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ABSTRACT 

The Public Works Department of Highways in Malang City is one of the organizations implementing bureaucratic reform. In the 

area of public works and co-administration responsibilities, the Regional Work Organization (OPD) is in charge of managing 

government matters that fall under the purview of the provincial government. In order to improve public services and 

organizational effectiveness at the Office of Public Works, this study intends to explain and analyze the execution of human 

resource bureaucracy reform strategies, as well as the motivating and impeding factors for doing so. Highways in Malang City. 

With Malang City's Public Works Department as its research site, this study is qualitative in nature. sources of information 

include paperwork, interviews, and observation. Miles and Huberman analysis is used in data analysis. The study's findings show 

that human resource bureaucratic reform policies have been put into place to improve public services for the Public Works Office 

of Highways in Malang City as a whole. Based on the analysis of the study's data, this study's conclusion is that these policies 

have been successfully put into place to enhance public services for the Bina Marga Public Works Office in Malang City. At the 

Public Works Office of Bina Marga Kota Malang, communication, human resources, bureaucracy, and the attitude of policy 

implementers toward the implementation of bureaucratic reform are factors driving the implementation of human resource 

bureaucratic reform policies in improving public services and organizational effectiveness. While the barriers to bureaucratic 

reform include a lack of socialization, a lack of understanding of it, and the need for contextual reform, there should be a specific 

strategy because the barriers are not ideal, the quality of the workforce is poor, and the workload is heavy. 

Keywords: Bureaucratic Reform, Human Resources, Public Service. 

1. INTRODUCTION 

         By enhancing the quality of human resources (government bureaucracy) who are professional with characteristics, 

integrated, high performing, able to serve the public, neutral, prosperous, dedicated, and adhere to fundamental values and a code 

of ethics state apparatus so as to provide welfare and a sense of justice to the general public, bureaucratic reform aims to provide 

the best service to society possible. To promote clean governance, bureaucratic transformation is required (Djani, 2015). The 

bureaucracy's efficiency and professionalism are still some of the accomplishments that need to be improved. The poor level of 

efficiency of the bureaucracy in Indonesia is a further issue. Bureaucratic reform is an effort, according to Turner and Hulme Dam 

(Bratakusumah, 2015), to develop a more efficient administrative structure for enacting social change, achieving political equality, 

social fairness, and economic growth. This opinion is supported by study findings from the World Bank's Global Competitiveness 

Report, which show that bureaucratic inefficiency is still the second-most troublesome aspect of the government in Indonesia after 

the corruption issue. Corruption is a result of this inefficiency (World Economic Forum, 2017).  

According to data from the World Bank's Inefficient Government Bureaucracy Index, the efficiency of the Indonesian 

government decreased on average year from 2008 to 2017 (World Bank, 2018).According to Kurniawan (2005), the definition of 

public service is "providing services (serving) the needs of other people or communities who have an interest in the organization." 

In order to provide public service, which is a service to citizens, businesses must take greater responsibility for the people they 

serve. The ineffective system and the caliber of the personnel running the Indonesian bureaucracy at the time were some of the 

factors contributing to its slowness. 2016 (Pradipta). As a result, the State Civil Apparatus' (ASN) duty is prioritized due to the 

bureaucracy's high standards. The position and function of ASN are very important for carrying out and implementing state duties 

that promote national development as well as for carrying out and implementing public services. Insofar as the Republic of 

Indonesia is concerned, its national development objectives are to establish an autonomous, empowered, wealthy, and just society 

(Putra, 2019). 

Adhering to the Regulation of the Minister of Administrative Reform and Bureaucratic Reform concerning the Road Map 

of Bureaucratic Reform of the Ministry of Administrative Reform and Bureaucratic Reform 2020-2024 is one of the continuing 
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implementations of bureaucratic reform. The Bureaucratic Reform Team, in collaboration with the Ministry of Administrative 

Reform and bureaucratic reform teams, and the National Civil Service Agency (BKN), coordinate on an ongoing basis to align job 

grading per work unit in real terms, by salary and other sources of income earned. Government agencies have completed various 

documents required to be proposed in an integrated manner to the State Ministry for Administrative Reform and Bureaucratic 

Reform (Kemenpan and RB). 

 The Public Works Department of Highways in Malang City is one of the organizations implementing bureaucratic reform. In 

the area of public works and co-administration responsibilities, the Regional Work Organization (OPD) is in charge of managing 

government matters that fall under the purview of the provincial government. The Regulation of the Minister of Administrative 

Reform and Bureaucratic Reform concerning the Road Map of Bureaucratic Reform of the Ministry of Administrative Reform 

and Bureaucratic Reform 2020–2024, one of which is the area of change in HR (Human Resources), serves as the department's 

manual for implementing bureaucratic reform. An HR management strategy that must be properly implemented from hiring and 

hiring decisions to terminating employees can result in inept HR. The effectiveness of governance and service delivery will be 

impacted by this. To create an HR management system that can produce professional personnel, changes in HR management were 

implemented.The DPU (Public Services Department) in Bina Marga Malang City was the site of this study. This is due to the fact 

that the Malang City administration was granted a charter by the Ombudsman in 2021 for the designation of High Compliance in 

Public Services. The Indonesian Ombudsman conducted a survey on public services in all government agencies, which is how the 

high compliance predicate was discovered. This study aims to describe and analyze the implementation of human resource 

bureaucratic reform policies in order to improve organizational effectiveness and public services at the Bina Public Works Office 

in the Clan of Malang City. It also aims to identify and describe the motivating and impeding factors for such implementation. in 

the Highways Office of Malang City Public Works. The advantages of this research are that it should be able to provide empirical 

and analytical explanations to develop the bureaucratic reform that organizations need at this time, which is needed by all ASN 

employees, as well as an additional theoretical framework for developing analytical models to predict theories of bureaucratic 

reform, organizational effectiveness, and public services. should be able to show good behavior both within the organization and 

between members of the organization in order to encourage bureaucratic reform and achieve the highest possible standard of 

public services. 

2. FOUNDATION OF THEORY 

2.1 Bureaucratic Reform 

 Bureaucratic reform in developing countries like Indonesia is a necessity or condition sine quanom and is the government's 

primary concern. Discourses on bureaucratic reform are also considered to have a significant influence on the welfare and 

prosperity of the people through development on a national basis and target. Bureaucratic reform in Indonesia has entered a new 

phase since the government launched the grand design of national bureaucratic reform through Presidential Decree No. 81 of 2010 

so that efforts to reform the bureaucracy can run more directed and sustainable. Dwiyanto (2003) argues that the size of the 

bureaucracy is recognized to be very large without a clear connection between function and structure. In line with that, Prasojo 

(2009) also stated that laws and regulations that should be reconciled as soon as possible are still running slowly so that sectoral 

arrangements will overlap, even contradict one another, giving rise to institutional and procedural gaps as opportunities for 

criminal acts to occur. Corruption. The management of state apparatus resources, which is far from professional, the quantity of 

which needs to be commensurate with the quality expectations, is also a separate problem in the bureaucracy in Indonesia. Public 

service reform is a strategic point to build good governance practices. Public service reform is believed to broadly impact changes 

in other aspects of government life so that changes in public service delivery practices can become a leverage point for efforts to 

change towards good governance. 

 Public services have historically been the area where the state, represented by the government, interacts with non-

governmental organizations. Dwiyanto (2008:20–24) lists several reasons why this is a strategic place to begin the development of 

good governance in Indonesia. Furthermore, the range of public services makes it simple to explain distinct components of good 

administration. Offering public services makes it simple to evaluate institutional factors that are used as a guide when evaluating 

governance procedures. Public services have frequently involved both civil society and market forces. Additionally, all aspects of 

governance have interests in public services. Because both excellent and bad public service practices have a significant impact on 

each of the three components of governance, they are both very significant and a crucial stake for each (Indiahono, 2009). 

2.2 Public Service 

 By following the fundamental policies and procedures that have been established, public service is described as "offering 

services (serving) the needs of other individuals or the public who are interested in the company. Farnham and Horton (2003) 

claim that the process of putting state apparatus services into practice for the community is called by a variety of names, including 

public service or public service community service. However, the applications of the aforementioned restrictions are comparable. 

Government bureaucrats implement public policy as a component of public service. For the adopted public policies to function 
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well, bureaucrats must be more inclined to care about the public's expectations of the services they receive. The fulfillment of 

societal wants and desires by government officials is known as public service. The state was established by the public (society) to 

enhance human welfare. In essence, the demands of society must be met by the state, in this case the government (bureaucrats). 

Needs in this situation are not personal needs, but rather a variety of needs that the community anticipates. One way the state 

machinery performs its role as a public servant and a servant of the state is through the public service provided by the 

bureaucracy. The public bureaucracy's services are provided for the wellbeing of the populace in a welfare state. The most 

fundamental reason for any government to exist is to provide public services. The maintaining of the rule of law, a sense of 

security, mutual trust, and effective communication between the government and the community are all necessary for public 

service to take place. Therefore, stability, distribution, and public services are all included in the roles played by both central and 

regional governments. The goal of public service is to fulfill or adhere to community/customer expectations. To do this, high-

quality services that satisfy the community's requirements and wants must be offered. When expectations and desires match 

reality, a service is of high quality. To serve as a guide for their implementation, public services must also make reference to and 

be backed by any applicable laws or regulations. It is also feasible for non-government parties, such as the private sector or the 

community, to carry out public services in addition to the government party that organizes them. This does not, however, negate 

the importance of the government's responsibility in providing public services to the populace. 

3. RESEARCH METHOD 

3.1 Research Approach 

 This study uses qualitative research. Bogdan and Taylor in Moelong (2016) define qualitative research as research that 

produces descriptive data in the form of written or spoken words from people and the observed behaviour of the people studied. 

The research approach uses a qualitative approach, so the paradigm used in this study is non-positivist, especially critical theory. 

The non-positive paradigm is a paradigm that emphasizes the search for meaning in every actor's social actions. According to this 

paradigm, the most crucial thing is interpretation. This paradigm emphasizes that laws or generalizations (which are causal) are 

only sometimes needed to understand social phenomena. Thus, every action, including language, has a high symbolic meaning 

and must be understood as well as possible. 

3.2 Research sites 

 The research location is the research object where the research was conducted. The researcher intentionally (purposive) 

determined the research location to be used to solve problems in the research subject. This research was conducted at the Public 

Works Department of Highways Malang City, a government agency providing public services. The scope of this research, namely 

Policy Implementation Based on the Regulation of the Minister of Administrative Reform and Bureaucratic Reform concerning 

the Road Map of Bureaucratic Reform of the Ministry of Administrative Reform and Bureaucratic Reform 2020-2024. 

3.3 Data Sources 

 Primary and secondary data make up the several sorts and sources of research data, which are all quantitative in nature. Primary 

data is information that researchers have personally collected. The researcher recorded and took notes throughout the interviews 

with the informants to gather the primary data for this study, which was retrieved as text. Face-to-face interviews between 

researchers and informants provided researchers with firsthand data. Researcher-gathered information is referred to as secondary 

data. In order to complete the information from primary sources, secondary data is required. The Road Map for Bureaucratic 

Reform of the Ministry of State Apparatus Empowerment and Bureaucratic Reform for 2020–2024, documents or profiles of the 

Malang City DPU Bina Marga, and other secondary data, in the form of journal research and websites, are among the secondary 

data used in this study. 

3.4 Data Collection Techniques 

 Both primary and secondary data sources will be used in this study's data collection. In-depth interviews were one of the 

methods used by researchers to acquire data. When conducting a preliminary analysis to identify issues that need further 

investigation, as well as when there are few or no respondents and the researcher wishes to learn more in-depth information from 

them, interviews are utilized as a data gathering strategy. This method of gathering data is based on self-reports, or at the very 

least on individual knowledge and or beliefs. The following action is observation. To get information from the research object 

being investigated, observations are made directly and then carefully recorded. The number of issues that the employees of the 

Highways City of Malang's Public Works Office encountered was counted, and observations were drawn from this data. A 

strategy for taking a closer look at the issues was developed. Lastly, there is documentation. Documents are records of past events 

and can take the shape of text, drawings, or large-scale artistic creations. The written materials employed by the researchers in this 

study included rules, policies, and other people's written creations that were downloaded from the internet. 
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3.5 Data Analysis Techniques 

 This study used qualitative data analysis as its method of data analysis. Data analysis is the act of systematically gathering 

information from interviews, field notes, and other sources in order to make it understandable to others and to support research 

conclusions. Organizing data, categorizing it in terms of units, synthesizing, combining it into patterns, selecting which ones are 

significant and what to learn, and drawing conclusions that can be communicated to others are all steps in the data analysis 

process (Sugiyono, 2020, p. 487). The Miles and Huberman data analysis model is employed in this investigation. The 

explanation of each stage, from the start of data collection to the conclusion drawn, is obvious and cohesive in this model, which 

is why. According to Sugiyono (2020: 488), Miles and Huberman (1984) argue that activities in qualitative data analysis are 

carried out interactively and continue constantly until the data is saturated. An analysis based on data is used to establish a 

hypothesis in qualitative data analysis, which is an inductive process. According to the theory of Miles, Huberman, and Saldana 

(2014), data were evaluated in various processes, namely in three steps: data condensation, data presentation, and conclusion- or 

verification-drawing. Data condensation is the process of choosing, focusing, streamlining, condensing, and converting data. 

4. RESEARCH RESULT 

4.1 Implementation of Human Resources Bureaucratic Reform Policies in Improving Public Services Office of Public 

Works Department of Highways Malang City 

 Based on the results of the interviews, it was explained that implementing bureaucratic reform in the concept of efficiency 

as the highest standard in bureaucratic reform could only be applied to the job preparation process. In contrast, in the operational 

realm, the principle of efficiency cannot be applied because the emphasis is on effectiveness under the burden of life and death 

situations. Not efficiency where in its implementation, it is necessary to pay attention to the joint itself or, more specifically, pay 

attention to the peculiarities directed at the operational preparation itself so that the maximum effectiveness of work tasks can be 

achieved as measured by the dimensions of the area of change as follows. The first is change management. The application of 

change management in implementing bureaucratic reform in government agencies will increase the organization of government 

agencies, in this case, the DPU of Highways Malang City. The results showed that seven indicators of change management in the 

implementation of bureaucratic reform in government agencies (goal setting, highest leader role, bureaucratic reform team, 

bureaucratic reform road map, employee involvement, communication strategy and changes in mindset and work culture form the 

change management variable, determining and understanding the goals before bureaucratic reform is implemented as part of 

change management in the implementation of bureaucratic reform in government agency organizations. The results of this study 

are consistent with Winardi (2015), explaining that change does not always end well. Therefore, efforts need to be made so that 

change can be directed toward better conditions. Better than the previous condition; in other words, change means the transition 

from the previous state to the next state. 

 The communication strategy is very important so that the leadership elements in the DPU Bina Marga City of Malang and 

agents of change in bureaucratic reform become an integral part of the change activities carried out in implementing bureaucratic 

reform in the DPU Highways Malang City. Each work unit in the DPU Bina Marga Malang City is an important part, and nothing 

is more important than one part to another; because of that, there is a strategy for coordinating how to coordinate their work with 

other work units, the correlation and connection between the work units must be strong, the strategy carried out by agents of 

change and strong commitment of all agents of change in following up on SOPs that must be carried out in their duties as agents 

of change in bureaucratic reform at DPU Bina Marga City of Malang. Changes in the mindset of employees in bureaucratic 

reform at DPU Bina Marga City of Malang must be considered and become the primary concern and culture at work. The 

implementation of bureaucratic reform is marked by a change in mindset and work culture of all DPU Bina Marga Malang City 

employees in carrying out their daily tasks, as well as a reduced risk of failure of implementing the bureaucratic reform program 

within the DPU Bina Marga Malang City. Change management is very important in the implementation of bureaucratic reform in 

government agency organizations, which are expected to be a driving force for change to bring DPU Bina Marga City of Malang 

as a government agency organization to shift or move from current conditions to expected conditions. Therefore, changes 

managed in a holistic, structured and result-oriented manner will greatly assist DPU Bina Marga City of Malang in the transition 

period towards the desired bureaucratic condition. Indicators Change management in government agency organizations must pay 

attention to practices and implementation steps for transformation in government agency organizations because of its uniqueness 

and powerful hierarchy. 

 In addition to change management, there is also a human resource management system in which implementing 

bureaucratic reform in government agencies will increase the organizational effectiveness of government agencies, proven or 

acceptable. This means that implementing the human resource management system in implementing bureaucratic reform in 

government agencies will lead to the organizational effectiveness of government agencies. Human resources (HR) are critical 

organizational assets, so other resources must maintain their roles and functions. Admittedly or not, the success of an organization 

is strongly influenced by the quality of its human resources. Therefore, it is natural that every organization provides a more 



International Journal of Research in Social Science and Humanities (IJRSS), Vol. 4 (9), September - 2023  

https://ijrss.org             Page 5 

DOI: 10.47505/IJRSS.2023.V4.9.1 

significant portion of the human resource management aspect, including government agency organizations, namely the State Civil 

Apparatus (ASN). The research results show that the indicators of human resource management systems in implementing 

bureaucratic reform in government agencies (planning personnel needs, transparent and objective personnel recruitment process, 

career development evaluation, performance evaluation, enforcement of disciplinary and ethical rules, competency mapping, 

personnel information system, development and maintenance of capabilities, teamwork, culture and ethics of government 

agencies, task responsibilities, commitment to service to the state and society) significantly form human resource management 

system variables. 

Regarding employee quality/competence, the appropriateness of employee placement in operational units and to support staff 

work must be based on the employee's competency. Including the importance of paying attention to the competence of leaders in 

government agency organizations. Because the organization is very hierarchical, the role of leaders is significant; the word leader 

in government agencies must be underlined, selecting leaders/placement of positions must be a particular concern in government 

agencies, leaders in government agencies must be mature from both academic and experience aspects, the two must be combined. 

HRM (human resource management) management in government agency organizations in implementing bureaucratic reform 

cannot be separated from management oriented to HRM principles. The influence of limited employee resources in the Malang 

City DPU Bina Marga is faced with the existing workload and is connected with the additional task of implementing bureaucratic 

reform, making it challenging to calculate employee workload accurately. That's why the principle of human resource rationalism 

must be considered. 

 The area of change in apparatus HR management is a factor that must be considered in bureaucratic reform in government 

agencies, which aims to create an effective and efficient bureaucracy with the management of employee recruitment and 

development by considering continuous training. The implementation of Bureaucratic Reform at DPU Highways in Malang City 

is inseparable from the function of human resource management, which plays an essential role in bureaucratic reform. It is 

considered urgent to develop modern and professional ASN human resources in order to anticipate changes in the global order and 

national dynamics that could threaten state sovereignty and people's safety. ASN human resource education development is 

carried out through an employee development process through a coaching cycle through continuous education, assignments, and 

training according to needs. The application of better human resource management is expected to create a professional and 

dignified state civil apparatus. Next is about structuring and strengthening the organization. The results showed that the seven 

indicators of organizational management and strengthening in the implementation of bureaucratic reform in government agencies 

(Organizational Arrangement, Organizational Analysis and Studies, Evaluation follow-up, Structure modernization) significantly 

formed the Organizational Arrangement and strengthening variables, Questionnaire item "Organizational arrangement in 

government agencies according to MEF (Minimum et al.), proportional growth personnel and organizational right sizing" which 

are the dominant Organizational Structuring Indicators as a measure of Organizational Structuring and strengthening in the 

implementation of bureaucratic reform in government agencies with a loading factor of 0.84, which is an important point why the 

organization must be managed/developed as a counterweight in the activities that occur in the work area. The organizational 

arrangement is related to understanding tasks, task boundaries and coordination systems between Working Units so that there is 

no overlap in implementation. In the implementation of Structuring and strengthening organizations in government agency 

organizations, Organizational Analysis and Studies are based on existing task fields and anticipating possible conflicts against 

deterrence from outside. The most important thing that needs to be considered in making an organizational review analysis is 

efficiency and effectiveness in coordinating the framework of the effectiveness of task implementation. As a follow-up to the 

organizational evaluation, Organizational Analysis and Study, contained in the academic text of organizational validation, is 

followed up with tiered proposals from the top command to the Chief of Staff. The government agency strategy called for 

developing a force structure that would turn out to be smaller but of higher quality with the capability to contribute to a wide 

range of operations across the spectrum of war. Increasingly advanced technology is a must to improve the ability of employees in 

government agencies by integrating with technological advances. Structural modernization in government agencies requires 

integration, and an organizational structure operated by human resources with good technological capabilities will impact the 

efficiency and effectiveness of task execution. Areas of change Structuring and strengthening the organization is a factor that must 

be considered in bureaucratic reform in government agencies, which aims to increase the efficiency and effectiveness of 

government agency organizations proportionally according to the needs of carrying out their respective tasks. 

  The study results show that strengthening supervision in implementing bureaucratic reform in government agencies SPIP 

(Government et al.), handling gratuities, public complaints, handling conflicts of interest, and building integrity zones. Internal 

Control System, which is carried out thoroughly within the government. SPIP aims to provide adequate assurance for 

effectiveness and efficiency in administering state governance, reliability of financial reporting, safeguarding state assets, and 

compliance with laws and regulations. The target of the activities to be achieved by implementing the SPIP at DPU Bina Marga 

City of Malang is to increase obedience, efficiency and effectiveness of the implementation of the duties and functions of Satker 

within the DPU of Highways Malang City. Gratification Handling at the DPU Bina Marga Malang City to be achieved is 
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increased work discipline of DPU Bina Marga Malang City employees and compliance with applicable laws and regulations so 

that it will increase productivity and organizational performance within the DPU Bina Marga City Malang. Management of public 

service complaints is essential to improving the quality of services provided by DPU Bina Marga City of Malang as a government 

agency organization. The public must know about the readiness of the DPU of Bina Marga Kota Malang in its service to the 

community and the need to create a system of information mechanisms and complaints from the public is one of the bureaucratic 

reforms in the framework of enforcing discipline, enforcing rules in order to maintain public order. The results of this research on 

strengthening supervision reform factors are consistent with what Herbasuki stated (Amy Rahayu, 2018, p. 249). explained that 

the oversight system in the bureaucracy is an essential aspect of the national development program. This is done to ensure that 

public organizations are run by what is regulated in law; apart from that, the monitoring system can also prevent ineffectiveness in 

implementing national development. 

Furthermore, Herbasuki explained that the monitoring system ensures everything runs to the organization's vision, mission, goals 

and targets. The monitoring system has two main objectives: accountability and the learning process. On the accountability side, 

the oversight system will ensure that ethics and the rule of law use development funds to fulfil a sense of justice in society. On the 

learning process side, the monitoring system will provide information about the impact of the program or intervention so that 

decision-makers can learn how to create more effective programs. 

 In managing governance, the study results show that the indicators for managing governance in implementing bureaucratic 

reform in government agencies are SOP-AP (Standard et al.), SPBE, open information, and closed information. The selection of 

information that does not provide information to the public in government agency organizations needs to be appropriately 

managed. Bureaucratic reform in ASN in the field of intelligence and highly confidential operations cannot be disclosed; there 

must be limits on which information must be in the public interest and which is not. The application of governance arrangements 

in the implementation of bureaucratic reform in government agencies will lead to the organizational effectiveness of government 

agencies. Djani (2015) explained that bureaucratic reform can be classified into three groups: institutional reform, apparatus 

resource reform, and system and procedure reform. The importance of the principle of efficiency of systems and procedures in 

bureaucratic reform is also the most critical goal for all organizations, according to what was conveyed by Caiden and Siedentopf 

(1982: 86). The motivation for administrative reform is due to the many complaints about ineffective government, unresponsive 

administration and inefficient conditions. Administration, as well as demands for improvements to the performance of government 

institutions. 

 In order to improve accountability, it is important to recognize when organizational objectives of government agencies are 

not being met. This is founded on the justification that a nation's citizens determine whether it will exist or not. Therefore, 

providing good and responsible service is required of government organizations as ASN DPU Bina Marga City of Malang. 

Mardiasmo (2006: 3) defines accountability as a duty to account for the accomplishment or failure of the organization's mission in 

reaching set goals and objectives through a medium of accountability that is used on a regular basis. A key component of the Road 

Map for Bureaucratic Reform is performance accountability. A clean and accountable bureaucracy, an effective and efficient 

bureaucracy, and a bureaucracy that provides quality public services are the three key goals of bureaucratic reform mandated by 

the road plan. The ability of ASN DPU Bina Marga Kota Malang to account for the utilization of the state budget for the best 

possible public services is a key component of accountability, which is the forerunner of good governance. The emphasis in the 

notion of performance accountability is on shifting the attitude and cultural framework of bureaucratic administration from work-

oriented (output) to performance-oriented (outcome). The next stage after deciding on strategic planning is performance 

measurement. Data about performance will be gathered and recorded during an activity. The attainment of performance expressed 

in units of performance indicators that will be utilized for performance measurement is known as the performance data. 

Government organizations must create systems for collecting performance data since this information is necessary for 

performance evaluation. The performance achievement must be disclosed in a Government Agency Performance Accountability 

Report (LAKIP) to the authorized party or those who request it at the conclusion of the term. The information from the LAKIP 

will be used in the last phase to constantly enhance the performance of institutions and agencies (Andiza, 2014). 

 On policy deregulation, the results of this study are inconsistent with public policy theory, where, in general, policy 

deregulation is an attempt to improve existing policies/rules. This is done to simplify bureaucracy in services so that public 

services are more accessible and less complicated. This short bureaucracy has the potential to prevent maladministration in public 

services. However, in government agency organizations, policy deregulation must be reviewed on overlapping regulations, but if 

it causes deviations in regulations, it will weaken organizational performance. In terms of public services, the results of the study 

show that public services provided by organizations are necessary to support organizational readiness and effectiveness. 

Behaviour at work, especially ASN members of DPU Bina Marga City of Malang, serve the community by providing excellent 

and quality service, so it is hoped that providing excellent service can increase the effectiveness of the organization as an agency 

that carries out its primary function as a public servant. An organization can be effective if the organizational goals or values, as 

set out in the vision and mission, can be achieved optimally with optimal readiness.  



International Journal of Research in Social Science and Humanities (IJRSS), Vol. 4 (9), September - 2023  

https://ijrss.org             Page 7 

DOI: 10.47505/IJRSS.2023.V4.9.1 

 There is a tendency for injustice in public services where people far from service providers find it difficult to get services. If 

this inequality and injustice continue to occur, then this discriminatory service will have the potential to cause latent conflicts in 

the life of the nation. This potential includes the possibility of national disintegration in the context of services. In addition, there 

is a tendency for lack of greater authority in the regions, as a result of which public services become ineffective, efficient and 

economical, and service units may tend to be irresponsible, responsive and not representative of the demands of society. An 

organizational paradigm has yet to change fundamentally from the conventional service paradigm. This old paradigm is 

characterized by the behaviour of members of government agencies in providing services to the community. Implementing 

bureaucratic reform in government agencies Strengthening Public Services will further increase the organizational effectiveness of 

government agencies. ASN serves the public in the event of various disturbances and threats that can disrupt society, the nation 

and the state. Service to the community with the benchmark for the success of ASN public services in the public works sector is if 

the community feels safe and free from all threats and the integrity of the NKRI can be maintained in government agency 

organizations, which is effective itself because with better effectiveness in government agency organizations, government agency 

services to the public can also be said to be getting better. 

4.2 Driving and Inhibiting Factors for the Implementation of Human Resources Bureaucratic Reform Policies in 

Improving Public Services and Organizational Effectiveness at the Office of the Public Works Department of 

Highways in Malang City 

 The driving and inhibiting factors for implementing human resource bureaucratic reform policies in improving public 

services and organizational effectiveness at the Malang City Highways Public Works Office are explained by supporting and 

inhibiting factors for implementing bureaucratic reform at the Malang City Highways DPU. Based on Edward III's theory, policy 

implementation is explained by the following things: The first is communication. Information can be spread both top-down and 

bottom-up through communication. There must be a certain period set out for communicating information to subordinates in order 

to prevent information from being distorted. Additionally, the information must be clear, accurate, and consistent. Transmission is 

the primary component that affects policy communication. An excellent implementation can also be produced via good 

communication distribution or transmission. Direct training, workshops, and seminars, as well as in-person delivery, are used to 

coordinate the policy implementation of the Minister for Empowerment of State Apparatus and Bureaucratic Reform's Regulation 

regarding the Road Map for Bureaucratic Reform of the Ministry for Empowerment of State Apparatus and Bureaucratic Reform 

for 2020-2024 at DPU Bina Marga Malang City. Clarity is the second consideration. Indicators of communication clarity are a 

crucial component as well. A public policy's ability to be implemented successfully depends on communication clarity. If desired 

policy implementation occurs, policy implementers must accept implementation instructions and clearly communicate these 

policies. Policy implementation communication messages that are not clear in their delivery will likely lead to misconceptions and 

may even go against the intended purpose.  

 An information system regarding promotion regulations is necessary for clarity in communication, which results in 

misinterpretation of the intent and purpose of a regulation. Apart from that, ambiguity is also influenced by the complexity of 

regulation, so the more complex a regulation is, primarily if an accurate job information system does not support it, the greater the 

possibility that the regulation will not be implemented properly. The third factor, consistency, is related to the attitude, perception 

and response of the Malang City DPU Bina Marga government as the implementer in clearly and correctly understanding the 

implemented mechanisms and guidelines. According to Siagian (2018: 167), assistance from direct superior officials to their 

subordinates can be in two forms, namely actively providing coaching and guidance in the context of carrying out tasks and 

providing opportunities to develop abilities, insight and motivate them, such as through employee education and training, 

socialization. positions, and so on. 

 The next indicator is based on Edward III's theory, namely resources. Based on an analysis of human resource resources, 

they are not yet optimal enough to support the implementation of the policy of the Minister of State Apparatus Empowerment and 

Bureaucratic Reform Regulation concerning the Road Map of Bureaucratic Reform of the Ministry of State Apparatus 

Empowerment and Bureaucratic Reform 2020-2024. This is caused by the need for more human and budgetary resources as the 

main actors in carrying out their duties in implementing this regulation. Another indicator is the disposition or attitude of the 

apparatus. They are related to the attitude of the implementor in supporting a policy implementation. Often, implementors are 

willing to take the initiative to achieve policies, depending on the extent of their authority. Therefore, the norms will determine 

what officials may and may not do. Regulation of the Minister for Administrative Reform and Bureaucratic Reform concerning 

the Road Map for Bureaucratic Reform of the Ministry of Administrative Reform and Bureaucratic Reform 2020- at DPU Bina 

Marga Malang City. Norms determine the normative limits of the behaviour of members of the organization, the nature and forms 

of control and supervision, and the managerial style. 

 The next indicator is the bureaucratic structure. Based on the explanation, it is explained that the implementation of the 

Minister of State Apparatus Empowerment and Bureaucratic Reform Regulation regarding the Road Map of Bureaucratic Reform 

of the Ministry of State Apparatus Empowerment and Bureaucratic Reform 2020-2024 at DPU Bina Marga City of Malang has 
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not run optimally. This is due to the fact that the communication that is running needs to be better for the related parties. Second, 

the resources for implementing this policy still need to be improved. The lack of human resources and supporting facilities in 

implementing this regional regulation will directly impact the non-optimal implementation of related regulatory policies. Third, 

the bureaucratic structure in implementing this regulation could have gone better. This is because the running bureaucracy still 

needs to be optimal, which can impact implementing policies that are not optimal. The inhibiting factors led to the implementation 

of bureaucratic reforms that were not contextual at DPU Bina Marga City of Malang because substantive matters, which had 

become a feature of organizational management, had not been accommodated in the 8 (eight) areas of change that had been 

implemented. Even though the role of employees is quite significant as parties are interested in the bureaucracy. The current 

policy of improving the eight areas of change has lost context due to different problems and challenges at DPU Bina Marga City 

of Malang. In addition, the employee's current understanding of bureaucratic reform is more of an additional improvement. 

Bureaucratic reform should change employees' character so that they are more in line with their character as public servants and 

have the competencies needed to bring employees into the era of globalization. The results of data analysis and interviews with 

qualitative analysis, which explain the causes of the implementation of bureaucratic reform at DPU Bina Marga City of Malang, 

then further explored the factors that can influence the successful implementation of bureaucratic reform at DPU Bina Marga 

Malang City so that later the most appropriate bureaucratic reform model can be formulated at DPU Bina Marga City of Malang 

as an organization to improve organizational efficiency. 

5. CONCLUSIONS AND RECOMMENDATIONS 

5.1 Conclusion  

 Based on the results of data analysis, the conclusion in this study is change management; the results show that seven 

indicators of change management in implementing bureaucratic reform in government agencies are part of change management in 

implementing bureaucratic reform in government agency organizations, especially ASN employees at DPU Bina Marga Malang 

City with public works. Regarding the human resource management system, the management of HRM in government agency 

organizations in implementing bureaucratic reform is inseparable from management oriented towards HRM principles. The 

influence of the limited human resources available at DPU Bina Marga Malang City is faced with the existing workload and is 

associated with the additional task of implementing bureaucratic reforms, making it challenging to calculate employee workload 

precisely. The results showed that the seven indicators of organizational management and strengthening in the implementation of 

bureaucratic reform in government agencies (Organizational Arrangement, Organizational Analysis and Studies, Follow-up 

evaluation, and Structure modernization) significantly formed the variables Organizational management and strengthening were 

carried out by understanding tasks, task boundaries and coordination systems between Working Units so that there is no overlap in 

implementation. In structuring and strengthening the organization, strengthening supervision in the implementation of 

bureaucratic reform in SPIP government agencies, handling gratuities, public complaints, handling conflicts of interest, and 

building an Integrity zone, the implementation of DPU Bina Marga Malang City wants to achieve increasing obedience, efficiency 

and effectiveness of carrying out tasks and the function of Satker in the DPU of Highways Malang City. In managing governance, 

the study results show that the indicators for managing governance in implementing bureaucratic reform in government agencies 

are SOP-AP (Standard et al.), SPBE, open information, and closed information. The selection of information that does not provide 

information to the public in government agency organizations needs to be appropriately managed. The objective of the program in 

the area of strengthening performance accountability at DPU Bina Marga Kota Malang is the realization of accountability for 

organizational performance within DPU Bina Marga Kota Malang so that it can carry out tasks effectively, efficiently and 

accountably, which aims to encourage the bureaucracy at DPU Bina Marga Kota Malang to perform more and can account for its 

performance and improve performance in achieving the vision, mission and goals of the organization by all the sources it uses. In 

policy deregulation, the regulations issued are only at the level of making decrees and circulars to subordinate units, which 

emphasize information on decisions that have been issued. Decrees made by the leadership of DPU Bina Marga City of Malang 

must comply with or constitute an affirmation of rules and decisions made by the Ministry of Public Works. Furthermore, its 

nature only applies to internal DPU Highways Malang City DPU Bina Marga Malang City. In public service, behaviour in 

working as ASN DPU Bina Marga Malang City serves the community by providing excellent and quality service, so it is hoped 

that it can increase the organization's effectiveness as an institution that carries out its primary function as a public servant. 

 Overall implementation of the results of data analysis, the conclusion in this research is the implementation of human 

resource bureaucratic reform policies in improving public services at the DPU Bina Marga Office. Factors driving the 

implementation of human resource bureaucratic reform policies in improving public services and organizational effectiveness at 

the Public Works Office of Bina Marga Kota Malang include communication, human resources, bureaucracy and the attitude of 

policy implementers concerning the implementation of bureaucratic reform. While the inhibiting factors include lack of 

socialization, lack of understanding of bureaucratic reform, and the need for contextual bureaucratic reform, there needs to be a 

specific strategy, the obstacles to bureaucratic reform are not optimal, the quality of employees is low, and the workload is high. 
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5.2 Suggestion 

 Based on the conclusions above, the suggestions that can be conveyed are that the leaders of the Public Works Office of 

Highways in Malang City pay more attention to policies that can improve bureaucratic reform, organizational effectiveness and 

quality of public services, DPU Bina Marga City of Malang to increase knowledge and understanding for bureaucratic reform 

with guidance and training for employees so that they will understand the goals of bureaucratic reform for government agencies, 

DPU Highways Malang City employees balance the workload with the abilities of DPU Highways Malang City employees so that 

work overload does not occur and obtain optimization of work results as well as subsequent researchers who will carry out further 

research in the field of public administration more specifically on a model of bureaucratic reform so that it is expected to 

contribute more perfect research models on the same topics. 
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