON PERFORMANCE OF OFFICIALS

LAZARUS PAHABOL

MUGIATI

YANUARIUS RESUBUN

College of Economics Port Numbay

University of Science And Technology Jayapura

1840-1900 THE INFLUENCE OF LEADERSHIP STYLE, JOB SATISFICATION
AND JOB COMMITMENT ON THE PERFORMANCE OF
EMPLOYEES AT THE FINANCIAL MANAGEMENT AND
REGIONAL ASSETS DEPARTEMENT IN YAHUKIMO REGIPN.

DAUD HELUKA
College Of Economics Port Numbay

1900-1920 THE INFLUENCE OF LEADERSHIP AND WORK MOTIVATION
ON EMPLOYEE PERFORMANCE IN PUBLIC AGENCY
SECRETARIAT OF PAPUA PROVINCE

SUKARBI
College of Economics Port Numbay

ROOM 2

~_Room 2: TECHNICAL SESSION PARALLEL 1 HEALTH, HRM AND GENERAL | Session Chair _

0900-0920 ENGLISH WITH INDONESIA TASTE: DOMINANT CULTURE
SHIFT TO LOCAL CULTURE.

SRI FITAYANTI

College of Economics. Port Numbay

0920-0940 BODY IMAGE OF OBESITY AMONG TEENAGERS: A
PHENOMENOLOGICAL STUDY : Drs. Yanuarius

Resubun
CITA REAST WULANSARI

Hospital Nursing Academy Marthen Indey

0940-1000 INFLUENCE OF EDUCATION, TRAINING AND MOTIVATION
ON PERFORMANCE AMONG CIVIL SERVANTS

DINA MARTHINA ALOMAU
College of Economics Port Numbay .

10
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1000-1020 EFFFECT OF LEADERSHIP, WORK MOTIVATION AND
ORGANIZATIONAL COMMITMENT ON PERFORMANCE OF
EMPLOYEES

JORIM PAHABOL
College of Economics Port Numbay

1020-1040 SICK ROLE BEHAVIOR OF PULMONARY TB PATIENTS ON
RECOVERY EFFORTS, TREATMENT SEEKING AND
TREATMENT OBEDIENCE

LAILI NUR HIDAYATI
Hospital Nursing Academy Marthen Indey

1040-1100 EFFECT OF LEADERSHIP, JOB SATISFICATION AND
ORGANIZATIONAL COMMITMENT ON EMPLOYEES
| PERFORMANCE AT THE DEPARTEMENT OF SOCIAL AND
LABOR

KRISTIAN ASSO
College of Economics Port Numbay

1100-1120 | IMPACT OF ORGANIZATION MOBILITY OF SKILL
DEVELOPMENT TRAINING INSTITUTIONS ON LEARNERS
SOCIAL ECONOMIC USEFULNESS: A CASE STUDY

MUCHTAR YUNUS
Universitas Negeri Makassar (UNM)

1120-1140 AN ANALYSIS ON THE BEHAVIOR OF HEALTH SERVICE USE
| AMONG LEPROSY PATIENTS IN THE WORK AREA OF
HAMADI HEALTH CENTER

NURMIA
Hospital Nursing Academy, Marthen Indey

1140-1200 EFFECT OF JOB SATISFACTION AND ORGANIZATIONAL
COMMITMENT ON PERFORMANCE OF EMPLOYEES IN THE
REVENUE DEPARTMENT, JAYAPURA

SIAN LINDA LEREBULAN
College of Economics. Port Numbay

11200-1255 £ LUNCH BREAK

Room 2: TECHNICAL SESSION PARALLEL 2 HRM

1300-1320 INFLUENCE OF REWARD POLICY AND PUNISHMENT ON
WORK MOTIVATION AND EMPLOYEE PERFORMANCE IN THE
HEAD OFFICE OF PT. REGIONAL DEVELOPMENT BANK OF
PAPUA

NOVITA OLIVIA JOAQUIN'

MUGIATI?

ARRY PONGTIKU®

College of Economics. Port Numbay

University of Science and Technology Jayapura

11
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ABSTRACT

The purpose of this study is to examine and analyze on people's satisfaction with quality
of services the Central Bureau of Statistics Yahukimo and public perception of anti-corruption
related to penyelenggaraaan Statistics in Yahukimo.

This research was conducted by collecting data from respondents. The data is taken
from a representative sample of the entire population, and the sample taken is as much as 40
samples. While the method of analysis used is by using the application of the Index, Importance
Performance Analysis (IPA) and Diskriptif. Application of this method is done in order to
determine the priority of attributes that must be corrected and provide recommendations for
improvement of service at the Department of Education Yahukimo.

The results showed the Central Bureau of Statistics Yahukimo From the application of
such methods can be seen that the result of 1). Customer satisfaction on the quality of services
BPS Yahukimo obtained an average score of 2.8115 (Satisfied) whereas the hope of obtaining an
average score of 3.3510 (important) so that the index of customer satisfaction with the service is
2.8185 Yahukimo BPS (Central Board service Statistical rated "Good"), 2) Customer Satisfaction
against BPS Data Quality Yahukimo variety of social statistical data on average 2.9532 (Good),
wide production statistics an average score of 3.1746 (Good), statistic distribution and services 3,
0000 (good), Variety Balance and Statistical Analysis 2.9793 (good). 3) Public perception of anti-
corruption related to the collection of statistics an average score of 3.0864 quality of service
(included in the category Disagree means that citizens consider that in the Central Bureau of
Statistics Yahukimo not happen opportunities of corruption), and the mean average expectation
score of 2.5702 (Important), so that the satisfaction index of 3.0734 (public perception of anti-
corruption related to the collection of statistics on the Central Bureau of statistics Yahukimo
"Good")

Keywords: Public Satisfaction, Quality of Service, Anti-Corruption.
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1. Background of the study

Bureaucratic reform is one of the first steps to structuring a good, effective and efficient
system of governance. This is expected to form a bureaucracy that serves the community
quickly, precisely, and professionally. The same thing must be done by the Central
Statistics Agency (BPS) as one of the Non-Ministry Government Agencies. The Central
Statistics Agency (BPS) has the duty to provide complete, accurate, and up-to-date
statistical data in realizing the National Statistics System. This is stated in Law Number
16 of 1997 concerning Statistics and Government Regulation Number 51 of 1999
concerning Implementation of Statistics. Thus BPS as a public institution has a role in
providing services for data requests and statistical information.

The Central Statistics Agency is a Non-Ministerial Government Institution that reports
directly to the President. Previously, BPS was the Central Bureau of Statistics, which was
formed based on Law Number 6 of 1960 concerning the Census and Law Number 7 of
1960 concerning Statistics. As a substitute for the two laws, Law Number 16 of 1997
concerning Statistics was stipulated. Based on this Act which is followed up with the
laws and regulations below, the name of the Central Statistics Bureau has been changed
to become the Central Statistics Agency. Material which is new content in Law Number
16 of 1997, among others: Types of statistics based on their intended use consist of basic
statistics that are fully organized by BPS, sectoral statistics carried out by Government
agencies independently or together with BPS, as well as special statistics held by
institutions, organizations, individuals, and / or other elements of the community
independently or together with BPS, Statistics results held by BPS are published in the
Official Gazette of Statistics (BRS) regularly and transparently so that people easily find
out and or get the required data. Reliable, effective and efficient National Statistics
System. The establishment of the Statistical Society Forum as a forum to accommodate
the aspirations of the statistical community, which is tasked with providing advice and
consideration to BPS.

Based on the law mentioned above, the roles that must be carried out by BPS are as
follows: (1) Providing data needs for the government and the community. This data is
obtained from censuses or surveys conducted alone and also from other government
departments or institutions as secondary data, (2) Helping statistical activities in
departments, government agencies or other institutions, in building national statistical
systems, (3) Developing and promoting standards statistical techniques and
methodologies; and providing services in the field of statistical education and training.
(4) Building cooperation with international institutions and other countries for the benefit
of the development of Indonesian statistics.

The quality of services provided by the Yahukimo Province BPS needs to be evaluated

regularly and continuously. The evaluation is intended so that BPS services can carry out
their duties and roles in improving the quality of statistical administration. The evaluation
is not only done by internal circles but also needs to be done by other parties. The hope is
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to obtain an assessment objectivity. Yahukimo Province is one of the new districts
formed through the division of Jayawijaya Regency. Data and information needs are very
necessary for planning needs and other needs in the district. In order to measure the
satisfaction and expectations of BPS services to BPS data users in Yahukimo Province, a
BPS consumer satisfaction survey was conducted in 2015.

2. Theoretical Framework

Engel, Roger & Miniard (1994) say that satisfaction is a post-consumption
evaluation to choose several alternatives in order to meet expectations. Band (in
Nasution, 2005) says that satisfaction is achieved when quality meets and exceeds the
expectations, desires and needs of consumers. Conversely, if quality does not meet and
exceed the expectations, desires and needs of consumers, satisfaction is not achieved.

Sumarwan (2003) explains the theory of consumer satisfaction and dissatisfaction
formed from the expectation disconfirmation model, which explains that customer
satisfaction or dissatisfaction is the impact of a comparison between customer
expectations before a purchase and actually obtained by customers from the product or
service. Customer expectations when buying actually consider the function of the product
(product performance).

Product functions include:

a. The product can function better than expected, called disconfirmation
positive (positive disconfirmation). When this happens the customer will feel
satisfied.

b. The product can function as expected, called confirmation
simple (simple confirmation). The product does not give satisfaction and
the product does not disappoint so customers will have feelings
neutral.

The concept of service quality can also be understood through "consumer
behavior” (consumer behavior), namely the behavior played by consumers in finding,
buying, using and evaluating a service product that is expected to meet their needs.
Consumer decisions to consume or not consume goods / services are influenced by
various factors, including perceptions of service quality. This shows that there is a strong
interaction between customer satisfaction and service quality. (Harbani Pasolong, 2007:
135).

In general, an index is a systematic guide to the units contained in, or a concept

derived from a collection of entities or databases. Besides that, in a practical sense the
index can also be defined as a list of alphabetical references that are usually found at the
end of a book. In library science the index has a broad meaning, which in general can be
interpreted as a record of the values of various attributes that are expected to be used as a
basis for information retrieval.
While the Community Satisfaction Index (IKM) is data and information about the level
of community satisfaction obtained from quantitative and qualitative measurements of
public opinion in obtaining services from public service providers by comparing their
expectations and needs. Based on the principle of service 14 (fourteen) minimum
elements that must be available for the basis for measuring SMls are as follows:



 Service Procedure, which is the ease of the stages of service provided to the
community in terms of simplicity of service flow

» Service Requirements, namely technical and administrative requirements needed to
obtain services according to the type of service

* Clarity of Service Officers, namely the presence and certainty of officers who
provide services (name, position and authority and responsibilities)

« Discipline of service Officers, namely the seriousness of officers in providing
services, especially on the consistency of working time in accordance with applicable
regulations

* Service Officers' responsibilities, i.e. clarity of authority and responsibilities of
officers in administering and completing services

» Capability of Service Officers, i.e. the level of expertise and skills possessed by
officers in providing / completing services to the community

* Speed of Service, i.e. target service time can be completed within the time specified
by the service delivery unit

» Fairness to Get Services, namely the implementation of services by not
distinguishing the groups / status of the community served

« Staff Courtesy and Friendliness, namely the attitude and behavior of officers in
providing services to the community in a polite and friendly manner and mutual
respect and respect

* Reasonableness of Service Cost, which is the community's affordability to the
amount of costs determined by the service unit

« Service Cost Certainty, which is the compatibility between the fees paid and the fees
that have been set

* Certainty of Service Schedule, i.e. the implementation of service time, in
accordance with predetermined provisions

» Environmental Comfort, namely the condition of facilities and infrastructure of
services that are clean, neat, and orderly so as to provide comfort to the recipient of
the service

* Service Security, i.e. the guaranteed level of environmental security of the service
provider unit or the means used, so that the public feels about getting services against
the risks caused by the implementation of the service.

3. ANALYSIS

1. Index
This study was conducted to obtain an anti-corruption index, and a service quality
index, an index number needed in evaluating the implementation of bureaucratic
reform, public service imagery, and reporting related to BPS's performance in
Yahukimo District.

a. Service Quality Index
The service quality index is prepared by referring to the Regulation of the Minister of

Administrative Reform and Bureaucratic Reform (PERMENPAN-RB) No.16 of
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2014 concerning Guidelines for Surveying Public Satisfaction of Public Services.
This data is then analyzed by segmentation based on user education.

b. Anti-Corruption Index
Anti-corruption index is needed to get a picture of the readiness of service units in
the framework of forming Integrity Zones and Corruption-Free Areas (WBK) and
Regions

Clean Serving Bureaucracy (WBBM). The Anti-Corruption Index needs to be
analyzed by segmentation based on user education.

2. Importance Performance Analisis (IPA)

Importance Performance Analysis (IPA) is one of the tools in evaluating
performance. The IPA method is also known as the Quadrant Analysis (quadrant
analysis). The IPA method has been generally accepted and used in various fields of
study because of its ease of application and display of analysis results that facilitate
the proposed improvement of performance. The IPA method has the main function of
displaying information related to service factors which according to consumers /
customers / users greatly affect their satisfaction or loyalty and service factors which
according to consumers need to be improved (improvement) because the current
conditions are not yet satisfactory. In this method the average level of importance is
denoted by Y and the average level of satisfaction (performance) denoted by X will
be plotted into the Cartesian quadrant consisting of 4 quadrants.
a. First Quadrant First Quadrant First Quadrant First Quadrant,
"Increase Performance” (high importance & low performance).

This quadrant is located in the upper left, which means the top priority is
performance improvement (Performance Improvement). This quadrant contains
satisfaction indicators that are considered important by service users, but in reality
the performance of these indicators is not in line with the expectations of service
users. The performance of the indicator is lower than the expectations of service
users for the indicator. The indicators contained in this quadrant must be further
improved in order to meet the expectations of stakeholders / service users. The trick
is to make continuous improvements to the indicators that are still low in
performance, so that the performance in this quadrant will increase.

b. Second quadrant, second quadrant, second quadrant, second quadrant, "maintain
performance”
(high importance & high performance).
This quadrant is located in the upper right, which means that performance can meet the
expectations of service users and try to maintain that performance. This quadrant
contains an indicator of satisfaction that is considered important by service users and
its performance is considered to be in accordance with what is felt by service users, so
the level of satisfaction is relatively high. Indicators of stakeholder satisfaction /
service users included in this quadrant must be maintained because all of these
satisfaction indicators make the product / service superior in the eyes of stakeholders /
users.
5



¢. Third quadrant, third quadrant, third quadrant, third quadrant, "Low Priority" (low
importance & low performance).
This quadrant is located on the lower left, which means low priority. This quadrant
contains indicators of satisfaction that are considered less important by service users
and in fact the performance of this indicator is not too special. Improved performance
of the indicators of satisfaction of stakeholders / service users included in this quadrant
can be reconsidered because the effect on the benefits felt by stakeholders / service
users is very small.
d. Fourth quadrant, fourth quadrant, fourth quadrant, fourth quadrant,

"Tends to Be Excessive" (low importance & high performance)
This quadrant is located on the lower right, which means excessive performance while
service users consider it less important. contains indicators of satisfaction that are
considered not important by stakeholders / service users. Indicators of stakeholder
satisfaction / service users included in this quadrant can be reduced so that the work
unit of the index owner can make resource savings.

Figure 3.1
Cartesian Importance Performance Analysis (IPA) Quadrant

Kuadran I Kuadran 11

<|

Kuadran 111 Kuadran IV

2. Description

a. Percentage
Descriptive analysis using measurements meets the needs of key performance indicators
(KPI) for service quality

b. Diagrams and Charts
Diagrams and graphs can be one of the tools that can be used is Radar Diagrams can be
used to analyze inequalities between service attributes. Therefore, this analysis is needed
in understanding service quality variables.

3. Research Results



Tabel 4.1
Average Satisfaction Scores and Expectations and Consumer Satisfaction Index
Against BPS Yahukimo Service Quality

Hal yang dinilai Average Service  Average Repair Satisfaction

Quality Expectations Index

Published service requirements or posted in a 3,0750 3,3250 3,0677

place that is easily seen both in the service room

and on the website in a language that is easily

understood according to the type of service

Requirements for getting services are easily met 2,8250 3,3250 2,8045

Information about service procedures published 2,8500 3,3000 2,8333

or posted in a place that is easily visible both in the

service room and on the website and can be known

by all service users

The flow of service procedures is clear 2,8500 3,3000 2,8485

When the service is published or posted in a place 2,7750 3,2500 2,7923

that is easily seen both in the service room and on

the website

Service implementation time is according to 3,0750 3,3500 3,0522

service time

The target time for the completion of services that 3,0500 3,2500 3,0615

are published or posted in a place that is easily

seen both in the service room and on the website

Services completed in accordance with the target 3,1000 3,3000 3,0985

time of completion of services

Service fees or tariffs are clearly informed and can 3,0500 3,1500 3,0794

be accessed easily by service users either through

the service room or website

Service personnel are available in sufficient 2,8500 3,4250 2,8540

numbers / balance with the number of consumers

Easily meet and communicate with service 2,9750 3,3000 2,9924

personnel

Service officers show preparedness, speed and 3,0750 3,3250 3,0602

agility in serving

Service personnel are able to provide solutions to 3,0250 3,3000 3,0303

every problem both administrative and technical

for the services provided

Service delivery is in accordance with the 2,9750 3,4250 2,9562

stipulated notice / service promise

The service room is comfortable for consumers 3,0750 3,4000 3,0809

Availability of supporting facilities in BPS service 3,0750 3,3250 3,1053

rooms such as internet facilities (wifi)

Neat and formal product packaging services 3,0000 3,1500 3,0159

Means of complaints are provided for consumers 2,9000 3,2250 2,9147

to provide complaints / complaints about the

perceived service

Consumer complaints / suggestions / input are 3,0500 3,2750 3,0305

followed up properly

BPS website pages are easily accessible 3,3000 3,3500 3,2985

BPS data is easy to find through the BPS website 3,2750 3,4250 3,3284

Website BPS features complete and easy to 3,2750 3,3500 3,2761




understand (tables, graphs, maps)

Easy and fast to get (download) BPS data 3,2250 3,4000 3,2426

BPS website language is easy to understand 3,2750 3,3750 3,2815

average 3,0417 3,3167 3,0461
Figure 4.1

Radar Graph of Consumer Satisfaction Index Against BPS Service Quality
in the province of Yahukimo
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L? Persyaratan untuk Pelayanan

L3 Informas mengenai prosedur pelayanan

L4 Alur dari presedur pelayanan jelas

L5 Wakiu pelaksansgan layanan

L& Waktu pelaksanaan layanan sesual dengan vakiu layanan
LT Target waktu penvelesaian layanan

L2 Pelayanan selesal sesual dergan target

L9 Biava dau taif pelayanan dinformasikan

10 Petugas pelayanan tersedia

L1 Mudsh bertemudan berkomunikasi

112 Petugas pelayanan menurjikkan skap
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123 Mudzh dan cepat download
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the radar chart above, overall 24 indicators of customer satisfaction with BPS service
quality show BPS customer satisfaction in Yahukimo Province. The indices that L1, L6,
L7, L8, L9, L12, L14, L15, L16, L17, L19, L20, L21, L22, L23 and L 24 show
satisfaction by consumers, this indicates that BPS services in Yahukimo Province are

running Well

Figure 4.2
Cartesian Quadrant Consumer Satisfaction & Expectation Score
On the Quality of BPS Yahukimo Services
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Based on the Cartesian quadrant shows that there are 0 indicators contained in quadrant |
this indicates that service satisfaction is above the BPS consumer expectations, so there is
no need for performance improvement so that it can answer the expectations of BPS
consumers. Whereas in quadrant 11 there are 4 indicators that need to be maintained this
indicates that this indicator is a superior BPS product to be maintained in the future, for
quadrant 1l there are 10 indicators which need to be considered to be the focus of BPS
service improvement, this is because the benefit for consumers / stakeholders has a
relatively small influence, and for quadrant IV there are 10 indicators that tend to be
excessive which indicates that BPS consumers are less important even though customer
satisfaction is very good, so it is necessary to reduce resources by BPS to not tend to
focus on indicators this.

Public perception of anti-corruption behavior related to the administration of BPS

in Yahukimo Province.

There are at least 11 indicators used in measuring anti-corruption behavior in the BPS

unit / office environment in Yahukimo Province.



Tabel 4.2
Average Satisfaction and Expectation Scores and Anti-Corruption Behavior Index
in BPS in the Province of Yahukimo
The thing being assessed Average Service Average Anti-Corruption

(O]0F:1111Y Repair Index
Expectations

Service systems and procedures have the ' 2,8750 ' 2,3500 2,9468
opportunity to cause service learning,
Service personnel offer services to speed 2,8750 2,3250 2,8925
up the process outside the procedure and
time
Service personnel accept offers to 3,0000 2,3000 3,0326
perform services outside of procedure
and time
Service personnel provide services 2,9250 2,3500 3,0000
outside the procedure and time
There is brokering practice 3,0000 2,3500 3,0532
The fees paid are not according to the 3,1000 2,4250 3,0515
specified service rate
The service officer asks for 3,1750 2,5000 3,1600

compensation in the form of money /
goods outside the official rate

Service personnel accept offers to 3,1750 2,4500 3,1531
perform services outside the official rate
Service officers differentiate the 3,0000 2,3500 3,0213
treatment of data users in providing
services
There are types of services other than 2,9500 2,4000 3,0104
those specified which indicate fraud
Service staff receive gifts / goods from 3,0500 2,2750 3,0769
users of gratuities)

Total 3,0114 2,3705 3,0362

As a whole the anti-corruption index of BPS in Yahukimo Province is 3.0362 (Good)
which indicates that based on 11 indicators as a measure shows the existence of anti-
corruption behavior in the BPS office / unit environment.

Figure 4.3
Radar Chart of Anti-Corruption Behavior Index in BPS Unit Environment
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Meanwhile, if traced to each indicator through the radar graph shows that there is no chance of

corruption on all indicators: there are 11 indicators.

5. Conclusions and suggestions

Based on the results of the analysis carried out above and observations made in the field,
it can formulate several conclusions and at the same time suggestions, namely:

1. In connection with the results of this study, it can be concluded that BPS
services in Yahukimo Province both in terms of 2 (two) categories, namely service
quality, and anti-corruption, the average results obtained are good, but even so,
improvements must be made to build facilities. adequate and better and more
technologically advanced service equipment procurement according to the needs of the
community in order to serve the community quickly and appropriately.

2. Providing data needed by the community, especially data for needs that are
general needs so that they are easily obtained and easily provide information to the
public.
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