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ABSTRACT

., ToaN tability performance of village officials in public service, both in terms of process and in tems of quality of service
is 2 very imporiant thing. Competencies possessed by village officials are sometimes incompatible with the expectations of
saciety. Therefore, how the competence of village officials in the civil service In the village is the focus of this study. Data
cotected through interviews with informants, consisting of village govemment officials from each district, as well as
communily leaders in each of the research locations. In addition to the iterview, It also conducted direct cbservation of
communily service activities. The results showed that the performance of village officials in the civil service today is st
dominzted by the dimensions of govemment services. While services on the development dimension and the dimension of
empowerment more implemented by local governments. This happens because the competence of village officials was not

opimal.
Keywords: Public Service, Competence, Village Officials

1. INTRODUCTION

The implementztion of government system in Indonesia which is more decentralized under law 32/ 2004 gives a broad
autanamy for local governments to organize the governmental activities and development based on potential and aspirations
of esch communily, through bottom-up planning process. Correspondingly, the village government as the lowest level of self-
povemment, become the spearhead of government responsibilities, particularly in the provision of public services or
communiy services. This means that vilage officers are required to optimize their performance in delivering service to the
community 2nd the service should be in accordance with the need, potential and aspirations of its people.

The implementation of government system in Indonesia which is more decentraiized under law 32/ 2004 gives a broad
atonomy for local governments to organize the govemmental activities and development based on potential and aspirations
of each community, through bottom-up planning process. Correspondingly, the village government as the lowest level of seif-
govemmen!, become the spearhead of government responsibilties, particularly in the provision of public services or
community services. This means that vilage officers are required to optimize their performance in delivering service to the

LommunE th ice should be In accordance with the need, potential and aspirations of its people.
Bty woxd He parvion the implementation of decentralization system should

6 ics of the rural community,

m’,ﬁ' ;ﬁgmﬁm‘”s’ mt:gt:emed to fulfil the demands of public service needg of the community for a more
uaited and saishied public services. This was stated by Osborne and Gae})!er in Rasyid (1995)[1] stated that positive

ves ined in the decentralization system include: (1) Flexibiity, in which local govemment officers are able to give
tsgers more Guickly and more appropriate to the change of envroqment and community neeqs. (2) Effectiveness, where
B services provided by vitlage officers become more effective according to a clearer understgnd;ng about the real problems
S exid in e comm cnity. (3) Innovative, where the village officers are able to propose new ideas that are more relevant to
e ! daiky e (4) A higher maotivation to do their jobs, so that the village officers are motivated to do their
¥5 Lecase they mgm that the higher govemment level trust them well. With a decentralized system of govemment, it is
Exparied hat thie il bring back the main functions of {he government to the public sefvice function, after it was more project
e

"“‘;mqf;% ti\e bnane; wa {ofdm;‘d prefiminary information obtained from a number of cilzens, specifically in
Sresreng na-—m' Hegerry, the tasks of community services by village officers stilt showed weaknesses in many aspects,
£61 5 20 Chen 11 16 G0 s niment and prolests from he society. Such conditions generally experienced by citzens, even
Tiugh i shosd be admited aleo that some vilages have succeeded to bring public services which Is relatively satisfied their,
Peerie. Alsgecty. the weakesses mentionod, relsted to many factors, both Internal and external factors that comes from the
_*faae Hiery _ ; the Viltage requires officials at the village level have a good competence in
o o o 01 L Lo e
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2, OVERVIEW OF THE LITERATURE ON PUBLIC SERVIC - - s
ic service, first; service pr ers,
According to Bharata (2004) [2), the four essential elements in the ?;ﬁfls'c::np:fb;grﬁ:e provision and delivery of Om
as the parly that can provide a particular service 10 consumers, either ferred 10 as customers who receive various seryi.
(goods) or services (services). Second, the service receiver, ie they are re mbe provided by the service provider to those i
ces from the service provider, Third, the types of services, le services that f:nrefer 1o the primary goal of this service and cus-
need of services. Fourth, customer satisfaction, the service providers ShOUK ed by the customer Is usually closely relateq
tomer satisfaction. This is very important because the level of satisfaction obtain
to the quality standards of goods and or services they enjoy. . nts of a good employee avai
Kasmir (2006) [3] prow%e criteria or characteristics of good public service :;;ohg?:nie;ﬂg the endi;I able 1op1:gfve ::Itkh{_,
bility, availability of infrastructure, good, responsible to each customer from transactions, have a good knowledge and abij.
and accurately, able to communicate, to guarantee the oopﬁde;rfilt%g:é ?g{he iy
ties, trying to understand customer needs, and is able fo give C i iela | ini : |
Slmilgrhr Ratminto and Winarsih, (2006) [4] identifies some of the principles In the admmls:raljorl RN,

and permits that must be considered, namely;

a.  Empathy with customers. Employees who serve t:us[ness licenses from the licensing agency service providers

must be able to empathize with people who use Services.
b. Limitation on procedure. Procedures should be designed as short as P aasis, shim tho'censept oLa ety
shop actually implemented.

c. Clarity of service procedures. Procedure of service should be designed as simple as possible and
communicated to the user community services.

d. Minimization of service requirements. The terms of the care of the service should be restricled as fittle as

possible and as much as sbsolutely necessary.

e. Clarity of authority. Authority employees who serve the public users of services should be defined as clearly as
possible to create a chart of tasks and distribution of authority.

f  Fee transparency. The service charge should be set to a minimum and as transparent as possible.

g. The cerlainty of schedule and duration of service. Schedule and duration of services must also be sure, that
the public has a t_:lear picture and do not fret.

h. The minimization form. The forms should be designed efficiently, thereby resulting composite form (a form that
can be used for various purposes).

i. Maximization license validity peried. To avoid too frequent public on the permits, then the license validity
period should be set as long as possible.

J.  The clarity of the rights and obligations of providers and curtomers. The rights and obligations of both the
providers aind the customers should be clearly defined, and is equipped with sanctions and the provision of
compensation.

k. r;he eﬂ’ecill\ffeﬂneas of ncg;lp&aint hﬂ:tlinf. Gg:dbes%rvice should be best to avoid the occurrence of complaints.
owever, appears the complaint, it mu esigned a mechanism that can ensure that complaints are
handled effectively so that the problem can be quickly resolved. g

In the broadest sense, the important role played by the users of public services in o § /
services can be categorized as community empowerment (empowering society). As in th;d:;sie‘:f&gl::d;hig::;g ?mi.:
that is produced is something that is, it is something the product. Public sector services generally have a qualitative
dimension, since birth from the womb of the political system. Although compared to the private sector, public sector quality
lssue Is admittedly more difficult to define and measure them becauss it is loaded with political values and ideology have no
aclual consensus among experts that it will ultimately be determined by the service users themselves. Therefore, the only
measure of the quality of public services is whether it gives a certain satisfaction to the consumers themselves. '

The meaning of the word quality Jackson and Palmer (1982)(8], is the consumer perception of the characteristics and a
wﬂ:n Ilook Ishat Is presumeﬁ to e:jtsyt ]I“ a sef;?a' ’I’“lﬁ the values that they (consumers) are given on the characteristics and

_ the ay. So, as a concept, quality is something Intrinsically value fr i ;
o lsh‘;sgwho provide services, ng ly value from the point of view of those who served, not modified

Actualization of dissatisfaction with the services can be observed from the atti ,
found that the cause of service quality is nol "the gap between consumers and ieartvt?:: :smiﬁirgﬁhé‘gﬁnﬂﬁgs?g? I??HJ::;
between expectations and reallty are perceived consumer with what ks perceived by the essence of these Ideas Is that the

- cause of public dissatisfaction with public services provided by the service providers is the gap between what Is expected by
_the public to the fact that the service received. It means that if what is accepted by society, if in accordance with the
expectations of people's behavior will follow the expectations of the satisfaction and trust In the service provider. -
md—zlgitmm‘nal and Benry (1880)(6] relating to the quality. gap between the expectations of the service provider and the service
plenl, | ! : :
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Gap the process can be described as follows:

Service delvery -+ External communication
{0 cusfomers

Gap1 Service qualty

Management perecption
of cusinmer expectation

Fig. 1. The Conceptual Model of Service Quality

Similarly, the concept of competence village official, James L. Perry (1989) [7] describes the ideal is that the administra-
tor has the technical skills, human skills, conceptual skills, democratic institutions responsive, results-oriented, able to deve-
lop networks, and have the ability to communicate and maintain a balance between the decisions and activities.

3. RESEARCH METHODS

This study uses phenomenological models because it is a model that describes the study of the meaning of life
experience of the individual. Said, because according to Edmund Husserl in Moleong (2008)[8] defined phenomenology as
the study of subjective experience and awareness of one's basic perspective.

For this purpose there are four techniques of data collection in this study, namely: literature, observations, interviews,

and documentation. The technique of data analysis Is the reduction, presentation and drawing conclusions. Validity of the
data required technical inspection, especially-checking the information -obtained in the field, based on the results of the
various documents and educational services field data. Test_confidence Is by extending the observations, increasing

persistence, triangulation, negative case analysis and use of reference materials.

4. RESULTS AND DISCUSSION

4.1. Performance of services delivered by village officers

_ The implementation of community services by the village apparatus based on Law 32 of 2004 on regional government
and government regulation Number 72 about Village. Furthermore, fo be a reference in the operational activity, the govern-
ment has provided the officers with a variety guidance books about the implementation of village government, accompanied
by examples and necessary forms. Generally, the village government’s duties and_responsibilrtm includes three (3) aspects
of community services : the service area of development, area of governance services, and the area of community outreach.
In the field of development, the village govemment is expected to be able to raise participation and community empowerment
1 undentake various development activities aimed at improving the welfare of the community-based on their own Initiative
and financing. In addition, the village government is. also expected to conduct field coordination on a variety of development
project that are allocated by the local and central authorities for the village. In the field of Government, village govemment is
responsible In providing services to fulfll the community needs of a varlety of governmental or legal documents related to citi-
zens' status and thelr daily activities. While in area of society, village government Is responsible to/for mobilize the commu-
ity padicipation {o achleve order and harmony of live. - -

Meanwhile, the service related to empowerment and development is generally rer:naln weak, ‘especially those issues
relaled 1o officials abliity to mobilize the nen-govemmental forces to conduct the physical development, particularly those
activiles thet need relsiively high cost such 88 infrastructure for transportation and rural economy. This was not only
because Emited abfity of rural economy that the majority are farmers, but also because the existence of opinion that the

' ' | communities Is the responsibility of government. That perception In supported
by the fact that the regular budget for the local and central authorities has allocated a varlety of physlcal development
projects such as construction of roads, bridges, irrigation channels, educational and health facilities that seemed increasing

from year 10 year. Thus indirectly weakeng the molivation and splrit of self-help community to build their own communities,
and 'vice voraa, remains to sirengthen thelr sense of dependence on the projects from govemment's regular budget. The
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5 z ith village officials

self-help development activities which is quite often done with the vitage wnmm m?ai{:ﬂ A‘rll‘:glmzaﬁi 1:0 mu:;lihgxt?\d "
the construction of houses of Worship, security posts, as well as eviroRmEms ‘g:ers}" are quite capable of carmying oo,
Emitations, in the last two years, villages that become the location of this smﬁma?infrasthmure such as places of w hi1
set-help community-based development activities in the form of social and cbu'k! transponiation infrastructure and a :;rs 5
as well as environmental security posts, and some of them managed b to support the village construction ooy
wooden bridges and culverts. Another factor that weaken the spirk Of_“ilaﬁ:s pet'for[:npancc is not sa good lherem o “
perception on the vilage officials’ performance. The vilagers perceived the then and to molivate \n‘llag::rs to gi .lth_e b
villagers were not motivated to support the village development. Thus, to strer::gc o otni thek tesks In the vilage give their
support for village development, the officials first should show a goed pma-mafn emment senvices smoothly and th

According to the apparatus’ perception, they have undertaken Tha fask of 90V : i

the needs of the community. The fypes of duties Indude, various formal letters noeded By EFERHS, EG £ EOVOr ltte
needed to get the citizens' National Identity Card, Family Card, Recommendation s, MGt for ne e ot 3‘"’@
for various activities of citizens, business licenses letter, letlers to witness land transac fheir study and cedifi i;ens
who migrates or immigrates, letter that is needed for those who are willing 10 fm1|::g::rs for the smooth nmé?aies{tha
acknowledge economic condition of the poor. It is stated that one of the support ngamn with examples, as we’I‘lg .
service task is the availability of clear wrilten Instructions from the government, t ’ ks have hecpomé daily mmgs »
necessary forms. In addition, factors that also cause a smoath service, Is because these ashat i d as evid l:“e' o
that the authorities have been very accustomed In doing those tasks. One of indicators I! S'USi s evidence that the
smooth service, is no protests from citizens relaled to the service aclivities. If there Is lack o gqrmfe &ppens once, thenitis
usually only because of the form needed for the service was run out and the officials are “;a":lg!‘ ol::unghnﬁ: ki
eleven villages that was observed in this study, only three villages were declared common lack o n the provision of

administration services due 1o factors mentioned above.

A

i A e S A e R e T

4.2. The conformity of services with the community needs and satisfaction

The local community leaders who became the informants of this research stated that the villagers perceived all activities
in the field of pubiic adhn?nrinlst ration services provided over the years, has generally met the citizens needs and in accordance
with their respective interests. For example, In terms of meeting the needs of the villagers to get mailing services required lo
support their economic and social activities daily. The village officials provide those services every day, even in certain limes
shows the volume of service activity is quite solid for example at times of enroliment in the new school where many residents
require paperwork from the vilage govemment, or if there is activity such as the socioeconomic distribution of govemment
aid. In these such conditions, sometimes the village government offices are opened and performed services until the
evening.

However, there s still quite a lot of people’s needs are met in regards to the types of services refated to empowerment or
development of physical infrastructure and faclities in villages. One example is the fact that some villages cannot afford to
develop imigation channels to support farming activities. The same case happened on the means of transporiation between
parts of villages. Similarly, very limited number of villages can afford provision of facilities for youth activities and youth and
women such as sporis facilitles, arts, and skills training studios. Those development needs mentioned earlier are still met by
local government and the central government and not by citizen’s empowerment. Therefore, those development are mel
gradually according to the avallability of govemment funds. Nevertheless, the informants agreed that some development
activities related 1o cultural and social interests such as houses of worship and security checkpoints were successfully
developed by non-govemment under the coordination of forces in all the villages.

In terms of public satisfaction particularly in the field of public administration, most of the community leaders who became
the informants in this study gave a positive assessment, in the sense of the quality of service, although in the midst of it there
some aspects which are sometimes still complained of by the citizens. Service quality indicators that were examined in this
study include: the average length of completion time of each service; costs spent for any services; and the perceived
mence of citizens during the process which include office facilities and behavior of the village officials in providing

ces.

-

R P AT A DT

e L T

‘5. CONCLUSION AND RECOMMENDATIONS

In general, provision of service for community by the village officials in Sidrap r rmance
and the majority villagers gave good views about the services. However, the Jmmﬁnéﬁﬁssgm&":fﬁ &ﬂ?nant for
government administration and community services. While services related to development and empowerment such as
physical devetopment still limited. This is partly due to the limitations of socioeconomic factors of community and the general
perception that formed among them that the development tasks are the responsibility of the government. Akmost all physical
development activities such as socio-economic infrastructure development in villages that are exists today, sourced from
local and cmlr:tl igfaoger&nent pgj:éect;. Jor from nmg;vﬁ:;gmenlal ofganizations (NGOs).

People's s regarding the services pri by village officlals is good as well. arked by the less of

- complaints received from the villagers in the last two years. There are many factgrs that [n‘;ﬁ;nzg?htlass?wicas sujar:h as socio-
cultural factors which contains family values and kinship that has been existed in the community for long time. Another
contributing factor that may affect the people’s satisfaction was the use of Buginese, the traditional language that is used
among between vilagers and officlals. Nevertheless, it Is -Inevitable that sometimes there are service conditions that
sometimes lead to the public complaints. For example, there are certain types of service that are perceived have com plicated

procedure, requiring & relatively long time, as well as giving a heavier cost iated with
fhe consequences of legal or economic aciivities or Issuesrfu i . Wm. Such of services usually associat
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