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INTRODUCTION	

The	concept	of	public	administration	in	Indonesia	is	basically	not	a	new	concept,	because	
the	concept	of	public	administration	has	been	around	for	a	long	time,	only	experts	have	changed	
the	 term	 state	 administration	 to	public	 administration.	The	 role	 of	 public	 administration	 in	 a	
country	 is	 very	 vital.	 Public	 administration	 is	 a	 service	 that	 was	 originally	 held	 to	 serve	 the	
general	public	(Shafritz	et	al.,	2022;	Rosenbloom	et	al.,	2022).	But	then	it	turned	into	service	to	
the	state,	even	though	the	state	was	actually	held	for	the	benefit	of	the	people.	Indeed,	the	public	
can	be	 interpreted	as	 the	 interests	of	 the	 state	on	one	side,	but	on	 the	other	hand	 it	must	be	
interpreted	as	the	 interests	of	 the	general	public	served	by	the	government,	as	 long	as	 it	 is	 in	
accordance	with	moral	and	religious	principles	(Mansbridge,	2018;	Self,	2021;	Macaulay,	2020)	

Public	 Administration	 is	 a	 process	 concerned	 with	 implementing	 government	 policies,	
directing	skills,	and	countless	techniques,	giving	direction	and	purpose	to	the	efforts	of	a	number	
of	people	(Koppett,	2023;	Azizah	&	Marom,	2016).	Public	administration	 is	 intended	to	better	
understand	the	government's	relationship	with	the	public	and	increase	policy	responsibility	to	
various	 public	 needs	 and	 also	 institutionalize	 managerial	 practices	 so	 that	 they	 are	 used	 to	
carrying	out	an	activity	effectively,	efficiently	and	rationally.	

The	process	of	administering	public	services	today	is	still	 filled	with	uncertainties	about	
time,	cost	and	method	of	service.	Unclear	costs	and	service	times	for	service	users	(Pangbourne	
et	al.,	2021).	This	often	happens	because	service	procedures	do	not	regulate	the	obligations	of	
service	providers	and	also	the	rights	of	community	members	as	users	of	the	service	itself.	Besides	
that,	they	also	often	see	and	hear	the	actions	and	behavior	of	employees	in	providing	services	that	
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Abstract.	This	study	aims	to	determine	Apparatus	Behavior	in	Public	Services	in	Yosonegoro	
Village,	Limboto	District,	West	Gorontalo	Regency.	This	research	is	to	use	a	descriptive	research	
method	with	a	qualitative	approach.	Based	on	 the	description	above	on	 the	 research	on	 the	
behavior	of	officials	 that	has	been	carried	out	 in	Yosonegoro	Village,	Limboto	Barat	District,	
Gorontalo	Regency,	 it	 can	 be	 concluded	 as	 follows;	 (1)	 Concern	 in	 serving	 the	 community	 is	
maximized,	 responds	quickly	 to	what	 the	 community	needs	and	provides	HP	numbers	 to	 the	
community	so	they	can	be	easily	contacted	and	serve	quickly;	(2)	Discipline	of	officials	in	serving	
the	community	is	maximized,	with	reference	to	Standard	Operations	(SOP)	for	working	on	time	
and	completing	work	on	time;	(3)	The	responsibility	of	the	apparatus	in	serving	the	community	
is	optimal	by	carrying	out	the	work	on	time,	being	responsible	for	the	leadership	and	their	duties	
and	functions.	
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are	 not	 polite,	 not	 friendly	 and	 sometimes	 there	 are	 also	 discriminatory	 actions.	 As	 a	 logical	
consequence,	 this	 is	 the	 duty	 of	 the	 government	 in	 reviewing	 the	 service	 system,	 especially	
services	in	the	regions	in	accordance	with	existing	laws	and	regulations,	in	research	from	Majone	
(2019)	and	Furqan	et	al.	(2020).		

According	 to	 Stivers	 (2019)	 and	 Stefkovich	&	 Frick	 (2021),	 State	Administration	Ethics	
explains	that	moral	and	ethical	issues	in	the	state	administration	process	have	a	very	important	
position	in	the	state	administration	process.	ethical	considerations	are	not	a	step	backwards,	but	
rather	 an	 attempt	 to	 find	 development	 institutions	 that	 have	moral	 and	 character	 as	well	 as	
efforts	to	obtain	an	ideal	form	of	interaction	between	officials	and	every	citizen	(Igalla	et	al.,	2019;	
Peterson,	2020).	

According	 to	 the	 Minister	 of	 Administrative	 Decree	 No.	 63/KEP/M.PAN/7/2003	 in	
(Masuku	&	 Jili,	2019;	Freeman,	2018)	public	service	 is	a	service	activity	carried	out	by	public	
administrators	as	an	effort	to	fulfill	the	need	for	receiving	services	and	implementing	statutory	
provisions.	 Therefore,	 public	 service	 is	 a	 process	 of	 fulfilling	 the	 needs	 of	 society	 by	 state	
administrators,	this	is	related	to	the	function	of	government.	The	service	standards	contained	in	
the	 Decree	 of	 the	 Minister	 of	 Administrative	 and	 Bureaucratic	 Reform	 Number	
63/KEP/M.PAN/7/2003	concerning	service	standards	for	each	government	agency	in	providing	
services	to	the	public	are	as	follows:	(1)	standardized	service	procedures;	(2)	there	is	a	certain	
time	for	completion	from	submission	to	completion;	(3)	Detailed	and	determined	service	fees;	
(4)	 Service	 products	 are	 received	 according	 to	 the	 stipulated	 conditions;	 (5)	 Facilities	 and	
infrastructure	 are	provided;	 (6)	The	 competence	of	 the	 service	provider	must	be	determined	
precisely	based	on	the	knowledge,	skills,	attitudes,	expertise	and	behavior	required	according	to	
the	service	standard.	

In	 the	 provision	 of	 services	 in	 Yosobegoro	 Village,	 researchers	 conducted	 initial	
observations	and	found	several	service	activities	that	were	not	in	accordance	with	the	Service	
Operational	Standards	(SOP)	related	to	Caring,	Discipline,	and	Employee	Responsibilities.	Good	
service	 (good	 governance)	 greatly	 influences	 the	 behavior	 of	 bureaucrats,	 officials	 who	 care	
means	having	responsiveness	or	a	good	response	to	the	needs	of	the	community,	regardless	of	
one	side	of	 the	citizens	(Mishra,	2021;	Yan	&	Ting,	2018).	 In	addition,	discipline	also	plays	an	
important	role	in	good	service	because	even	though	the	service	in	the	kelurahan	is	not	very	active,	
officials	must	be	aware	 that	 the	responsibilities	given	are	only	carried	out	 for	 the	community	
(Nurdiyanti	et	al.,	2023;	Za	et	al.,	2020).	

This	 is	what	makes	researchers	 interested	 in	seeing	the	extent	to	which	the	behavior	of	
bureaucrats	in	providing	services	to	the	community	at	the	Yosonegoro	Village	office,	Gorontalo	
Regency,	because	we	know	that	until	now	services,	both	at	the	central	and	regional	levels,	are	still	
convoluted	without	certainty,	and	how	bureaucrats	behave	in	serving	the	community.	

METHODS	

	 This	research	is	to	use	a	descriptive	research	method	with	a	qualitative	approach.	As	it	is	
said	that	the	descriptive	method	focuses	attention	on	the	problems	or	phenomena	that	existed	at	
the	 time	 the	 research	was	 carried	 out	 or	 actual	 problems,	 then	 describes	 the	 facts	 about	 the	
problem	being	investigated	as	they	are	accompanied	by	accurate	rational	interpretations.	This	
research	takes	place	at	the	Yosonegoro	Village	Office,	Gorontalo	Regency,	which	will	be	carried	
out	for	eight	(8)	months,	namely	December	2022.	The	data	collection	procedure	uses	observation	
and	interviews.	

RESULTS	AND	DISCUSSION	

In	 the	 provision	 of	 services	 in	 Yosonegoro	 Village,	 researchers	 conducted	 initial	
observations	and	found	several	service	activities	that	were	not	in	accordance	with	service	SOPs	
related	 to	 Caring,	 Discipline,	 and	 employee	 responsibilities.	 good	 service	 (good	 governance)	
greatly	influences	the	behavior	of	bureaucrats,	officials	who	care	means	having	responsiveness	
or	 a	 good	 response	 to	 the	 needs	 of	 the	 community,	 regardless	 of	 one	 side	 of	 the	 citizens.	 In	
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addition,	discipline	also	plays	an	important	role	in	good	service	because	even	though	the	service	
in	the	kelurahan	is	not	very	active,	officials	must	be	aware	that	the	responsibilities	given	are	only	
carried	out	for	the	community,	as	theory	(Pasinringi	et	al.,	2020;	Rosa,	2019;	Mukhrojin	et	al.,	
2023)	is	an	indicator	in	this	research	namely	Caring,	discipline	and	responsibility	which	will	be	
described	from	the	results	of	the	following	interviews:	

Concern	

Concern	 is	 related	 to	 responsiveness	 about	what	 is	 a	 complaint	 and	 the	 needs	 of	 the	
community	 to	 be	 served.	 Apparatuses	 who	 care	 are	 bureaucratic	 behaviors	 that	 have	 high	
responsiveness	and	quickly	respond	to	complaints	and	community	needs.	

Based	on	the	results	of	an	interview	with	the	Village	Head,	IAH	stated	that:		

“In	order	to	serve	the	community,	we	have	provided	a	suggestion	box,	we	have	also	provided	
a	cellphone	number	so	that	the	community	can	easily	contact	it	and	all	this	is	done	to	serve	
the	community”	(interview	on	02	December	2022)	

The	same	thing	was	expressed	by	HI	as	the	village	secretary	that,	

"The	services	in	Yosonegoro	village	are	maximal,	do	not	discriminate	between	residents	and	
respond	quickly	to	what	the	community	needs"	(Interview	on	02	December	2022)	

The	same	thing	was	expressed	by	SG	as	a	community	figure	that,	

"According	to	my	experience	while	I	was	taking	care	of	administrative	papers	in	the	village,	
village	officials	were	very	responsive	and	quick	to	respond	to	what	I	needed,	as	evidenced	by	
the	speedy	completion	of	administrative	matters"	(interview	December	3,	2022)	

Based	 on	 the	 results	 of	 the	 interview	 above,	 it	 can	 be	 concluded	 that	 the	 care	 of	 the	
apparatus	 in	 serving	 the	 community	 is	maximized,	 quickly	 responds	 to	what	 the	 community	
needs	and	provides	HP	numbers	to	the	public	so	that	they	are	easily	contacted	and	quickly	serve.	

Discipline	

Behavior	in	public	services	carried	out	by	Yosonegoro	Village	officials	related	to	employee	
discipline	 in	providing	public	 services	 to	 the	community	will	be	described	 from	the	 following	
interview	results:	

Based	on	the	results	of	the	interview	with	the	Village	Head,	IAH	stated	that:	

"The	discipline	of	the	Yosonegoro	village	apparatus	is	implemented	in	the	form	of	Standard	
Operational	Operations	(SOP)	to	carry	out	their	duties	and	functions.	Every	employee	must	
comply	with	work	 rules,	must	work	 according	 to	 SOP,	 besides	 that	 employees	must	 have	
discipline	in	terms	of	attendance,	punctuality	and	work	diligently	in	the	ofXice.	However,	due	
to	the	current	Covid	conditions,	the	employees	who	come	must	take	turns”	(Interview	on	03	
December	2022).	

The	same	thing	was	expressed	by	HG	as	a	community	eigure	that:	

“According	to	my	experience	when	managing	village	administration,	ofXicials	have	worked	
on	time	and	attended	on	time,	went	home	on	time,	diligently	entered	the	ofXice	so	that	the	
community	also	felt	comfortable	with	the	services	provided.	(Interview	03	December	2022).	

In	line	with	what	was	conveyed	by	RM	as	a	community	eigure	that:	

"According	to	my	experience	when	taking	care	of	administration	in	Yosonegoro	Village,	the	
ofXicers	were	fully	obedient	to	their	work,	arrived	on	time	and	went	home	on	time	so	I	didn't	
have	to	wait	long	and	Xinished	my	business	quickly"	(Interview	04	December	2022).	

Based	on	the	results	of	the	interview	above,	it	can	be	concluded	that	the	discipline	of	the	
apparatus	in	serving	the	community	is	maximized,	with	reference	to	Standard	Operations	(SOP)	
for	working	on	time	and	completing	work	on	time.	
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Responsibility	

One	manifestation	of	the	responsibilities	of	an	apparatus	at	work	is	to	use	and	maintain	
the	best	equipment	so	that	it	can	support	office	activities	to	run	smoothly.	As	well	as	the	ability	
to	deal	with	work	that	is	the	responsibility	of	an	officer,	which	will	be	described	in	the	following	
interview,	

Based	on	the	results	of	the	interview	with	the	Village	Head,	IAH	stated	that	

"Yosonegoro	Village	officials	in	their	work	have	shown	responsibility	towards	their	duties	
and	functions,	responsibility	towards	the	leadership	and	to	the	public,	but	because	at	this	
time	 it	 is	 still	 a	 pandemic	 period,	 some	 of	 the	 apparatus	 have	 shifted"	 (Interview	 on	 04	
December	2022)”	

This	is	in	line	with	what	was	conveyed	by	WP	as	a	community	leader	that,	"My	experience	
is	 managing	 Village	 administrative	 papers,	 the	 officials	 have	 worked	 according	 to	 their	
responsibilities,	every	administration	they	do	is	on	time.	

“Likewise,	 the	 results	 of	 SI's	 expression	 as	 a	 community	 leader	 said	 that,	 every	 latest	
information	 regarding	 Village	 government	 policies	 is	 always	 disseminated	 to	 us	 the	
community	"(interview	December	5,	2022)	

Based	on	the	results	of	the	interview	above,	it	can	be	concluded	that	the	responsibility	of	
the	 apparatus	 in	 serving	 the	 community	 is	 optimal	 by	 carrying	 out	 work	 on	 time,	 being	
responsible	for	the	leadership	and	their	duties	and	functions.		

Behavior	is	essentially	based	on	the	science	of	behavior	itself	which	is	developed	with	its	
main	 focus	on	human	behavior	 itself	 in	an	organization.	Each	 individual	brings	himself	 into	a	
group	 or	 organization	 with	 various	 abilities,	 beliefs,	 expectations,	 personal	 needs,	 and	 past	
experiences	 (Bird,	 2019;	 Canning	 et	 al.,	 2020).	 And	 each	 organization	 also	 has	 its	 own	
characteristics	 that	 must	 be	 followed	 by	 each	 individual,	 namely	 duties,	 authority	 and	
responsibility,	care,	discipline,	regularity	embodied	in	a	hierarchy,	reward	system,	control	system	
etc.	 If	 individual	 characteristics	 interact	 with	 organizational	 characteristics,	 behavior	 will	
manifest	 in	 public	 and	 private	 organizations.	 Based	 on	 the	 results	 of	 research	 in	 Yosonegoro	
Village	regarding	public	services	which	include	Caring,	Discipline,	and	Work	responsibility.	These	
three	dimensions	will	determine	the	success	of	a	job	carried	out	by	Yosonegoro	Village	officials	
in	carrying	out	tasks	related	to	public	services.	

According	 to	 Field	 et	 al.	 (2021)	 and	 Brown	 &	 Di	 Lallo	 (2020),	 responsiveness	 or	
responsiveness	is	the	ability	of	organizations	to	identify	community	needs,	prioritize	needs,	and	
develop	them	in	various	service	programs.	Responsiveness	measures	the	responsiveness	of	the	
organization	to	the	hopes,	desires	and	aspirations,	as	well	as	the	demands	of	service	users	(Djafar	
&	Sune,	2022).	Responsiveness	is	the	ability	of	the	bureaucracy	to	recognize	community	needs,	
set	service	agendas	and	priorities,	and	develop	service	programs	according	to	community	needs	
and	aspirations.	 In	 short,	 responsiveness	here	 refers	 to	 the	alignment	between	programs	and	
service	activities	with	the	needs	and	aspirations	of	the	community	(Khan	et	al.,	2021;	Jain	et	al.,	
2019).	Meanwhile,	according	to	Zeithmal,	Parasuruman	&	Berry,	responsiveness	is	a	willingness	
to	help	service	users	and	provide	services	sincerely	(in	Dwiyanto,	2006).	From	several	opinions	
regarding	 responsiveness,	 it	 can	be	 concluded	 that	 responsiveness	 is	 a	 form	of	 response	 and	
willingness	 of	 service	 providers	 to	 help	 provide	 assistance	 to	 the	 community	 in	 the	 form	 of	
services.	The	bureaucracy	in	bringing	services	closer	to	the	community	needs	efforts	to	identify	
what	the	community	needs.	Then	the	identification	of	community	needs	becomes	an	important	
agenda	for	the	government	to	develop	service	providers,	so	that	people	can	feel	satisfied.	
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Concern	

Concern	 is	 related	 to	 responsiveness	 about	what	 is	 a	 complaint	 and	 the	 needs	 of	 the	
community	to	be	served.	Apparatuses	who	care	are	officials	who	have	high	responsiveness	and	
quickly	 respond	 to	 complaints	 and	 community	 needs.	 To	 see	 the	 concern	 (responsiveness)	
carried	 out	 by	 government	 officials	 such	 as;	 (1)	 Responsiveness	 of	 apparatus	 in	 providing	
services;	(2)	The	attention	of	the	apparatus	in	providing	services;	(3)	apparatus	initiative	in	work.	

Officials	 are	 required	 to	 show	 caring	 behavior	 to	 provide	 comfort,	 friendliness,	 fast	
response	and	provide	satisfaction	to	the	community	and	facilities	that	make	them	comfortable	
when	the	service	is	in	progress	as	a	manifestation	of	the	apparatus'	concern	for	the	community.	

Attention	 in	 a	 service	 is	 the	 attention,	 understanding,	 sympathy,	 seriousness,	 and	
involvement	of	interested	parties	in	developing	and	carrying	out	service	activities	in	accordance	
with	the	understanding	of	each	individual.	Those	who	provide	services	certainly	have	empathy	
for	the	customers	served.	This	means	that	in	a	work	organization	it	is	very	important	to	provide	
services	in	accordance	with	the	work	performance	shown	by	an	employee	on	duty.	

Give	individual	(personal)	and	sincere	attention	to	customers	to	know	and	understand	
consumer	desires.	Every	activity	of	service	activity	really	needs	understanding	in	togetherness	or	
interest	in	something.	Services	will	run	smoothly	if	every	officer	on	duty	has	a	sense	of	empathy	
or	concern	for	their	customers.	

Discipline	

The	behavior	of	bureaucrats	in	public	services	carried	out	by	Yosonegoro	village	officials.	
West	 Limboto	 District	 is	 related	 to	 employee	 discipline	 in	 providing	 public	 services	 to	 the	
community.	According	to	Robbins	there	are	3	aspects	of	work	discipline	that	must	be	owned	by	
an	employee	namely;	(1)	time	discipline;	(2)	regulatory	discipline;	(3)	discipline	responsibility.	
These	three	things	are	very	important	to	determine	how	disciplined	an	employee	is.	

Time	discipline	is	an	attitude	or	behavior	that	shows	adherence	to	working	hours	which	
includes:	attendance,	compliance	with	working	hours,	employees	carrying	out	tasks	in	a	timely	
and	good	manner.	Obeying	the	rules	that	apply	is	very	important	and	must	be	known,	understood	
and	implemented	by	every	apparatus.	Officials	who	comply	with	the	rules	of	time	means	that	they	
have	an	awareness	of	the	tasks	assigned	as	individuals	who	serve	their	customers	in	the	best	way	
possible.	Attendance	on	time	for	every	service	activity	will	affect	the	speed	of	the	arrangement	
whether	it's	from	being	on	time,	going	home	on	time,	diligently	entering	the	office	so	that	people	
also	feel	comfortable	with	the	services	provided.	

In	 a	 government	 organization,	 discipline	 is	 one	 of	 the	 initial	 capital	 in	 providing	
satisfaction	to	the	community	because	this	is	a	very	important	factor	in	being	able	to	complete	
tasks	without	having	to	make	residents	who	come	to	take	care	of	them	in	the	village	do	not	have	
to	wait	 long.	Besides	that,	discipline	has	been	previously	 instilled	 in	every	employee	who	will	
work	and	as	an	apparatus,	of	course,	every	apparatus	in	an	organization	must	obey	it.	

Responsibility	

The	behavior	of	bureaucrats	in	public	services	carried	out	by	Yosonegoro	Village	officials,	
Limboto	Barat	District,	is	related	to	the	responsibilities	of	employees	in	providing	public	services	
to	 the	 community.	 There	 are	 four	 forms	 of	 work	 responsibilities	 that	 must	 be	 owned	 by	
government	officials	such	as;	(1)	responsibility	for	tupoksi;	(2)	responsibility	to	the	leadership;	
(3)	responsibility	to	the	public.	This	responsibility	must	be	owned	by	government	officials	to	be	
able	 to	 find	 out	 the	 behavior	 of	 bureaucrats	 who	 work	 in	 an	 organization	 related	 to	 the	
responsibilities	they	carry.	

The	application	of	bureaucratic	behavior	in	the	form	of	responsibility	for	tupoksi	is	that	
every	apparatus	must	be	able	to	be	responsible	for	the	work	entrusted	and	carry	out	its	functions	
properly	in	providing	services	to	the	community.	The	responsible	behavior	itself	will	reflect	that	
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the	apparatus	is	able	to	carry	out	its	duties	and	functions	properly	in	providing	services	to	the	
community.	

The	 most	 important	 and	 considered	 responsibility	 for	 every	 government	 official	 is	
responsibility	 to	 the	 community.	Officials	who	 carry	 out	 their	 duties	must	 be	 able	 to	provide	
excellent	service	to	the	community,	satisfying	and	in	accordance	with	community	expectations.	
All	forms	of	service	activity	must	be	in	favor	of	the	public,	in	other	words,	prioritizing	the	public	
interest	and	not	prioritizing	personal	interests.	

CONCLUSION	

Based	on	the	description	above	on	the	research	on	the	behavior	of	officials	that	has	been	
carried	out	in	Yosonegoro	Village,	Limboto	Barat	District,	Gorontalo	Regency,	it	can	be	concluded	
as	 follows;	 (1)	Concern	 in	serving	 the	community	 is	maximized,	responds	quickly	 to	what	 the	
community	needs	and	provides	HP	numbers	to	the	community	so	they	can	be	easily	contacted	
and	 serve	 quickly;	 (2)	 Discipline	 of	 officials	 in	 serving	 the	 community	 is	 maximized,	 with	
reference	to	Standard	Operations	(SOP)	for	working	on	time	and	completing	work	on	time;	(3)	
The	responsibility	of	the	apparatus	in	serving	the	community	is	optimal	by	carrying	out	the	work	
on	time,	being	responsible	for	the	leadership	and	their	duties	and	functions.		
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