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ABSTRACT 

In an effort to make the quality of the voter list, the KPU is obliged to ensure that all voters are 

registered on the final voter list (DPT) through the procedure for updating and compiling the 

voter list. The problem of quality & accuracy of the Permanent Voter List (DPT) is the 

responsibility of all election stakeholders such as KPU, Ministry of Home Affairs, Ministry of 

Foreign Affairs & active participation of all elements of society. This study aims to identify 

and analyze the implementation of the voter list updating policy at the General Election 

Commission (KPU) of North Gorontalo Regency. The research design was made in a 

qualitative narrative, using in-depth interview techniques in order to understand the process of 

implementing the voter list updating policy so that the voter list updating process at the KPU 

in North Gorontalo Regency. The results of the study explain that the implementation of the 

voter list updating policy is carried out using examples of policy implementations that can 

claim the complexity of cases to be resolved through certain policies, for example the Donald 

Van Meter Model using Carl Van Horn, Daniel Mazmanian & Paul A. Sabatier & Hogwood & 

Gunn Models. 
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INTRODUCTION 

The General Election Commission (KPU) as the election organizer is burdened with 

implementing democratic values and giving high appreciation to every people's vote by 

creating a quality voter list where this has been stated in Law No 7/2017 & Law No 10/2016 

one of the duties, authorities, & the obligation of KPU to update voter data. In order to improve 

the quality of the voter list, the KPU is obliged to ensure that all voters are registered on the 

final voter list (DPT) through the procedure for updating and compiling the voter list. The 

reason is, according to the experience of previous elections, the accuracy of voter data is 

doubtful (DPT chaotic), resulting in concurrency of election outputs and weakening the 

legitimacy of election outputs. As a result, the KPU is the only agency to blame. 

However, matters of quality & not all policies are successfully implemented in a plenary 

manner because internal policy implementation is usually more difficult than formulating it. 

According to Hogwood & Gunn (2009; 17), policy failures can be caused, among others: (1) 

Because it is not implemented/implemented not properly non-implementation, (2) because it is 

not successful or has failed in the unsuccessful implementation application process. The term 

policy or some people term wisdom is often used synonymously with the word policy. This 

may be because until now there is no known perfect translation of the term policy into 

Indonesian. According to Hoogerwerf (1976; 21) essentially the notion of policy as an answer 
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to a problem, is an effort to solve, reduce, prevent a problem in a certain way, namely by using 

targeted actions. Meanwhile, James E Anderson (1991; 23), conveys the policy formulation 

into the behavior of a number of actors (officials, groups, government agencies) or a series of 

actors in a particular field of activity. 

Consistent public policy explains characteristics exclusive which done by the 

government. Self-policy analysis is something activity intellectual and simple aimed at 

creating, critically appraising, and communicating knowledge about and on policy process 

(William N, Dunn, 2000). Most important stage after a public policy is established is how the 

decision is implemented. Policy implementation in principle is method so that a policy can 

reach its goal. According to Dunn's opinion, the implementation of a public policy is process 

which attached use public policy. itself. It means the implementation of public policy is a 

process which (should be) designed together use public policy planning which concerned. The 

successful implementation of a policy will influence variable or factor, and each variable earlier 

each other affiliated one another. 

The success of policy implementation is very influenced by model implementation which 

able claim complexity case which will be resolved through policy exclusive. This policy 

implementation model, of course required is example which more operational as a result able 

mention interaction causality between variables which related use policy (Sumaryadi, 2005: 

88). Policy implementation has various models, including: 

1. Van Horn & Van Meter Public Policy Implementation Model The most classic model 

was introduced by Donald Van Meter using Carl Van Horn (1975; 43). This model 

presupposes that policy implementation runs linearly based on public policy, 

implementor, and public policy performance. 

2. Mazmanian and Sabatier Public Policy Implementation Model  

The public policy implementation model developed by Daniel Mazmanian and Paul A. 

Sabatier (1983; 17), suggests three groups of variables that affect the success of policy 

implementation, namely the characteristics of the problem (Trackability of the 

problem), a policy characteristic (Ability of statute to structure implementation) and the 

policy environment (Non-Statutory Variables Affecting Implementation) (Subarsono, 

2005;94). 

3. Public Policy implementation model Brian W. Hogwood & Lewis A. Gunn (The Top-

Down Approach) According to Hogwood & Gunn at Wahab, (2004; 71-78), in order to 

implement perfect public policy, it is expected that some exclusive requirements, that 

is: 

a. External conditions faced by implementing agencies will not cause serious 

disturbances. Some disturbances in the implementation of policy implementation are 

often not controlled by administrators, because these obstacles are indeed beyond 

the scope of the authority of the policy & implementing agency. 

b. For program application, relatively adequate time & resources are available. This 

second condition does not often arise between external obstacles. This means that a 

policy that has an exclusive level of physical and political feasibility may not 

succeed in achieving the desired goal for reasons of being too hopeful at a time that 

is too short, especially the problem regarding attitudes and behavior. 
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METHODS 

This research approach uses qualitative method with types of research which will worn 

writer is descriptive type. Research done in North Gorontalo Regency with time duration This 

research was carried out for 2 (two) months, namely December 2016 to January 2017. In-depth 

interviews were conducted to understand the process of implementing the voter list updating 

policy so that the voter list updating process at the KPU North Gorontalo Regency. The primary 

data source in qualitative research is the main data. Data taken exclusively according to the 

source & without intermediaries, obtained through interviews, observations, & observations. 

The rest is secondary data such as documents & others. Informants include parties who 

contribute to the process of implementing the voter list updating policy at the General Election 

Commission of North Gorontalo Regency and using sampling techniques using purposive 

sampling and snowball sampling. 

Data analysis 

In qualitative narrative research, the analysis used is a qualitative analysis of the data 

obtained through observation & interviews, and aggregated data that is in sync with the 

research objectives. The qualitative analysis technique, according to Moelong (2000:190), goes 

through several stages, namely the unit processing stage, categorization including inspection 

of the validity of the data, ending with the interpretation of the data with words. To test the 

validity of the data includes 4 (four) stages of testing, namely: 

1. Credibility or testing the credibility of the data, is carried out using an extended 

observation method, increasing persistence in research. Triangulation, negative case 

analysis & checking. (The process of checking the data obtained by the researcher at 

the data provider). 

2. Transferability, related to the extent to which research output can be determined or used 

in other situations. Therefore, so that other people can know the research output & there 

is the possibility of applying it, the researcher makes a detailed, clear, systematic, and 

reliable report. 

3. Dependability, carried out by auditing all research processes, which is carried out by an 

independent auditor. 

4. Confirmability, namely testing the research output associated with the process carried 

out. If the research output is a function of the research process, the research has met the 

confirmability standard (Sugiyono.2009: 302). 

RESULTS AND DISCUSSION 

Results 

A number of model policy implementation is expected to be a model that more 

operational as a result able mention interaction causality between variables which related use 

policy (Sumaryadi, 2005;88) use the Donald Van Meter Model & Carl Van Horn (1975;43), 

Model Daniel Mazmanian & Paul A. Sabatier (1983; 17), & Hogwood Model & Gunnon 

Wahab, (2004;71-78), is with various factual phenomena that are known through in-depth 

interviews as follows: 

A. Donald Van Meter model with Carl Van Horn 

By wheezing implement policy Donald Van Meter model with Carl Van Horn (1975;43). 

Several questions were asked to informants, including: 
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1. How is the coordination & cooperation between agencies for the success of a program? 

To that question, the first informant answered, "good & running in sync according to 

a predetermined mechanism. while the second informant explained; "Regarding the origin 

of this data as material for the preparation of voter data, coordination between the KPU and 

the Government is very much needed. This coordination begins with making a 

memorandum of understanding (MoU) between the KPU & the Government, and the KPU 

& TNI/POLRI regarding the exchange of data & data criteria. Because the KPU is the data 

user, the KPU should compile the criteria for voter data that is expected from the 

Government to become the material for the MoU. The preparation of this agreement (MoU) 

is carried out at the national level and is binding on all regions”. 

2. How is the clarity of the bureaucratic structure, norms, and patterns of relationships that 

occur in the bureaucracy, which will affect the implementation of a program? 

To the questions above, the first informant answered, “So far, the organizational 

structure of the KPU Secretariat General (KPU Regulation No. 06 of 2008) does not have 

a specific section dealing with the voter list. In the organizational structure of the General 

Secretariat of the KPU, there are only the sub-level of updating data & information under 

the data & information processing section of the Planning Bureau. Meanwhile, within the 

Technical Bureau, which should be responsible for voter registration activities, there is no 

specific unit that handles voter registration. In the future, a work unit should be created 

with a specific task area to handle voter registration, at least this unit at the bureau level, 

considering that voter registration is crucial and is a separate election stage. This work unit 

leads the voter registration process carried out by the Regency/City KPU & provide a rapid 

response unit to all developments in voter registration”. Meanwhile, the second informant 

explained; "Referring to the real conditions above, in order to ensure a comprehensive, 

accurate, and up-to-date voter list, the KPU requires a bureau-level structure and its 

derivative structures at the Provincial KPU & Regency/Municipal KPU". 

3. The extent to which interest groups place support for policy implementation; 

characteristics of the participants, for or against; what is the nature of public opinion in 

the environment; & does the political elite support policy implementation? 

On this question, the first informant explained; “It is mandatory to be able to support 

the work of the KPU to consolidate the origin of voter data from the DPT of the Last 

Election from the Provincial KPU, Regency/City KPU & Government Population Data 

effectively & efficiently. These two out of sync data are initial data for the KPU to compile 

a voter list which will be updated & verified”. The second informant explained; "Not yet 

fully supported because the provision of hardware & software to support updating voter 

data is not optimal". The third informant explained; “The key lies in Indonesia's political 

system. The separation of the legislative and presidential elections not only reduces the 

chances of receiving dominant parliamentary support for the elected president, but also 

narrows the chances of the elected president to form a political coalition”. 

4. What is the response, implementor, cognition and intensity of the disposition of the 

implementor in implementing the voter list updating policy? 

To this question, the first informant explained; “The response, the implementor to the 

policy that will affect his willingness to implement the policy; Cognition, namely 
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increasing his understanding of the policy, the intensity of the disposition of the 

implementor, namely increasing the value preferences of the implementor. 

B. Daniel Mazmanian & Paul A. Sabatier Model 

The next policy implementation is the Daniel Mazmanian & Paul A. Sabatier Model 

(1983; 17). Some of the questions asked are as follows: 

1. How high is the level of technical difficulty in implementing the voter list updating 

policy in terms of social problems? 

On this question, the first informant explained; “Social problems that are difficult to 

overcome, such as poverty, unemployment, corruption, and so on. Therefore, the sensitive 

nature itself will affect whether or not something is easy to implement”. The third informant 

explained; "very difficult, 95%, and increasing KKN". 

2. How high is the heterogeneity of the target group in the process of implementing the 

voter list updating policy? 

To this question, the first informant explained; "The program will be easy to 

implement if the target group is heterogeneous, then program implementation will be 

stronger, because each member of the target group has different understanding of this 

program, in this case RAS really supports the optimal implementation of this policy." The 

second informant explained; “The implementation of government policies everywhere is 

influenced by social forces that are more complex than individual beliefs or group personal 

beliefs. As King noted in 1982 that the Indonesian government follows a pattern of “dual 

legitimacy” that forges political appeal for a diversity of different social groups. The 

government's efforts to enforce the doctrine Pancasila Becomes the only basis for the 

national political organization must not obscure the fact that, at the regional or local level, 

proponents exhibit almost dizzying cultural and ideological heterogeneity.” 

3. How high is the target population in the process of implementing the voter list updating 

policy? 

For this question, the first informant explained; that "95%, North Gorontalo district". 

The second informant explained; "75% of North Gorontalo district". While the third 

informant explained; "95% of all North Gorontalo district". 

4. Is the policy implementation program for updating the voter list aimed at changing 

people's attitudes and behavior? 

The first informant explained; "attitude full of integrity, obeying the law, behavior to 

expand accessibility, inclusiveness, fairness, accurate behavior, transparency, attitude that 

cultivates cost-effectiveness, punctuality, upholds credibility, maintains sustainability and 

is responsible for the nation and state". The second informant explained; "Yes, the attitude 

and behavior to be honest, fair, transparent, responsible and respect each other". 

Furthermore, the third informant further explained; "Changing an apathetic society into a 

society that is more open, honest, fair, non-discriminatory and respectful of each other". 

The fourth informant explained; "Upholding unity and integrity and safeguarding Pancasila 

democracy". The fifth informant explained; "Improve a proactive, comprehensive, accurate 

and fair attitude". While the sixth informant explained; "behavior as a good citizen who has 

behavior as a good and responsible citizen". And finally, the seventh informant explained 

""yes, that's for sure, because in the Registration & selector update not discriminatory 

actions are allowed in order to enter or delete names exclusive on voter list because political 
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reasons, ethnicity, religion, class or any reason create behavior which fair & 

comprehensive". 

C. Policy implementation Model Hogwood & Gunn in Wahab 

The next policy implementation is the Model Hogwood & Gunn in Wahab, (2004;71-

78). Some of the questions asked are as follows: 

1. How high is the level of understanding of the implementers regarding the 

implementation of the voter list updating policy in North Gorontalo Regency? 

To this question, the second informant explained; "The understanding of the 

implementers regarding the implementation of the policy on updating the voter list is 95%, 

the only obstacle is the readiness of the technology". The third informant explained; "about 

85%". The fourth informant explained; "85% only". While the fifth informant explained; 

"still 70% because it is not supported by adequate infrastructure". The sixth informant 

explained; "about 95%". And the seventh informant explained "about 75%". 

2. Do you think the causality chain in the implementation of the voter list updating policy 

is too long and the implementation becomes increasingly complex? 

On this question, the first informant explained; "According to KPU Regulation 

Number 6 of 2013 concerning Stages, Programs, & Schedule of General Elections for 

Members of the DPR, DPD, & DPRD in 2014, the activity for updating voter data has been 

carried out starting from the first stage, namely, submission of population data from the 

government & local governments to KPU, Provincial KPU & Regency/Municipal KPU and 

data on Indonesian citizens abroad up to the 16th (sixteenth) stage, namely the 

Improvement of the Temporary Voter List Result of Improvement (DPSHP) this stage is 

too long”. The second informant explained; "The chain of causality for the implementation 

of the voter list updating policy is too long from the government & regional governments 

to the KPU, Provincial KPU & Regency/Municipal KPU and data for Indonesian citizens 

abroad & as a result the implementation is complex". The third informant explained; that 

"it is ineffective and inefficient because what has been done in the area the data must be 

sent back to the center" The fourth informant explained; that "there must be a regional 

policy that is adopted as a standard operating procedure by adjusting the regional culture 

and readiness of infrastructure and technology so that it becomes efficient". The fifth 

informant explained; "ineffective and inefficient and cause waste". The sixth informant 

explained; "not in accordance with regional readiness in terms of technological progress 

and readiness of facilities and infrastructure". The seventh informant explained. "It's too 

long and inefficient." 

Discussion 

The success of implementing a policy is influenced by many variables or factors, and 

each of these variables cooperates with each other. The success of policy implementation is 

strongly influenced by the implementation model that can guarantee the complexity of the cases 

to be resolved through certain policies. The explanation is as follows: 

A. Donald Van Meter Model Policy Implementation with Carl Van Horn 

Arrangement problem coordination & collaboration between agencies for the success of 

activity where is the coordination this started making a memorandum of understanding (MoU) 

between the KPU & Government, as well as KPU & TNI/POLRI about data exchange & data 

criteria. KPU Becomes data users, the KPU should compile criteria for voter data which 
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expected Government Becomes MoU material. The preparation of this agreement (MoU) was 

carried out on level national & apply binding whole area. Clarity of bureaucratic structure, 

norms, & patterns interaction which occur in bureaucracy, which will influence implementation 

of activity. In the organizational structure of the General KPU Secretariat there is only on data 

update subsection& in under the data processing section& in Planning Bureau. Temporary in 

Technical Bureau which should be responsible for activity registration voters actually not 

available units which Specific handle registration selector. 

The future should be made work unit which field of work Specific handle registration 

selector, at least unit it’s in level bureau, remember registration this selector crucial & as 

separate electoral process. This work unit which leads the process registration picker which 

done by Regency/City KPU & provides a quick response unit to any developments on 

registration Donald Van Meter Model selector with Carl Van Horn (1975;43), questions where 

group interest give support for policy implementation; characteristic the participants, i.e., 

support or reject; what is the nature of public opinion which there is on environment; & whether 

the political elite supports policy implementation. KPU consolidates origin voter data which 

originated Last Election DPT in Provincial KPU, Regency/Municipal KPU & Government 

Population Data in Government effectively & efficient. Two data which not the same earlier is 

preliminary data for the KPU to compile the voter list which will be updated & verified which 

not fully supported because hardware supply & software supports updating voter data not 

optimal. To implement example here the key lies in Indonesian political system. 

Legislative Election Separation & presidential election not just reduce the chances accept 

endorsement more dominated parliament for president-elect, however also narrow the chances 

of the president being elected create political coalition. Furthermore, Responses, implementers 

to the policy which will hypnotize his will for implement policies; Cognition, that is raise 

understanding of the policy, the intensity of the disposition of the implementor, namely raise 

value preference which owned by the implementer. 

B. Policy implementation Models Daniel Mazmanian and Paul A. Sabatier 

This model measures how high the level of technical difficulty in implementing the voter 

list updating policy in terms of social problems. According to informants, social problems that 

are difficult to solve such as poverty, unemployment, corruption, and so on. Therefore, the 

nature of the case itself will affect whether or not something is easy to implement which is very 

difficult & vulnerable to conflicts in terms of social conflicts. The program will also be easy to 

implement if the target group is heterogeneous, the program implementation will be stronger, 

because the level of understanding of each member of the target group on the program is 

different.in this case RAS strongly supports the optimal implementation of this policy where 

the Indonesian government follows a pattern of “double legitimacy” that forges political appeal 

for a diversity of different social groups. The government's efforts to uphold the Pancasila 

doctrine as the sole basis for national political organization must not obscure the fact that, at 

the regional or local level, proponents exhibit almost dizzying cultural and ideological 

heterogeneity. 

The high target population in the process of implementing the voter list updating policy 

is an average of 85.66% in North Gorontalo district”. Furthermore, from the results of 

interviews regarding policy implementation Model Daniel Mazmanian & Paul A. Sabatier 

(1983; 17), that the purpose of implementing the updating policy for update behavior & conduit 
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public where an attitude that is full of integrity, obeys the law, behavior expands accessibility, 

inclusiveness, fairness, accurate behavior, transparency, an attitude that cultivates cost 

effectiveness, punctuality, upholds credibility, maintains sustainability and is responsible for 

the nation and state and increases a proactive attitude, comprehensive, accurate and fair”. While 

the sixth informant explained; "behavior as a good citizen who has behavior as a good and 

responsible citizen". 

C. Policy Implementation Hogwood and Gunn Models 

From the results of interviews regarding the understanding of the implementers about the 

implementation of the voter list updating policy, if on average it reached 85.78%, where the 

only obstacle was technological readiness. The chain of causality in the implementation of the 

voter list updating policy is too long and its implementation becomes increasingly complex, 

where, in accordance with KPU Regulation Number 6 of 2013 concerning Stages, Programs, 

and Schedules for the Implementation of the 2014 General Elections for Members of DPR, 

DPD, & DPRD This voter data has been carried out starting from the first activity, namely, the 

submission of population data from the government and local governments to the KPU, 

Provincial KPU and Regency/Municipal KPU as well as data for Indonesian citizens abroad 

up to the 16th (sixteen) phase of activities, namely the revision of the list of voters. Temporary 

Voters Results Improvement (DPSHP) this stage too. 

CONCLUSION 

Implementing the policy for updating the voter list is carried out in accordance with 

implementation model that is able to guarantee the complexity of the problem to be solved 

through the implementation of certain policies, so that like: 

1. Policy implementation Donald Van Meter's model with Carl Van Horn, regulates the 

problem of coordination and cooperation between agencies for the success of a 

program, regulates the clarity of bureaucratic structures, norms, and patterns of 

relationships that occur in the bureaucracy, then regulates support for policy 

implementation; characteristic the participants, i.e. support or reject; what is the nature 

of public opinion which there is on environment;&whether the political elite supports 

policy implementation. As well as focusing on responses, implementors to policies that 

will affect their willingness to implement policies; Cognition, namely increasing their 

understanding of the policy, the intensity of the disposition of the implementor, namely 

increasing the value preferences of the implementor. 

2. Policy implementation Daniel Mazmanian & Paul A. Sabatier model, which measures 

how high the level of technical difficulty in implementing the voter list updating policy 

in terms of social problems. 

3. Policy implementation Hogwood and Gunn's model, in order to measure the level of 

understanding of implementers about the implementation of the voter list updating 

policy, then measures the causality chain in the implementation of the voter list 

updating policy is too long and the implementation becomes increasingly complex. 

BIBLIOGRAPHY 

Aan, 2009 The effect of service quality on customer satisfaction and loyalty at the Handoyo 

Organda (PO) company. Dian Nurswantoro University. 



Public Policy Journal• Vol 3 No. 3, Desember 2022 

ISSN 2746-4490 

133 

Alamsyah. 2011. Universal Characteristics of Public Service: A Theoretical Review. Journal 

of Borneo Administrator. Vol. 7 No. 3 of 2011. Q: 353-372. 

Applebey, P. 1945. "Government is Different‟, in Shafritz, JM & Hyde, AC (Eds.). 1997. 

Classic of Public Administration. Fort Worth etc.: Harcourt Brace College Publishers. 

Arsyad, Lincoln, 1995, Introduction to Regional Economic Planning and Development, 

Yogyakarta: BPFE 

Assegaff, Mohammad. 2009. "The Influence of Service Quality on Customer Satisfaction 

(Study on the Aviation Company PT. Garuda in Semarang City)". Journal of Economics 

and Business. Vol. 10. No. 2. July. Thing. 171 – 186. Unisulla Semarang. Semarang. 

Atmawati, Rustika and Wahyuddin. 2007. "Analysis of the Effect of Service Quality on 

Consumer Satisfaction at Matahari Department Store in Solo Grand Mall". Journal of 

Economics and Business.Pg. 1 – 12. Muhammadiyah University of Surakarta. Surakarta. 

Barzelay, M. 1992. Breaking Through Bureaucracy: A New Vision for Managing in 

Government. Berkeley and Los Angeles: University of California Press. Bozeman, B. & 

Straussman, J. 1990. Public Management Strategies, San Francisco: Jossey-Bass. 

Darwin, MM 2007. "Revitalizing Civil Nationalism and Strengthening the State in the Era of 

Democracy‟, Speech on the Inauguration of Professorship, Faculty of Social and Political 

Sciences, Gadjah Mada University. 

Decree of the Minister for Empowerment of State Apparatus Number 25 of 2004 concerning 

General Guidelines for Compiling the Community Satisfaction Index for Service Units 

of Government Agencies 

Decree of the Minister of Empowerment of State Apparatus Number 63 of 2003 concerning 

General Guidelines for the Implementation of Public Services. 

Decree of the Minister of Empowerment of State Apparatus Number 63 of 2003 concerning 

General Guidelines for the Implementation of Public Services. 

Denhardt, Janer V, and Robert B. Denhardt. 2003. The New Public Service: Serving Not 

Steering. Armonk, NY: MESharpe. 

Dunn, WN 1981. Public Policy Analysis: An Introduction. New Jersey: Prentice Hall. 

Dwiyanto, A. 2007. "Reorientation of Public Administration: from Government to 

Governance‟, in the Council of Professors and Department of State Administration, 

Gadjah Mada University (Eds.), From State Administration to Public Administration. 

Yogyakarta: Gadjah Mada University Press. 

Effendi S. (2005). Building a Bureaucratic Culture for Good Governance (Paper), Ministry of 

the Pantry, Jakarta. Egunjobi, FY 2013. Re-Engineering Public Expenditure Patterns for 

Economic Development in Nigeria. Management Science and Engineering. Vol. 7, No. 

2, 2013, Q: 28-40. 



Public Policy Journal• Vol 3 No. 3, Desember 2022 

ISSN 2746-4490 

134 

Enceng, Liestyodono BI, Purwaningdyah MW. 2008. Improving the Competence of Local 

Government Apparatuses in Realizing Good Governance. Journal of Civil Service Policy 

and Management. Vol. June 2, 2008. 

Entwistle, Tom; Martin, Steve. 2005. From Competition to Collaboration In Public Service 

Delivery: A New Agenda For Research. Public Administration Vol. 83 No. 1.P: 233–

242. 

Erland. 2013. Quality of Public Service in the Regions. A Theoretical Study. UNIERA Journal. 

Volume 2 Number 2.P: 92 – 103. 

Fayol, H. 1916. General and Industrial Management. London: Pitman and Sons, Ltd. 

Ferdinand, Augusty. 2002. Structural Equation Modeling in Management Research. 3rd 

edition. Semarang: BP UNDIP. Ghozali, Imam. 2012. Application of Multivariate 

Analysis with SPSS Program. Semarang: BP Undip. 

Goggin, ML, Bowman, AO, Lester, JP, & O‟toole, Jr., LJ 1990. Implementation Theory and 

Practice Toward a Third Generation. Glenview, Illinois, etc.: Forestman and Company. 

Goodnow, FJ 1900. "Politics and Administration‟, in Shafritz, JM & Hyde, AC (Eds.). 1997. 

Classic of Public Administration. Fort Worth etc.: Harcourt Brace College Publishers. 

grace. 2005. Public Administration Reform Towards Democratic Regional Government. 

Journal of Public Administration. Volume 1/No.1/2005. 

Grindle, MS 1980. Politics and Policy Implementation in the Third World. Princeton: Princeton 

University Press. 

Grindle, MS 1997. “The Good Government Imperative”, in Grindle, MS (Ed.). Getting Good 

Government: Capacity Building in the Public Sectors of Developing Countries. Harvard 

University Press. 

Gullick. L. 1937. "Notes on the Theory of Organization‟, in Shafritz, JM & Hyde, AC (Eds.). 

1997. Classic of Public Administration. Fort Worth etc.: Harcourt Brace College 

Publishers. 

Hardiyansah, Quality of Public Service, Gava Media, Yogyakarta, 2011 

HAS, 1992, Public Service Management in Indonesia, Jakarta Bumi Aksara Mouw, 

Henry, N. 1990. Public Administration and Public Affairs. New Jersey: Prentice-Hall 

International Inc. 

Hood, C. 1991. “A Public Management for All Seasons?” Public Administration, 99 (Spring): 

3-9. 

Hussein. 2004. Marketing Research and Consumer Behavior. Jakarta: PT. Main Library 

Gramedia. Utomo, 



Public Policy Journal• Vol 3 No. 3, Desember 2022 

ISSN 2746-4490 

135 

Islam, Nazrul. 2012. Quality of Civil Administration and Economic Growth: A Threshold 

Analysis. The Journal of Development developing Areas. Volume 46 No. 2 Fall 2012. 

Q: 315-352. 

Jonathan, Robin. 2005. The Effect of Service Quality on Customer Satisfaction in the Public 

Sector in Regencies and Cities in East Kalimantan Province. Journal of Finance and 

Banking. Th. IX. No. 2, May. 17 August 1945 University. Samarinda. 

Kotler, Philip, 2005, Marketing Management: Analysis, Planning, Implementation, and 

Control, 8 thed Englewood Cliffs, NJ: Prentice – Hall International,Inc 

Legislation: Law of the Republic of Indonesia Number 25 of 2000 concerning the National 

Development Program. 

Lovelock Christopher, 1994, Product Plus, How Product and service competitive Anvantage, 

New York: Graw Hill, Inc. 

Lupiyoadi, Rambat and Hamdani. 2006. Service Marketing Management. Salemba Four. 

Jakarta. 

Mahmudi, 2007. Public Sector Performance Management. Yogyakarta: UPP STIM YKPN 

Mansyur, T, 2008. Factors influencing the quality of public services in the Social Development 

section of the city of Lhoksoumawe. Thesis University of North Sumatra Medan 

Mas'ud, Fuad, 2004. Organizational Diagnostic Survey. Semarang: BP Undip Moenir, 

Minister of public works regulation number: 14 /PRT/M/2010 concerning Minimum Service 

Standards for Public Works and Spatial Planning. 

Nawawi, Juanda. 2012. Building Trust in Realizing Good Governance. Scientific Journal of 

Government Science. Vol. 1 No. 3 June 2012. Q: 19 – 29. 

Nutt, Paul C. 2005. Comparing Public and Private Sector Decision-Making Practices. Journal 

of Public Administration Research and Theory. JPART 16. Q:289–318. 

Prishardoyo, Bambang. 2008. Analysis of Economic Growth Rate and Economic Potential of 

the Gross Regional Domestic Product (GRDP) of Pati Regency in 2000-2005. Traces, 

Volume 1, Number 1, September 2008. Q: 1-8. 

Rahardjo, Mudji, 2010 Analysis of Factors Affecting Community Satisfaction in the Services 

of the Semarang City Integrated Licensing Service Agency. Journal of Economics, 

Diponegoro University 

Rasyid, Riyas M. 2004. Regional Autonomy Development Management. National Workshop 

Material, Directorate General of PUOD, Jakarta 

Rudianto, Yayan. 2005. Public Services in the Administration of District Government. Civil 

Journal. Edition II/November 2005. Q: 32-45. 



Public Policy Journal• Vol 3 No. 3, Desember 2022 

ISSN 2746-4490 

136 

Sad Diane. 2008. Handling of Public Complaints Regarding Public Services. Journal of 

Administrative and Organizational Sciences. Volume 15, Number 3 Sept—Dec 2008.P: 

161-167. 

Sampara, Lukman. 1999. Service Quality Management. Jakarta: STIA-LAN Press. Sanjaya, 

Sedarmayanti, 2003. Good Governance, Good Governance in the context of Regional 

Autonomy, Bandung: Mandar Maju. 

Siagian, Sondang P. 2001. Development Administration: Concepts, Dimensions and Strategies. 

Jakarta: Earth Aksar Sibanda, Modeni Mudzamba Michael. Monitoring Customer-

Focused Quality Service Delivery in Local Government: Conceptual Issues And 

Perspectives For Consideration. Africa's Public Service Delivery and Performance 

Review. Volume 1, Issue 1, August 2012. Q: 1-20. 112 

Siddiqui, Shamim Ahmad. 2012. Development and Growth through Economic Diversification: 

Are there Solutions for Continued Challenges Faced by Brunei Darussalam?. Journal of 

Economics and Behavioral Studies. Vol. 4, No. 7, pp. 397-413, July 2012. Q: 397-405. 

Sinambela, Lijan Poltak, 2006. Public Service Reform Theory, Policy, and Implementation, 

Jakarta: PT Bumi Aksara. 

Siregar, Muhammad Arifin. 2008. Implementation of Good Governance in the Implementation 

of the Procurement of Goods and Services for the Bengkulu Province Government. 

Thesis. Postgraduate Masters Program in Law, Diponegoro University, Semarang. 

Solomon, Wahid. 2002. Non-Parametric Statistics, Case Examples and Solutions with SPSS. 

Yogyakarta: Andi. 

State Secretariat. 2004. Law Number 32 of 2004. Jakarta. 2004. Decree of the Minister of State 

Apparatus Empowerment Number KEP/26/M.PAN/2/2004. Jakarta. 1999. Law Number 

25 of 1999. Jakarta 

Sudarmanto, Gunawan. R. 2005. Multiple Linear Regression Analysis with SPSS. Yogyakarta; 

Graha Ilmu. 

Sugiyono. 2012. Business Research Methods. Bandung: Alphabeta. 

Supriatna, Tjahya. 1993. Regional Government Administration System, I. edition Jakarta: 

Bumi Aksara. 

Tanjung, Jenu Widjaja. 2004. Marketing Management: Approach to Customer Values. Second 

Edition. Second printing. Bayumedia Publishing. Poor. 

Tjiptono Fandy, 2006. Service marketing. Malang: bayumedia Thoha, Miftah. 2003 

Bureaucratic Behavior Perspective. Prima Dimensions of State Administration. Jakarta: 

PT Radja Grafindo Persada. 

Todaro, Michael and Mark Karl. 2004. Economic Development in the Third World. Jakarta: 

Erlangga. Omar, 



Public Policy Journal• Vol 3 No. 3, Desember 2022 

ISSN 2746-4490 

137 

Wasistiono, Sadu. 2001. Capita Selecta Regional Government Management, Bandung: 

Alqaprint 113 

Willougby, W. 1918. "The Movement for Budgetary Reform in the States❤, in Shafritz, JM 

& Hyde, AC (Eds.). 1997. Classic of Public Administration. Fort Worth etc.: Harcourt 

Brace College Publishers. 

Wilson, W. 1887. "The Study of Administration❤, in Shafritz, JM & Hyde, AC (Eds.). 1997. 

Classic of Public Administration. Fort Worth etc.: Harcourt Brace College Publishers. 

Zeithaml, Valarie A., Parasuraman A. & Leonard L. Berry. 1990. Delivering Quality Service. 

New York: The Free Press. 


