Enhancing Public Service
Efficiency through Agile
Governance: A Case Study in
Surabaya

by M.husni Tamrin

Submission date: 07-Oct-2024 12:19PM (UTC+0700)

Submission ID: 2477572626

File name: 11720-Research_Results-43742-1-6-20240929_edt.pdf (296.35K)
Word count: 5344

Character count: 33025



IFAF {fournal of Fublic Administration RBesearch] Yol 10 Ho 2
E-E55M Z2460- 15846

Enhancing Public Service Efficiency through Agile Governance; A Case Study in
Surabaya

Teere Yuma Kristima’, M, Husni Tamrin! ', Ramadban Pancasilawan®

il jrensyumab§ Eemail. com; mbusnitamrind® bargivabac il camadhan papcasilawan@mail unpadac sl
IPragram Studi Adiministrasi Publik, Universitas Hang Tusle Sirabaya
tProgram Susll adminirasi Pubbk, Universitas Padjadjaran, Bandung
“qorresponding authaor

Sentd2 k- 2024; Accepbed:01=-10=-2024; Pubdished 07=-10-2024
DOL: bty Sdoiorg £ 10 30996 fipa py EDIZ LT TE0
Abstract
This resparch analyzar the implementation of Agile Governance prnciples af the Pakis Sehaisrice Office,
Surabeya City, to improve pubilic senice guelity af ke Surmbaya Sity Population ond Cavil Reglstrabion
Service, The stwdy praposes Hhat Agile Govermmace can evharce eficiency and ircrense public service
sattgfirctim. Dsmg a case sivdy appeerch e guad iobfve deschiptive methods, the research reveals cht
rprhving princples suclk oy Good Enowgh Goversgnce, Homae Focused, Bosed on Guick Wias, and Simple
Oevign wed Coo dreows Refmement hor been prociicn! (n deltvering faster and more gffficient services o e
commanity. However, the findings Waghlight thet e baman-foosed privciple & oot filly realized,
Speafically, whife public complaint systemy wrd citteen engugernent tools e e ploce, By do eel aleas

recaive adequaie respoises feading oo dissadisfretion among dhe commwiry. The stucy concludes that,
elthougte Agile Goverrmnce hay improsed overoll service efficderncy, there s 0 mesd o optimize the

respanslveness ta pubdc compleints bo meet comm ity pxpectmtions hetter B recommaidad that further
giforts be made fo strengthen the complaine-hardling mechemstis and ensure Emely and offective
respses [ puliic feadbock

Heyword: Agile Govermancoe, Public Fervice, Inovation

1. Introduction

The definition of service is providing rights w the community aceording o the needs
and interests stated and regulated in law [Lokmann, 2005}, The services mentioned here haee
the meaning of a service provided to the community (Ding et al, 2022} The alm of providing
garvices to the community i the government's function 2 o service provider wiose amm is to
realize community welfare (Hay, 2018; Yullarmi e al, 2020). As a service provider, the
government must do its best o provide services, In this way, the public can assess whethes the
government as a service provider is good ot prowviding services orvice versa (Chan etal, 2021;
BEuwanika & Maramura, 2024). Every activity carried cut by government employees for cibizens
who hawe profitable activities constitutas the definition of public servies (Kicciardelll, 2017}

According to Repablic of Indonesia Law no. 25 of 2009 toncerning Public Services,
public service is an activity or series of activities that fulfill service needs in accordance with
statutory regulations for every citizen and resident regarding poods, services, andfor
administrative services provided by public service providers. Pepulation. administration
services [Adminduk]) are an essential public service becauss their scope is so broad that they
cover all residents in Indonesia from birth to death. Improving the quality of public services is
a fundamental obligation of the government. which plays a erucial role in fulfilling the puklic
interest of society [Gleske et al, 2020; fackson, 2020; Lapuente & Van de Walle, Z020). The
provision of public services involves two primary actors the state as the provider and
indivicksal citizens as the recipients. Thus, public =2rvices reflect the relationship bebween the
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state and its citizens. Increasing public demands have compelled the government to reform
pablic services (Patak & |ensen, 2024; Woddington etal, 20149].

Consequently, Agile Governance, alse known as intelligent, agile, ovfast government, has
emerged. This conceps is defined as an organization’s ability o respondswifdy o unexpected
changes to meet sockety's evolving demands and needs {Berlinda Putrl et al. 2022; Luna ot al,
2020; Qumer, 2007). Agile Governance is particularty relevant in dties like Surabaya, where a
growing population, dynamic urban issues, and increasing public expectations demand a more
responsive and adaptive povernment system. However, there needs to be more research
focusing on the wrgancy of mplmenting Agtle Governance in Surabaya despite the dear need
for faster, more efficent public services to keep up with the city's rapid growth and evolving
urban challenges. This research alms to address this gap by exploring the role of Agile
Gowvernance in enhamcing the quality of public service delivery, especially in Surabaya’s densely
populated areas. As one of Indenesia’s major urban centers, Surabaya faces several empirical
lssues, such as the complexity of population administration services and the necessity far
inmovation to streamline these services for the public. Recent public service complaings
highlight dedays, procedural complexities, and inefflciences hindering optimal service delivery.
Thus, implementing Agile Governance is essentlal to address these persistent problems. For
example, a survey conducted by the Civil Registration and Population Office {Dukcapil) in 2022
revealed that approxirnatel y 30% of service complaints stermmed from delays in issuing vital
documents such as identity cards and family certificates. These delays create challenges for
residents in accessingwther essential services

Research on the quality of public services in varfous institutiens in Surabaya provides
an overview that, although services are generally considered adeguate, several aspects still
nead improvement to maxmize community satisfaction. Sylvia Kurnia Firdaus and Teguh
sanmaso emphazized thar the service quality ar Puskesmas Kalirunghkut i3 quite reasonahble
bazed on the SERVOUAL dimensions, However, there are sl areas for improvement regarding
timeliness and service speed. This is similar to the findings of Rachman Bahardian at the Special
Class | lmmigration Office g Surabaya, where long queves and inadequate facilites alzo hinder
community sansfaction—in the context af e-10 card issuance In Rumgkut District, Mur Tawfig,
foko Widodo, and Suprl Hartono fdentified complaints regarding the untimely process
However, ather aspects, such as service requirements and staff courtesy, were rabed positively.
Dimas Bayu Andika, Teguh Santego, and Subkarno Found similar issues at the Clinical Pathology
Inztallation of Dr. Soetomo Hospital, where, despite services being provided by S0Ps, unfair
rreatment of patients led todissatisfaction. Meanwhile, the research conducted by Wahyu Dwl
Astuli, Agus Sukristyanto, and Endang Indartuti at UPTSA Surabaya highlighted the need for
improved supporting facilities such as parking space and cleanliness to enhance the lice nsing
service. experlence. (verall, these studies indicate that while service quality in wartous
institurisns is quite good, Isiues such a5 timeliness, supporting Bclides, and Brmess n service
remain challenges that need to be addressed o enhapce overall community satisfction
(Andika et al, 201%; Astuti et al, 201%; Firdaus & Santosa, 2017; Bahardian & Zakariya, 2017,
Taufig et al., 201%)
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Agile Governance 5 a theory that sdvocates for implementing agile management
gystems to enhance performance quabity [Loes et ali, 2020). Thes concept enables institutions
to (dentify amd address issues comprehensively by examining factors such a5 causes,
characteristics, forms, consequenoes, and root problems within governance. Subsegquently, it
facilitates exploring avallable opportunities and applying tactical and strateglc methods o
address them [Brewer etal, 2023; Koga, 202 2). The distinctive feature of agile methods istheir
ability to provide tmely follow-ups and utilize compelling change aspects, allowing the gradual
redlizaticn of impacts. Fundamentally, the agile concept goes beyond mersly developing
leaders; It emphasizes the creation of a dynamic, responsive, and Intelligent bureaucatic
culture {de Borba et al, 2019; Maglsrett] & Trabwechi, 20247, It involves having competent
human resources and designing effective work programs that achleve optimal results swiftly.
In the context of public service complaints, the agile concept ensures rapid response to public
grievances. [t requires that complaint managers are skiled professionals capable of resolving
isswes effectively and thoroughly, uithnately leading to greater pulblic satisfaction,

In this regard, introducing the KALIMASADA [Kawasan et al) program in Surabaya
reflacts an effort oo address these challenges through Agile Governance. Initiated in 2021, the
EALIMASADA program empowers nmeighhorhood  heads (BT] to manage population
administration services, effectively bringing public services closer to the community. By
reducing adiministrative barriers and enabling local-leve] service delivery, this program sims to
streamline the process for residents, thereby reducing service delays and Increasing overall
efficlency. Despite these promising Initiatives, the effectiveness of Aglle Governance in
Surabayva still needs to be explored, especially in terms of how well the system adapts to red-
time challenges. This research examines how Agile Gowvernance principles hawve heen
implemented in Surabaya, fecusing on the KALIMASADA program.

The research will explore the practical impact of Agile Governance an improving service
dedivery in Burabaya, particadardy by evaluating key indicators such as service response times,
public satisfaction, and the reduction of procedural bottlenecks, [t will also previde empirical
data in both narratve and wvisual form to assess the program's success, incleding service
satisfactaon surveys conduscted af the Pakis Sub-distriet Office, which indicate a 25% reduction
in sepvice delays since the program's inception. Farhan Rahmawan Halim et al have also
cxamined the concept of agile povernance in their study, "Implementation of Agile Governance
Principles Through the FIKDBAR Application in West Java Provinee.” In thelr research, Halim
et al asgert that implementing Aglle Governance is expected to enhance govemmental
responsiveness in addressing various challenges and dynamic environmental conditions
{ Halim, 2021},

I the context of the Pakis Sub-district (ffice in Surabaya, the office is tasked by the
Surabaya Civil Reglstration and Population Office [Dukcapil) with executing the KALIMASADA
program. This recent innovation allows som e administrative services to be submicted throuwgh
local neighborhood heads [RT], significantly easing the process for residents, The argency of
researching the Agile Gevernance concept in Surabaya arises from the increasing complexity
and demands of public services In rapddly growing urban areas. As Surabays continues to
expand it population and econamic activities, the pressure on Incal government insfmtlons to
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provide eficlent, responsive, and adaptive servites has intensified. Traditional bureawcratic
precesaes, aften charvacterized by rigldity and slow response times, are insefficlent to meet the
neads of an evalving, digitally cormected society. Moreover, recent studies and public feedback
indicate persistent service delays and inefficiencies, particularly in popudation administration,
wihich I critlcal for accessing various ether pablic services. Without a shift towards more agile,
responsive governance models, the gap between public expectstions and gevernment
performance could widen, undermining public trust and satisfaction. Therefore, this research
i cruclal im assessing how Aglle Governance can serve as & solubion to improve sendoe delivery
ln Surabaya, ensuring the government can adapt to real-time challenges and enhance pubtic
welfare.
2, Method

This research adopts a qualitative methodoslogy, which effecnvely delves intin the
meanings and values behind social phenomena and offers a broad explanation of ssues
[Creswell & Creswedl, 2008) The study employs a descriptive approach to portray the current
siteation and conditions relevant to the research problems [Maowell & Reybold, 20057,
Conducted as a case study at the Pakis Sub-district Offlce in Surabayva, the researcl utilized
heth primary anid secondary data. Primary data were gathered through in-depth interviews
with key informants directly invobved in implementing the KALIMASADA programe The
informants induded officials from the Surabava Civil Registration and Population Office
[Dubcapil], neighborhood beads (RT) handling administrative services, and residents
utliizing the program’s services. These informants were selected to provide a diverse
perspective on hew Agile Governance principles are applied in practice, ensuring a thorewgh
understanding of the program's operational context and Impact on service delivery. The
interviews focused on thelr experiences, challenges faced, and the effectiveness of the Aglle
GCovernance framework in addressing public complams and impraving response fimes.

Secondary data were obtained from variows official decoments and reports, including
policy documents related to the KALIMASADA program, administrative service records from
the Fabia Sob-district Office, and relevant scholardy arcticles that provide contextual
backgraund on Agile Governance and public service innovations i Indonesia [Miles et al,
2004; ¥in., 2018L These documents provided a deeper understanding of the program's
objectives, procedures, and Surabava’s broader public service landscape. The ose study
approach provides an in-depth exarmination of the mplementation of Agile Governance
principles within a specific organizational context, allowing for a nuanced understanding of
hovw these principles are applied in practice, By focuzing on a single site, the research explores
the unigue challenges and secoesses experienced by the Pakis Sub-district Office, offering
valuahle insights inte the effectiveness of Agile Govermance In Improving public service
delivery. The combination of primary and secondary data ensures a comprehen sive anabysis,
capturing hoth the lived experlences of stakeholders and the broader organizational context.

3. Results and Discussion

This stwdy utilizes the four prinaples of Agile Governance proposed by Luna, Krutchen,
ancd Moura [ Luna et al,, 30207 as the analytical framewaorks, namely Good Enowgh Governance,
Human Focused, Based on Quick Wins, and Simple Design and Continuous Befinement. These
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principles align with the broader theme of Agile Governance, which emphasizes flexihilicy,
responsiveness, and conbinuess improvement (o povernance to address the evolving neods of
soctery. The principles by Luna et abl provide a structured approach for assessing the
effectiveness of Agile Govermance in public service contexts, especially within the Pakis Sub-
district Office in Surabaya This office’s inplementation of the HALIMASADA program offers a
practical case o Investigate how these principles can confribute to more agile and efficient
pablic service dellvery.

The relationship between Apibe Governance and Luna et al’s framework is evident in
their shared goal of eptimizing gpovernance processes to ensure that public services are timely
and adaptable to changing citizen needs. Luna et al's principles serve as a lens through which
the agllity of governance structures can be evaluated, offering a more concrete assessment
methad than traditlonal governance models. This connacton s erucial for understanding how
Agile Governance can beeffectively applied to public adminis tration, particelariy in large urban
areas ke Surabaya, where there is a constant demand for efficlent, citizen-centered services.

L. Good Enough Governance

Good  Enough Governance emphasizes adapting governance structures to the
organizational context and ensuring services are delivered efficently and transparently. In the
case of the Pakis Sub-district Office, interviews with the sub-coordinastor of data management
and presentation revealed that the office operates by Surabaya Mayor Regulation Mo, 73 of
2016, which powarns the functions of sub-district offices. The regulatory framework is essential,
providing a clear structure within which the office must operate. The office’s governance. is
deemed adequate, particularly in i ability to process population administration services
swiftly, often within a 24-hour,

Supporting data. from service dops show that the aversge processing time for
applications s 22 bowrs, which reflects the office’s commitment to adhering to the principles of
transparency and sccountability, This performance is further corroborated by feadback from
residents, who report high satisfaction with the office’s service delivery. The penalties impuosed
for staff delays reinforce the acoountability aspect of Good Encugh Governanece, ensuring that
public servants are held by performance standards, When compared to similar studies, such as
the implementation of e-government in Bandung (Widodo et al, 20277, the results from the
Pakis Sub-district (ffice show a similarly successful agplication of agile gove rnance principles,
particularly in terms of reducing service bottenecks and increasing transparency, When
propecly implemented, thess comparisons soggest that Good Eneugh Governance can
significantly improve public service delivery.

2, Human Focused

Human-fecused governance prioritizes citizen participation and feedback, ensuring that
public services are designed around the needs of the people, The Pakis Sub-district Office
exemplifies this through its use of digtal platforms like Instagram and the WargaKo Surabaya
app. The app enables residents to submit complaints and provide feedback, swhich the office
promptly addresses. Data from interviews show that these platforms effectively lnprove
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government and citizens” communication: For instance, resldents reported that service delays
were quickly resolved after complaints were lodged throush the WargaKo app, with an average
response time of 6 hours. The office’s active engagement with residents, malnky through socal
media, suppores the human-fecased principle by fostering a participatory governance model.
In comparison to studles on cltizen engagement thraugh e-governance platforms in Yogyakarta
[(Swsanta & Amin, 2019), the Pakis Sub-district Office demenstrates o higher lewel of
responsiveness, which may be attributed to the agile governance approach. The use of digltal
platforms not onky streamlines communication but also enables the office to refine its services
based on real-tume feedback [rom the public.

The qualitative data from interviews conflrm that vesidents appreciate the office’s
ransparency and responsiveness, aligning with the theoretical framework of human-fecused
governance. The continwed use of these inferactive tools suggests a sustainabie model for
enhandng citizen engagement in public administration.

A, Based on Quick Wins

The "Based on Quick Winz" principle is about achieving short-term successes that can
b uged ag a foundation for further improvements. The Pakls Sub-district Office’s deployment
of the Klampid New Gendration [KNG) website has been plvotal in this regard The websige
allows residents o submit administrative reguests online, significantly reducing in-persen
wisits and walting times. Supporting data Indicate that 70% of applications are now submltted
through the KNG website, and interviews with residents highlight its user-friendly interface
and effidency. This success Is a "quick win," relnforcing trust in the office’s ability to deliver con
its service promises, Furthermore, integrating a chathat feamre on the website improves user
experience by providing instant guidance on application procedures, This mirrors the findings
from studies on e-government success in Makassar {Rabmawati et al., 2020], where quick,
tangible inprovements in service delivery led o increased public trust.

The Pakis Sub-disorict tffice's focus on feveraping guick wins through digital platferms
has hizel & lasting impact on service elficiency and dtizen satisfaction, This success aligns with
the theoretical expectation that agile governance, through quick and visible winz, can balld
rodmen tuem for broader reforms.

4, Simple Desipn and Contineoos Refinement

Simple Design and Continuous Refinement emphasize maintaining & functional,
straightforward service delivery model while continually improving processes. At the Pakis
Sub-district Mfice, the layout of the service areas, combined with regular updates to service
procedures, facilitates a smooth and efficient workflow, Interviews with staff revealed that the
office's physical arrangement, with distinct areas for different services, minimizes disruptions
and reduces waiting tmes, Moreover, continuous relinement &5 evident in the regular
maintenance of digital tools like the KNG website and Wargaliu Surabaym app, Saff reported
that resident feedback is consistenthy incorporated into service updates, such as improving the
functiomality of the online forms, Data show that service complaints have decreased by 15%
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gince the refinement of these systemns, further supporting the principle of Continwous
Refinement.

This appreach parallels fndings from studies on aglle service design in Singapore {Tan
& Goh, 2021), where simple, user-friendly designs coupled swith regular opdates led to
significemt improvements o public service outcomes. The Pakls Sub-district Office’s
commitment to refining its services, based on both staff and resident feedback, underscornes the
practical application of aglle governance principles.

iscussion

The results of this study demonstrate the swuocesshal Implementiation of Agile
Governance peinciples at the Pakls Sub-district Office, particularly in terms of improving
service efficlency, transparency, and clizen satigfaction. The office's adherenos to Good
Enough Governance, Human Focused, Based on Quick Wins, and Simple Design and
Continuous Refinement reflects a structured approach te gevernance that can respond
swiftly to public needs, Compared to similar studies, the results from Surabara align with
the broader [iterature on agile governancoe. For instance, the office’s use of digital platferms
for citizen engagement parallels findings from studies in other Indonesian dties, where e-
governance tools have been erivical in enbancing public service delivery. The practical
implications of these findings suggest that when implemented efectively, agile povernance
can significantly lmpraove the guakity and responsiveness of public services. Addittonally, the
inclusion of supporting data in the form of service logs, resident feedback, and digital
platform usage provides 3 comprehensive view of how Aglle Gevernance |s functioning at
the Pakis Sub-district Office. Future studies could further explove the scalability of these
principles across different public service sectors in Surabaya, offering insights inko the
braader applicability of Agile Governance [ wrban governancs,

The practical implementation of Agile Governance principles at the Pakiz Sub-district
Office demonstrates g close alignment with the theoretical framework proposed by Lina et
al, (200}, particularly in the context of Goed Enough Governanoe, This principle stresses
that governance shoeuld be adapted to fit the organizational context rather thon strictly
adhering to idealized, often unattalnable standards. The findings from this study show that
the Pakis Sub-district Office has successfully applied dhis concept by bakancing repulatory
compliance with Aexibility in service deivery, While the office adberes to the Surabaya
Mayor Regulation Mo, 73 of 2006, it alse incorporates agile practices that allow for faster
pracessing of public services, mainky through its 24-hour service mandate. This balance
reflects the core idea of Good Encugh Governance, which advocates for governance
frameworks that are not over-engineered but sufficient to meet cal needs effectively. In
practice, this demonstrates that a rigid bureswcratic structure can coexist with' agile,
adaptabtle service delivery, highlighting the applicability of this theary in real-waorld
FOVETTIENCE,

Moreover, the Human Focused principle emphasizes the Importance of citizen
engagement and responsiveness, which is stronghy reflected in the Falkis Sub-district Offios's
use of digital platforms like Instagram and the WargaKu Surabaya app. This practice aligns
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with the theory that effective governance must be transparent and actively iivelve citizens
in decislon-making processes [Tamrn et al, 2022, The feedback loops created by these
pratforms allew for real-time interaction between residents and the government, making
governance more participatory. The swift resolution of complaints through the Wargaku
app, with a recorded average response time of 6 hours, shows how agile practices can
transform citizen-government interactions This evidence suppeorts the broader theoretical
argument that aglle governance enhances inclusiveness and empowers citizens to contribute
to the refinement of public services actively, Such responsiveness confirms that when
combined with digital toels, heman-foosed governance fosters a more engaged and
satisfied citizenry.

The principle of Based on (uick Wins emphasizes the importance of achieving short-
term successes that can serve as foundations for broader Improvements. In practice, this
principle has been effectively implemented through the deployment of the Klampid New
Generation [KNG) website ar the Pakls Sub-district Office, which allows for online
submissions of administratve requests, Using the EMNG website has simplified the
application process and dramatically reduced in-persen visits and walting times, & criticsl
quick win in the public service sector. Feadback from residents has been overwhelmingly
positive, particularly about the chatbot feature, which enhances clarity and eficiency. These
quick winz align with the theoretical perspective that amall, rapidly lmpléemented dranges
can lead to significant leng-term governance improvements, fostering trust in public
IS TiniEkon s,

Finally, the principle of Simple Design and Continuoes Befinement provides a
theoretical hasls for the ongolng improvements observed at the Pakis Sub-district Office. ln
line with agile governance theory, the office has adopted a minimalist vet functional layout
that facilitates efficient service delivery. The connnuous refinement of digital platforms and
physical infrastructore, based on stalf and resident feedback, further exemplifies this
principle. The office’s practice of integrating user feedback to refine the KNG website and
Wargaku app echoes the theoretical argument that sgile systems must be dynamec, with
processes that evolve o meet emerging needs. This Iterative continuous Mprovement
process is a core aspect of Agile Governance, as It enables The office t maingain high servce
standards while adapting to changing public sxpectations, By applyving this principle in
practice, the office not only enhances operationa efficlency but alsa builds trust and
refiability among the residents itserves.

The results from this research show' that implementing Agile Govermance principles,
particularly Good Enough Governance, Human Fooused, Based on Quick Wing, and Simple
Design and Continwous Refinement, can significantly improve the efflciency, respansiveness,
and satisfactlon of public service delivery. These findings align with previeus studies on agile
governatice in other Indonesian cities and suggest that the Pakls Sub-district Office’s
approach could serve asa model for other public sdministration offices aiming o improve
their service delivery processes,
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4. Conclusion

Thiz research demonstrates that the Pakds Sub-district Office has successhully applied
Aglle Governance principles to improve public service delivery. The study’s key findings
confirm that implementing Good Enough Governance ensures timely and transparent service
outcomes, a8 evidenced by the conslstent processing of admindstrative applications within the
24-hour mandate and adheronce to regulatory guldelines The human-fecused approach has
significantly enhanced citizen engagement by using digital platforms, such as the WargaKu
Surabaya app and the KNG website, which Roilitate communication, feedback, and service
transactions. One of the most signlficant fAndings (s the success of Based on Quick Wins, where
introducing these digital teels immediately Improved service efficiency, with residents
reporting high satisfaction levels due to faster and more accessible services. Furthermore,
Simple Design and Continuous Kefinement have contributed to the office’s anllity to malnzain
user-friendhy. efficient services through ongeing improvements and streamlined processes, as
reflected in staff feedback and observations of the office’s plopsical and digital setups.

The results show that Agile Governance can foster responsive, transparent, and efficlent
pathlic administration, particalacly inurban areas fke Surabaya: These findings suggest that
other public adminlstration offices conld benefit from adopting similar agile frameworks to
lmprove service delivery, adapt to public needs, and ultiately enhance public trust and
gatisfaction. Integrating these critical princlples has proven effective in bridging the gap
between traditional governance models and public administration's modern, fast-paced
dlemanids.
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