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Abstract

This research applles a mixed-method destgn through Bibliometric Analvils and Systematic
Litersture Review (SLE), The bibllometric analysis was conducted using YOSViewer, and data
wire collected from 836 artides published between 2000 and 2024 through the Google Scholar
datahase. The systematic review was managed using Covidence to flter, extract, and synthesize
relevant literature. The collected articlés were classified Into three groups: international
journals, indexed infernational journals, and national journals, with the majority (62%)
ariginating from indexed international publicabions. The findings show that msearch on service
charters in Indonesta s still fragmented and rarely integrates the three anabytdeal dimensions:
service charters, organkzational elfectivencss and service evaluatbon, The bbHometric
mapping reveals that recent studies increasingly e mphasize "service standards,” “performance
measurement,” and “organizational improvement” vet lack comprehensive evaluation
frameworks. This stuly concludes tual the implementition of service charters in Indonesia
requires more vigorois  policy  enforcement, oonfinoons  esaluation, and  Institutional
cnmmitment to ensure fangthle improvement in pabllc service performance, The research
contributes a novel analvtical framework combining bibliometric mapping and systematic
synthesis to enrich theoretical and empirical understanding of service charters in the oontext

of public administration.
Keywords: Service charter, cffectivenass, evaluation, 31L.R, bibliomemric.

L. Istroduction

Public service remains a central lssue In Indoneska’s public administration discourse due (o
persistent challenges in service guality, sccountability, and responsiveness (Lestari & Santoso,
2022). Despite various reforms, bureaucratic procedures are still perceived as convoluted, slow,
and lacking transparency, which undermines public trust in government institutions {Lionardo et
al. Z021: Mulawaty et al, 200% Svandl, 2019). These conditfons indicate that bureaucratic
reforms have not yet produced optimal results in terms of service performance.

From a normative perspective, public administration is ideally governed by principles of
éfficiency, effectivencss, and citizen orientation {fas Sollen). However, in practice {das Seln),
public service delivery in Indonesia continues to face structural and cultural barriers that impede
transformation. The pergistenoe of hierarchical burcaoeracy, overlapping regulations. and weak
evaluative culture has created a gap between policy intentions and Implementation outeomes.
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Addressing this gap requires an efective governance instrumenl capable of reinlorcing
transparency and accountzbility, such 4s the service charter.

To address these challenges, the government introduced the service charter, a written
declaration autlining the standards, rights, and ahligations of hath service providers and citirens,
as mandated by Law No, 25 of 2009 and Government Regulation No, 96 of 2012 The service
charter is designed to strenpthen transparency, accountahility, and performanee discipline within
public arganizations. However, In practice, it often becomes a mers administrative formalley
without consistent evaluation mechanizms or ¢nforceable conseguences [Bazarah ot al., 2021).
This discrepancy between normative expectations and empirical implementation reflects the
onged g challenges In realidng effective bureavcratic reform,

Provious studies have explored various aspects of the service charter. [Trizalm of al, (2023)
found that it positively influcnces employee discipline, while fzudin (2019) highlighted its
contribution to community satisfuction through the Service Satisfaction Index (JEM ). Hapzah et al.
{2020] emphasized institutional and cultural dimensions aflecting s efectiveness. Although
these studies provide valuable insights, they remain frogroented and descriptive, lacking an
integrated theoretical framework that connects the service charter with organkzational
pfectiveness and evaliuation mechanisms

The existing literature, therefore, reveals o research gaps Hmited efforts to systematically
Integrate service charter implamentation, organizational effectiveness, and public sarvice
evaluation within a single analytical medel, Prior research tends to isolate variables or focus on
specific cases without explaining how the service charter operales as -4 governance insiriment
capable of Improving measurable performance outcomes. This [ragmentition weakens the
thenretical linkage betwoen administrative commitments and tangihle service improvements.

Urganizational effectiveness refers to the extent to which an organization achieves its
strategic goals through efectlve management of human resources, culture, and sysrems
(Darmawan, 2024, MNata & Machpudin, 2022; Widarni & lrawan, 2021}, In the public sedor,
organizotional effectiveness must align with continuous evaluation and public feedback
mechanisms to ensure transparency and acoountsbility [Bourgeois, 2016; Desmal ot al, 2023;
Kruhlov et al, 2023], Without these mechanisms, service charters risk functioning as symbaolic
documents rather than eperational tools for improving service quality. Evaluation, therofore,
serves as g vital feedback process for assessing performance and identifying areas for
improvement {Suryant et al, 2023).

Despite increasing scholarly interest in service quality, few studies have attempled to
integrate the dimensions of service charter, organiztional effectiveness, and evaluation into &
unlfted amalyuc fFamework. Moreover, limited research his applied Bibliometric Amilyveks and
Systematic Literature Review [SLR] methods to trace the evolution and contradictnns of servlee
charter resaarch, sspecially in the Indonesian context, This study aims o il that gap by combining
tibliometric and SLK approaches to map the development of service charter research in Indonesia
between 2000 and 2024, The objectives are to:

1) Analyze the inegration between service charters, organizational effectiveness, and public
aervice evaluation;

2} Mentify the empirical impact of service charters on public service performance; and

4} Reveal research trends, thematic linkages, and contradictions m strengthen theoretical
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understamding,
This study advances the field of pablic administrabon by proposing a comprehensive

analytical ramework that integrates commitment. effectiveness, and evalustion as the
fundamental pillars of service gavernance, It aleo Inmraduces a novel hibllometre perspective to
visualize the evolution of service charter discourse and its implications for evidence-hased policy
and practice in [ndonesia. Conceptually, this research reinforces the thearetical linkage hetween
service charter implementation and organizational effectiveness through evaluative govesmance,
Methodologicaily, it centributes by applying on integrated Bibliometric-5LR design thot enables
the systematic mapping of research evolution and conceptual contradictions.

In this regard, the novelty of this study les in it integrative approach that synthesizes
iragmented findings while offering empirical insights for policy learning and continuous
improvement in Indonesia’s public service governance. By bridging normative ideals and
empirical reallties, this research contributes 1o 4 deeper understanding of how gervice chrter
can [unction not merely as compliance wols but as dynamic instruments to achieve accountable
and citizen-oriented public sdministration,

2. Methods
Table 1. Research Frameworlk
| Service Charter |
| Problem ]
Biblameinic Systematle Literature Review
1, Determination of research L Determination of resesrch
criteria topics
2. Database determination 2. Creation of string research
3. Crowling research data 3. Ditahase determination
4. Datascreening 4. Data screening
5. Data extract 3. Data analysis
& Data visualization B, Dats synthesis
[n-Depth Scientific Understanding |

Evidonco: Based Follcy Recommendations. |
Source: (Waord, Researcher, 2025)
This study applics & mixed-method design combining Bibliometric Analysis and Systematic
Literature Review (SLE) o ohtain a comprehensive understanding of service charter research (n
Indonesia, The bibliometric analysie wos wsed to identlly publication trends, keyword

relationships, and themuitic ¢lusters, while the SLE was employed to synthesize empirical Aindingy
mased on prodetermined indusion and exclusion criteria,

2.1 Research Variables and Operational Definitions
The main varisbles inthis study include:
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1} Service Charter I8 an organizations] commitment Instrument that deflinex service
standards, obligations, and rights in public service delivery,

2) Organizational Elfectiveness relers to the level ol goal achievement and performance
aptimization within pubilie inseitutiong

3} Public Service Evaluation is the process nf measuring and assessing performance hased on
transparency, accountability, and responsiveness indicators.

4] Operationally, these variables were explored through hibliometric indlcators [ publication
frequency, keyword co-occurrence, citation density) and thematic synthesis in the SLR
(definitions, methods, and outcomes of each study).

2.2 Research Design and Data Sources
The study was conducted through five procedural stages:
1} Formulstion of research strings based on the keywords "service charter,” "organizational
ieffectiveness,” and “public service evaluation”
2] Dacabase selection: Google Scholar was chosen due to its broad indexing coverage of both
national and international journals.
3) Data retrieval: Performed using Publish ar Perish to collect metmdata of artidies published
between 2000 and 2024,
4} Data sereenlng! Duplicate entries, ncomplete metadaty, and unrelated studies were
remaoved.
5) Dataanalysts: Conducted ustme VOSViewer for hiblometric mapping and Covidence for SLR
mara gemedit,
A total of B36 artictes were initally identified. The bibliometric data were analyzed using
VOSViewer to visualize co-authorship, keyword networks, and temporal publication patterns,

2.3 Inclugion and Exclision Criteria
To ensure data validity, artides were selected bosed on the following oriteria:

a) Inclusion eriterty; (1) articles weitten in English or Indonesian; (2§ foous on service charter,
public service, or organizational performance; (3] published in peer-reviewed journals; (4)
puhblished hetween 2000-2024; and (5] accessible m full text.

b} Exclusion criteria; (1] non-research documents such as theses, pallcy briefs, o reports; [2)
duplicate records; | 3] articles lacking methodological darity; and (4] publications without
empirical or theoretical relevance to public service admini stration.

After spplying the inclusion-exclusion criteria, 13 eligible articdes were retsined for
sysiematic synthesis.

2.4 Reliability and Validity Procedures

To strengthen methodological validity, two independent reviewers conducted article
sefection i the SLE stope, The consistency between reviewers was assessed through Cohen's
Kappa coefflicent, ylelding a score of (.84, which signilies a strong level of inter-rater agreement
Any discrepancies wore discussed unt] consensus was achieved. This process ensures that the
final article pool accurately represents the relevant and high-quality lterature in the field.
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2.5 Data Collection and Analysis Techniques

Bibliometric data [tithes, keywords abstracts, citations ] were analyzed quantitatively to map
research trends and thematic linkages. The SLR dita were analveed qualitatively using thematic
il ing anel synthesic Each of the 13 final articles was reviewed to ldentify canceptual integration
netween the three main variables.

The combined approach enabies the identification of both structural patterny [through
bibllometrics} and substantive insights (through Tteratire synthesis]. This methodalogical
riamgulation strengthens e validity of findings and provides a replicable framevork for future
studies on service charter implementation.

3.  Results and Discussion
3.1 Result

This section outlings the lindings obtained [rom both the bibliometric and systematic
lerature review analyses. The bibllomelric analysls ldentifies publication trends, keyword
networks, and thematic clusters, while the systematic review synthesizes 13 selected studies w
fxplore the Implemenmion of service charters in Indonesia and giohally. The findings are
structured into four parts: Network Visualization, Overlay Yisvatization, Density Visualization,
and Systematic Literature Review Data Selection.

3.1.1 Network Visualization Analysis Results Map

Figure 1. Network Visualization Analysis Results Map
Sourcer [VOSViewer, Researcher, 2025)

Based on Network Visualization analvsis, few studies examine the relotionship between
service charters and public service theory, organizational effectiveness, and evaluation
merasurement in an [ntegrabed manner. However, research that focuses an the relabionship
betweeen Service Charters and each of thisse theeries separately has been conduoted quite alot

This network visualization map illustrates the relationships between research topics related
o service charters in ndonesia. The mup not enly shows topics that requently appear together
but also highlights research gaps that remain unaddressed. For instance, keyword clusters such as
serviee standards, programs, and strategies are conceptually quite close, yet few studips have
integrated all three into a single comprehonsive analysis. In fact, combining these three topics
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certilel lewd to s moee comprebensive strategic approach w improving public services [ Trisakti et
al, 2023).

3.1.2 Overlay Visualization Analysis Resulis Map

Figure 2. Overlay Visualization Analysis Results Map
Source: [YOSViewer, Hesearcher, 2025)

Furthermore, the analysls employed YOSviewer using data extracted from 836 articles
indexed in Google Scholar from 2000 to 2024, It can be seen that the distribution of research
updates is hased on the year of publication. The eolor soale used with the darler indicates older
researech; and the lghter indicates research from a more recent period of ime. Previous research
on the topic of "Service Charters” had the keywords “Organization®, “Peformance’, and
“Management”, While the latest research has the keywords “Service Standards®, *Programs”, and
"Strateghes”, This shows that there [s no recent research that links service charter with public
service theory, organizational effectiveness, and evaluation mepswrement in an integraged
manner. Therefore, this is also one of the novelties of this research, and it aims to fill the existing
research gap

3.1.3 Density Visualization Analysis Results Map

Figure 3, Deasity Visualization Analysls Resulis Map
Sonree) (VOSYiewer, Researcher, 2025)

The density visualization map displays the concentration or intensity of rescarch an specific
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fopics. Lighter colors Indicate toplos that are more frequently dizcussed in the literature. The
results show that the keywords “service,” "public services,” and "measurement” dominate. This
imdlicates that most studies focus more on the technical aspects ol service delivery and
performance measurement, but have nat gone decply inta linking these measurement resultz with
policy changes or tangible improvements in service quality. In fact, measurement without follow-
upimprovements will cause research findings to remain only at the academic level. Therefore, the
service charter can function net anly as a formal document but alsoe as an evaluation teol that
drives change (Suryant et al. 2023).

3.1.4 Results of Systematic Literature Review Data Selection Analysis
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Figure 4. PRISMA (Preferred Reporting lems Systematic Reviews and Meta-Analyses)
Source: (FRISMA, Researcher, 2025)

Based on the Mustration above, there are 836 data points related to the Service Notice, The
data then underwent an exclusion and inclusion process for the selection process, and 19 duplicate
data point= and 67 incomplete data poimts were found, In the next stage, the solection through
abstracts, the entiie document, and the relevance were carried out, and 13 data points were left.
This refatively small number shows that research on service charters using a combined linking of
public servier, organizational effectiveness, and evaluation is stll rarely conducted. This means
that this fleld still has plenty of opportunities for further research, Thes, the integration of these
concepty i essential, especially for policymakers [the government], <o that itls easier o formulate
public service policies that are on arget and measurable {Munir et al, 201%). Through these
results, the data will then be analyzed based on research questions.
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Table Z. Systematic Literature Review [SLR) Data Extract
' Correlation
No | Author & Year Heading PP E0 | PEPP
1 | (Aminudin, Democratize Health Policy Through v
2019] Citiwen's Charter in North Bemgehulu
| [histrict
2 | (Suryanietal, | Evaluating Service Quality and Motivation | v v
2023] i Alfecting Employee Perlormance in
Public Sector
3 | (Trisakt ot The Importance of the Mublic Service v v
al, 2023) Charter in Enhancing Work Discipline at
; the Bandung Clty Health Office | |
4 | [Sujarworo, Political decentralization and Lol public ¥ ¥
202y servives performance In Indonesia
5 | (Saputra, 2016) | Citieen Satisfaction with Public Service
Delivery: A Case Study of the Tambang W
Subdistrice Office, Kampar Regency
6 | (Murdayantl Implementation of Tnpatient Services at
et ul, 2020} RAA Soewondo Pali Regional Hos pital ¥ ¥ ¥
fased on the Public Service Charter in
accordanoe with Ministerial Regulation
Moo 1380l 2017
T | {Rahmasari etal, | Strengthening Service Performance in v W
2022} Indonesian Public Sector
8 | (Pratmma & [kves Public Service Motivation Matter o
Murhidayah, Employees” Performance and Or- ¥ v ¥
2019) ganizational Commitment in Sub-district
(il ces?
5 | [Guritno, 2009) | Secvice Charters as an [nstrument for W 4
Improving the Quality of Public Services
10 | (Surfana, 20006) | Bureaucracy Reformation of Reglonal
Autonomy Era in Perspective Human ¥ ¥
Resource Management in Public Sector in
Indonesia
11 | (Mardiynh & The Influence af Adopting the Cihzen's
Abror, 2017) Charter Model an Officials” Work 4 v
Professicialism and the Quality of Public
Services
12 | (Syamsir, 2016} | The Influence of Public Service | W
Motivation on Service Quality of Clvil
Servanis (n West Sumatra Indonesia
13 | (Haiiani, 2023) | Greening peblic organisations: is there 4
Fesiamm fenr pros-endironmental public
servanlks to participate?
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This table: comtains 13 studies that passed the SLR selection process, along with their
relevance Lo the three main theories, namely public service, organizational effectiveness, and
public service evaluabion The table alms to provide a stroctured overview lor Wenblying the
srrengths and weaknesses within the exdsting hady of literature. Most studies do discuss public
service, but not all of them link it simultaneously with evaluation or organizational effectiveness,
In fact, to produce tangible improvements in service delivery, these three aspects must support
one another, For example studles on public seevice motivation do provide Insights into the Gictors
that drive employes performance, but without measurable evaluation, (€15 difficult to determine
whether such motivation truly has an impact on service quality { Nata & Machpudin, 2022; Quresh
& Tasneen, 2025],

3.2 Discusslon

This part presents a comprehensive synthesis of key insights obtained from the biblometric
and systematic ltersture review on Service Charters in both Indonesian and global contexts. The
results Indicate that =cholarly attentlon to service charter implementation has ncreased
significantdy in the past two decades, reflecting growing concern for fransparency, accountability,
and performance measurement in pohlic administration.

Desplte the increasing number of publications, Indonesian studies vemain prmarily
descriptive, focusing on procedural compliance rather than on evaluating outromes or
institutional effectiveness. This trend highlights a conceptual and praciical gap between the formal
adoption of service charters and their substantive implementation,

The subsequont discussion synthesizes thematic patterns  (dentified  through  the
hibliometric anadysis, mcloding service quality, governance and accountability, and dtizen
participation, It compares Indinesia’s experience with that of countries such as the United
Kingdom and Incla, where similar citbrens” charter models have evolved inlo more performance-
based and participatory [rameworks. The discussion also explores how Indonesia’s bureaucratic
culture wnd political context continue W shape the [imited impact of ity service charter policy.

1.2.1 Bibllometric Findings

The Bibllometrie analysis revealed that research on service charters has  increased
significantly over the past two decades. 0f the B36 articles identfied between 2000 and 2024, only
13 studies met the Inclusion criteria and wete systematically reviewed. Publication trends show a
sharp rise between 2018 and 2023, reflecting growing scholarly altention lo lssues ol
accountahility, transparency, and porformance measurement in poblie services, Through
ViSYiewer analysis, three dominant thematic clusters were identified:

al Service quality and performanee measurement;
h) Governance, transparency, and accountability; and
¢] Citdzen satisfaction and participation mechanisms.

These clusters illustrate the evolution of research from compliance-based gpproaches
toward participatory and performance-orientisd perspectives. However, studies eonducted (n
Indonesia reémain primaniy descriptiva. They tend to emphasize compliance with administrative
requirements rather than continnous evaluation or outeome-hased management. The density
visualization further indicates that "service quality,” * public management,” and "citizen charter”
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dominste glabally, while "evaluation™ and "organizational efectiveness” are stlll underexplored
within Indenesian literature

Of the reviewed studies, 62% were published in indexed (nternational joumals, 23% in
Internatianal journalkk, and 15% in national journals This reflects the global reach of the tapic,
though the conceptual contribution from developing countries like Indonesia remains Hmited,

3.2.2 Thematic Synthesis of Service Charter Studibes

Findings from the 13 systematically reviewed artickes highlight that service chorters
function as formal instruments of transparency and accountability. Their effectiveness depends
heavily on  Internal evaluwation mechanisme and instiiational capadty. Studies such s
Kanellopoolou & Glovanis [2025] and Moullin (2017} demonstrate that integrating service
charters with organizational performance systems enhances efficiency and citizen satisfiction.

In Indunesia however, ssrvide charters are ollen p-t-r:rjw:l merely as administrative
documents. Implementation [regquently stops st posting the service charler without (ollow-up
evaluation. Similar patterns have been observed In bocal povernance studies in Indonesia, For
example, Pradoyawati & Antari (2024) ound that adminlstrative service reforms at the reglonal
level often priprtize procedural compliance over measurable outcomes. Potrd et al, (2024)
similaddy ohserved that Interapency collaboration in tourism governance still lacks structured
ealuathion mechanks ms,

This fnding indicstes that service charter implementation in Indenesio still lacks a
performonce-based.  orientation, and  evaluation mechinising are ol systematically
Institutionalized.

3.2.3 Comparative Analysis: Indonesia, India, and the United Kingdam

To broaden analytical depth, Indonesia’s service charter experience was compared with
citizens’ charter models in the United Kingdom and India, where similar initiatives have heen
implemented more effectively,

I the United Kingdoom, recent evaluations indicate that the HMRC Charter has evolved into
d framewerk emphasizing wser experience snd administrative faimess. However, gaps ramain (n
addressing the needs of vuinerable dbizens and maintmining  consistent  accoontshility
mechanisms (Class-Davies et al. (2024). The sucoess of the UK madel lies [0 iks strong audit culture
and pertodic performance reporting, ensuring measurable and enforceable standards.

I India, Citizens” Charter initiatives have undergone reform waves aimed at inlegrating
citizen leedback, trunsparency, and performance metrics. Yer, recent empiricl studies note that
despite the growing use of digial service pladforms, responsiveness and evaluation mechanisme
remain inconsistent across administrative levels [Thswar & Koshwaha, 2021 ).

In contrast, Indonesia’s service charter remulns normative, often dischnneced from
evaluation and sanction mechanisms The absence of consistent monitoring and dtzen
ensagement explains why implementation remains symbolic rather than transformational
Supporting this. Widistedja et al. [2023) emphasize that stakeholder participation in local policy
planning in Indonesia often faces structural barmers, where citizens are informed but rarely
involeed in decisipn -making.

This eompartsnn underscores that Indonesia’s serviee charter policy must gvolve heyond

Copyright § Hid4. Dwmd by duthor(s]: This Heenssd Cresties Copwnesl A iiubon: S bl 0 Dnisesetioul Lz

241




IEAR [Jourail of Public Achmilststration Researeh) Yol 01 Mo 2
E-i55H 14 60-1586

adminisirative compllance wward  institutionalized, participatory governance frameworks
similar to those more effectively operationalized in the UK and [ndis.

3.2.4 Cultural anc Political Context in Indonesia

The limitations of service charter implementation In Indonesia are deeply rooted in
burcascratic cufture and politcal structure [Gorda & Anppreswari, 2020). The puhiic
administration system remains hierarchical, emphasizing procesdural obedience rather than
resufls-onented munagement [Moon et al, 2020). Sech patterns reflect broader cultwral
wendencies toward authority dependence and imited aitizen empowerment.

Local studies reinforce this argument, Pangestu (2024) notes that although civil servants
increasingly adopt the Ber AKHLAK core values, ethical commitments have not yet translated into
measurable accountability. Similarly, Sukoco et al (2024) show that even in local governance,
accountability mechanisms often remain procedural and disconnected from performance
evaluation

Political factors also play @ crucial role. Local leaders' commitment o transparency often
aligns with short-term political Incentives rather than long-term governance reform. As a result,
many service charters in Indonesta are tssued as formal requirements without substantive impact

These contextual realities suprest that Western models of citizens’ charters cannnt be
appited directly in Indonesia withouwt adaptation 1o loeal palitical culture, administrative
traditions, and socielnl norms.

3.2.5 Theoretical and Practical Implications

This study highlights that service charter implementation i Indonesin must be viewed
within the broader framework of governance refarm. Drawing on cintemporary national research
(Hidayahtullah & Mursyidah, 2024; Panpestu, 2024; Pradnyawat| & Antarl, 2024; Putri et al,, 2024;
Sukoco et al, 2024] it is evident that bureancratic innovations in Incdonesia remain rgely
procedural, without achieving substantial performance transformation.

Therefore, integrating service charter principles with digital accounability systems, dtizen
participation, and resulis-based evaluation mechanisms s essential, Practically, this shift eould
transform  administrative compliance into § performance-oriented public service oulture,
Thenretically, these Andings contribute to global public administration scholarship by pasitloning
Indonesia’s experience within a comparative framework that emphasizes contextual adaptation
of universad governance princples.

4. Conclusion

The servife charters in Indonesia are conceptually very precise and infegrated with variooes
supparting theories, such as public services, arganizational effectiveness, and measurement and
evaluation of public services. This commitment is the initial gateway in carrying out services based
o these theories But in practice, there are still many obstacles.

Implementing a service charter in general is quite difficult. This ks due to various factors that
are not supportive. Public servioes remain a concept without an umhbrella or a law, 50 it is not
urgent to implement. The effectiveness of the charter as a commitment of government employees
is only a formality. Evaluation of the commitment to the service charter has never been cirried
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oil, The government nesds o make new changes, improvements, and Innovations,

The pgovernment needs to oedle several additional programs that strengthen the
implementation ol services, such as the creation of legal rules and legal agreements that can be
held acoountable in approving the service charter ta be determined. Furthermars, the government
can commit to a service charter, such as the existence of 2 particular reward and punishment
system refated to performance, in accordancoe with standard agreements. This also sorwes as an
evaluation of work assessments hased on periodic charter, In addition, frther studles nesd o
increase empirical research that investigates the sebstituton of service charter as amore effective
and accountable mitial commitment.
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