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A B S T R A C T
This study aims to determine and analyze Bureaucratic Reform in Public Services at the Gunungsari District Office, West Lombok Regency, West Nusa Tenggara. The research method employed is qualitative, utilizing a case study approach. The theory used by the author is based on the guidelines outlined in Komarudin (2014:268), which include "Guidelines for Public Service Providers, Transparency and Accountability of Public Services, Public Service Standards, Guidelines for the Implementation of Public Services and Public Service Programs in Bureaucratic Reform." However, during its implementation, obstacles are still encountered, primarily due to work accountability that remains suboptimal, resulting in services not being completed within the specified timeframe and in accordance with applicable provisions. In order to continue to carry out consistent evaluations of bureaucratic reform in public services, build and develop a better organizational culture, carry out routine supervision, and improve the quality of Human Resources of the apparatus through training and education for all employees.
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1. INTRODUCTION
 In the development of bureaucratic reform, reforms in the bureaucratic sector have lagged behind those in the political, economic, and legal fields. Therefore, in 2004, the government reiterated the need to implement the principles of clean government and good governance, which are universally recognized as essential for delivering excellent public services.
In this regard, the government's primary program is to develop the state apparatus through the implementation of bureaucratic reform. Bureaucratic reform represents a significant shift for the Indonesian nation as it prepares to face the challenges of the 21st century. If successfully implemented, bureaucratic reform will achieve its intended goals, such as reducing and eliminating abuse of public authority by officials, creating a nation with a "most improved bureaucracy," improving the quality of public services, enhancing and formulating the implementation of agency policies and programs, increasing efficiency in the execution of all organizational tasks, and making the bureaucracy anticipatory, proactive, and effective in facing globalization and the dynamics of changes in the strategic environment.
The goals of bureaucratic reform are to realize a clean and corruption-free government, improve the quality of public services to the public, and enhance the accountability of bureaucratic performance. Presidential Regulation No. 81 of 2010, concerning the Grand Design for Bureaucratic Reform, serves as a reference for bureaucratic reform in government agencies.
The Grand Design is the master plan for the direction of bureaucratic reform policy for 2010-2025, which produces eight key areas of bureaucratic reform change and their expected outcomes, as follows:
1. Organization: The expected outcome is an organization with appropriate functions and proper sizing.
2. Governance: The expected outcome is a transparent, effective, and efficient system and work procedures that are measurable and in accordance with the principles of good governance.
3. Legislation: The expected outcome is orderly, non-overlapping, and conducive regulations.
4. Human Resources: The expected outcome is human resources (HR) with integrity, neutrality, competence, capability, professionalism, high performance, and prosperity.
5. Supervision: The expected outcome is improved governance that is clean and free from corruption, collusion, and nepotism.
6. Accountability: The expected outcome is increased capacity and accountability in bureaucratic performance.
7. Public service: The expected outcome is excellent service that meets the needs and expectations of the community.
8. Mindset and work culture: The expected outcome is a bureaucracy with high integrity and performance.democracy.

Public service is one of the eight areas of bureaucratic reform change that is expected to produce excellent service according to the needs and expectations of the community, to support the achievement of the goals of bureaucratic reform, namely a professional government bureaucracy with adaptive characteristics, integrity, high performance, dedication, clean and free from corruption, collusion and nepotism (KKN), capable of serving the public, neutral, prosperous, dedicated, and upholding the fundamental values ​​of the basic state apparatus code of ethics and the state apparatus code of ethics.
Within the 8 (eight) areas of bureaucratic reform, activities to improve the quality of public services and the expected results are: (1) Implementation of service standards in work units of each ministry/institution and regional government by improving the quality of public services that are faster, cheaper, safer, and more accessible. (2) Implementation of SPM in districts/cities. (3) Community participation in the provision of public services.
Quality public service is the best service provided to the public that meets service quality standards. Service standards serve as benchmarks for guiding service delivery and as a reference for evaluating service quality, reflecting the obligations and promises of service providers to the public to deliver fast, easy, affordable, and measurable services.
Ministerial Regulation of Administrative and Bureaucratic Reform (PANRB) Number 25 of 2020 concerning the 2020-2025 Bureaucratic Reform Roadmap states that the quality of public service is inseparable from the measurement of the public service index as a service provided. Six aspects are used in measuring the index: compliance with service policies (service standards, service announcements, and public satisfaction surveys), enhancing human resource professionalism, improving the quality of facilities and infrastructure, utilizing the Public Service Information System (SIPP), managing consultations and complaints (including the implementation of LAPOR!), and implementing innovation in public services.
To improve the quality of public services, various government policies have actually been established since the New Order era, for example, the Guidelines for Simplification and Control of Business Licensing (Presidential Instruction No. 5 of 1984), the Guidelines for Public Service Management (Minister of Administrative and Bureaucratic Reform Decree No. 81 of 1993), the Guidelines for Improving and Enhancing Government Apparatus Services to the Public (Presidential Instruction No. 1 of 1995), Concrete Steps to Improve Public Services (Coordinating Minister for Administrative and Bureaucratic Reform Circular No. 56 of 1998), and most recently the General Guidelines for Public Service Provision (Minister of Administrative and Bureaucratic Reform Decree No. 63 of 2003).
However, significant improvements in the quality of public services have yet to be seen. The public continues to complain about various inequalities in the service process (UGM Population Study Center, 2003), such as (1) unclear timing, costs, and methods of service; (2) the persistence of service discrimination based on friendships, political affiliations, ethnicity, and even religion; (3) the length of the bureaucratic chain, and the increasing culture of bribery and extortion; (4) a service culture that is developing towards a culture of power; (5) the principle of service is not based on trust but distrust, while procedures are implemented to control behavior, not to facilitate; and (6) the authority to serve is distributed across many bureaucratic units.
The process of improving public services in every country and region is a public demand. However, this remains evident in the suboptimal public service process. This suggests that the condition of public services in Indonesia remains far from meeting public expectations. Quoting Rahmad Hidayat et al. (2020), a comparison of the 2019 Public Satisfaction Survey (SKM) on Public Services at the Population and Civil Registration Office of West Lombok Regency and the Population and Civil Registration Office of Mataram City obtained a service quality score of "B," indicating public satisfaction with the Population and Civil Registration Office of West Lombok Regency, which received a "good" rating. Meanwhile, the Population and Civil Registration Office of Mataram City also received a good rating, but with a higher score.
A study by Rahmad Hidayat and Ima Ferbiyanti (2023) found that the 119 call center communication device continues to experience network issues, and operators have not optimally utilized the device according to the available local numbers. In a study by Mustamin et al. (2023), the authors concluded that factors influencing the quality of public services at the Village Office include work motivation among village bureaucrats and officials, village official capabilities, social supervision/control, organizational/official behavior, communication, and restructuring.
These conditions serve as a signal for the government to seek strategic solutions to enhance public services. The first step is to examine the state of public services in Indonesia, specifically the service patterns and government efforts to enhance service quality. The next step is to examine the state of government bureaucracy in Indonesia, particularly issues related to its components. Several concepts of bureaucratic reform are also discussed as references for public service bureaucratic reform.
Public services are inseparable from the services provided by government agencies (central, provincial, district, city, and sub-district) to the community, which embodies the function of state officials as public servants. Gunungsari District is a government agency consisting of several villages that provide public services. In providing public services, Gunungsari District is granted authority by the central government.
Based on comparative studies of various literature, problems related to public services in Indonesia, as well as strategic and implementable solutions to these problems, can be analyzed.
2. METHOD
This research was conducted with a Case Study at the Gunungsari Sub-district Office located at Jalan Raya Tanjung, Gunungsari District, West Lombok Regency. To obtain the required data, particularly primary data, the data collection techniques employed included questionnaires, interviews, and observations. For the technique of using an open-ended direct questionnaire, creating several closed and open questions (interviews) to 28 respondents or the community including the Sub-district Head, Sub-district Secretary, Head of the Program and Finance Sub-division, Head of the General and Personnel Sub-division, Head of the Government Section, Head of the Public Order Section, Head of the Social Welfare Section, Head of the Economic and Development Section, along with staff and Community Leaders from various elements.

3. RESULT AND DISCUSSION
a. Service Standards at the Gunungsari Sub-district Office
The population of Gunungsari District increases annually, which means that the number of population administration services also increases. To assist with population administration matters and permits, the Gunungsari District Office has established service standards that serve as guidelines and references for district officials and administrative information for the community.
Table 1. Service Standards at the Gunungsari District Office
	
No

	Type of Service
	Completion Time
	Service Fee

	1
	Certificate of Heirship
	1 Day
	Free

	2
	Marriage Dispensation Letter
	50 Minutes
	Free

	3
	Certificate of Moving
	30 Minutes
	Free

	4
	Draft Family Card
	30 Minutes
	Free

	5
	Certificate of Different Names
	30 Minutes
	Free

	6
	Certificate of Inability
	30 Minutes
	Free


Data Source: Gunungsari District, 2025

Based on Table 1, the Gunungsari District Office implements service standards covering the type of service, service time, and service costs. As mandated by Law No. 96 of 2012 concerning Public Services, every public service provider, whether directly or indirectly providing services to the public, is required to develop, establish, and implement service standards as a benchmark for service delivery in their respective environments. Public satisfaction with the services provided by officials and agencies at the Gunungsari District Office, West Lombok Regency, is a key goal in successfully implementing services that meet applicable performance standards in carrying out their duties.

b. Implementation of Service Standards at the Gunungsari District Office
The provision of excellent service at the Gunungsari District Office, West Lombok Regency, should be completed correctly and in accordance with applicable regulations. However, many service completions are still found to be inconsistent with the specified provisions and deadlines. This is even though the deadline for achieving the Minimum Service Standards (MSP) is the time period specified for achieving the MSP, as stipulated by the government. For more details on the Minimum Service Standards at the Gunungsari Sub-district Office, West Lombok Regency, please see the following table.
Table 2. Types of Services and Public Service Time Standards At the Gunungsari Sub-district Office.
	
No

	Type of Service
	Time
Realization
	Completion (Reality)

	1
	Certificate of Heirship
	1 Day
	3 more days

	2
	Marriage Dispensation Letter
	50 Minutes
	1 more day

	3
	Relocation Certificate
	30 Minutes
	1 day

	4
	Family Card Draft
	30 Minutes
	1 day more

	5
	Different Name Certificate
	30 Minutes
	1 day

	6
	Individual Income Certificate
	30 Minutes
	1 day


Data Source: Gunungsari District, 2025
The table above shows that the service completion time at the Gunungsari District Office, West Lombok Regency, does not align with the completion time for public services, such as the issuance and amendment of Family Cards (KK), which is only 50 minutes from the time the requirements are submitted. However, in reality, people have to wait up to 14 days and travel back and forth to the Gunungsari District Office in West Lombok Regency to obtain information and ensure the service is completed.
The public service bureaucracy reform efforts undertaken at the Gunungsari District Office, West Lombok Regency, include utilizing information technology to improve the quality of public services. This can also encourage the government to accelerate e-government, an effort to create an electronic-based government. According to the Regulation of the Minister of Administrative and Bureaucratic Reform of the Republic of Indonesia No. According to Government Regulation No. 83 of 2012 concerning Guidelines for the Use of SocialMedia by Government Agencies, several benefits of social media for government agencies include disseminating government information to reach the public, strengthening the role of state officials and the public through social media, and facilitating the gathering of public appreciation, opinions, and input on government policies and programs.
4. CONCLUSION AND RECOMMENDATION
Bureaucratic reform in public services at the Gunungsari District Office, West Lombok Regency, has been successful, but has not been optimally implemented. This is based on the author's observations, which indicate a lack of information media posted at the Gunungsari District Office, West Lombok Regency, to inform the public about bureaucratic reform efforts in public services.
Obstacles to bureaucratic reform in public services at the Gunungsari District Office, West Lombok Regency, include limited human resources, inadequate infrastructure, and network issues.
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