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I. INTRODUCTION =

The environmental dynamic
changingvery fast, either in soci
or technological environment, so
is often left behind by the ever-
demands. Bureaucratic performance is also proven
to affect the competitiveness that currently is not
satisfactory. The report of the World Economic
Forum (WEF) on global competitiveness index (GCI)

+2015-2016-shows Indonesia’s - competitiveness,

in general, is ranked 37 out of 140 countries with
the score of 4.52 (scale 7). This ranking is lower
than the 2014-2015 GCI which placed Indonesia
in rank 34th out of 144 countries. Compared to
ASEAN countries, Indonesia’s position is still below
Singapore, Malaysia, and Thailand, each of which is
ranked 2, 18 and 32 (WEE 2015: 7).

There are sixteen factors affecting the
competitiveness of Indonesia that they often
inhibit public service to business activities. Among
the sixteen factors, the five biggest factors include
corruption, inefficient government bureaucracy,

oad I11) Samarinda - 75124

ing pub[lc services. This study aims to
on desk research method, this
e value-added in public service
its in Pontianak Municipality
easiness values for the users
to reduce service delivery
ation creates public value.
community governance in

are, policy instability, and access

2015: 202). The government
id and appropriate response to
ues. Hartley (2011: 173) stated
zation can utilize two managerial
approaches to customize products, system,
structure, and process to anticipate changes in the
environment. The first approach is to enhance the
possessed service and service delivery mechanism.

And second is to do a more radical response thatis . ... .

to change the character and design of the products
provided and the way service delivery is different
from the previous one, the second one is referred to
as innovation.

In private sector, innovation has become a
necessity as a way to maintain customer loyalty
and the company’s products and existence from
the competition with its competitors. Innovation
value then is measured broadly in the context of
competitive advantage with other companies and
products that become its competitors. Whereas in
public sector, innovation is evaluated at the level of
public sphere as a whole (Hartley, 2011: 180-181).
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Therefore, oppmtumtles for mnovatlon in: pubhc
sector can be applied in all aspects to provi :
added to the commumty through pubhc ser' ic

~ The concept of value-added is more fa .
and often used in economics and busmes:, scope

rather than in pubhc serv1ce For examp]e the G DP

there are additional functions and valﬁe of .»goods':"-

which, if sold, will have higher price than

previous raw materials. The total’ accumulatlon__'

of products’ value-added in the region if collected.

will become regional GDP. The use of money value
approach to measure value-added is more easﬂy :

done because the company’s products are sold and__

the profit is one of the easier mdlcators to use to
measure the performance of the company But thts
approach is not always applicable in pubhc sector

organization.

Public value approach developed
administration becomes a new apprt
be used by public managers and d
in the management of organizationg

- public service. According to B
public value approach is attril
approach from traditional
and new public managemen{tg
governance or citizen-cente
latter approach puts people;
of governance administratig
Therefore, the theory of p
concern in this approach if ¢
management that further uti
traditional publicadministration
the theory of public goods. The shiff
a consequence of continuous env
and becomes a necessity, so the go
to be responsive to public needs. :

Furthermore, how to create added- value of
innovation in public sector which products are not
sold for profit? Economic and business approach
certainly can not always be used to measure the

“value-added generated by public service providers.

In economics, the value tends to be equated in
exchange for resources such as money, price, or
barter, assuming that the price is a replacement for
value (Bozeman, 2007: 114). Whereas in the context
of public service, that is not the case. Therefore, the
public managers and decision makers in the public
sector must be more creative and observant to look
for opportunities to create innovation to deliver
value to the public.

The example of value-added formation in
public sector based on the results of research in
the Texas Medicaid and Healthcare Partnership

'"[TMHP) was conducted:_to assess the success of the
'agencys acluevement in four aspects, namely (1)

maximize the utilization of prevention services; (2)
maximize access; (3) optimize revenue and medical
costs; and (4) minimize the administrative barriers.
Analysis of public service value showed a gradual
and consistent progress from 2001 to 2004. It was
reported that the innovation made, particularly in
2004, which included new call center technology,

improvement of the process of filing a claim, and a

new web portal for healthcare providers, managed
to minimize administrative barriers. The results of
the analysis also stated that service providers are -
successfully providing added-value in accordance
with the needs of public health and can reduce the
service time (the time efficiency) and the efforts
of service providers to make improvements on
administrative issues (Cole and Parston, 2006: 63). |
In Indonesia, the practice of innovation in

7 public sector has become a phenomenon and has
ibeen carried out by various government agencies,

[¥central and local levels, with its various shapes
s. Pratama (2013) conducted a study
he added-value of public service
the implementation of public
ic service / MPS) for micro,
prises (SMEs) at the Office
fediri, East Java. From this
the MPS program, there
tion of public services
easy. This is because:
ce information, ease of
of procedure and terms
mplementation of MPS
of service that included-
rs and improved service
nges have made the service
e Office of Integrated Service in
gviding value-added.

novation made by Regional
grated Service Unit (UPRD) of Purabaya Terminal

located in Bungurasih, Sidoarjo, East Java. Mirnasari

(2013) stated her research result that UPTD of
Purabaya Terminal is implementing Smart Card in
the service system as an innovation and is claimed

as incremental innovation level and is categorized

as sustaining innovation. The use of this card has an
impact on service quality improvement seen from
the customers’ perception of service quality, which
is assessed by several indicators, i.e. direct/physical
evidence, reliability of service, responsiveness to
the service users, service warranty, and assurance,
and the officers’ empathy to the service users.
Third, innovation by PT. Pos Indonesia in
Sidoarjo, East Java, which includes process and
product innovations. The process innovation
created is the indemnity guarantee (insurance) of
damaged or lost letters, documents, and packages,
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mobile electronics, and queéue numbe
(electronic). While the ploduct mnovatmn iy
are express postal service, express ma service
(EMS), the post payment service, pnma instant
‘postal orders-and prima money or: ders and PRISMA
stamps (Barry et al., 2013). . .

Additionally, the Ministry of Adnnms 1 atwe
and Bureaucratic Reforms collected top. 33 publlc
service mnovatlons in IndoneSIa;- OUt e’f" _those

Bureaucratic Reforms, 2014] The Mlmst y
Admmlstratlve and Bureaucratic Refocms also

service mnovatlons carried out by serwce plowde:

units both at national and regional levels (Ministry
of Administrative and Bureaucmtlc ‘Reforms,
2014b). For example, for local governments

innovation practice on online ]lcensmg service,.

carried out in Integrated Licensing ServtceAgen

(BPPT) of Sidoarjo District, East Java, and,i
Integrated Licensing Services Infor
(Sippadu). With the application ¢
the public can submit only on
file online to get some kind of
once (Ministry of Administr
Reforms, 2014b: 12). Witl#d
the service that is geogr
location of BPPT office is
not require physical atten
application process can
office of the applicant by u

Another example of inna
to licensing service is also ava
District (Central Java). In this dis
called Easy Integrated Permit (I}
licensing service effort using
people, especially those who are far fiai pter
of the district capital and is also suppor ted by
information technology (Ministry of Administrative
and Bureaucratic Reforms, 2014b: 106). Those
two examples of innovative practice are a fraction

- innovation - in public
_Q_sphere of pubhc serv:ce it becomes inter estmg to
do. 1esearch ‘on the. value that was created from a
__'varlety.(_)f_such innovation practices. Thiel (2014

ector espeaaﬂy :in the

27) presented three uniquenesses on the study of

state administration, i.e. first, lack of theories and
‘models available. Second, because of lack of theories
. and models, the study is often characterized as
inductive. And third, it is generally applied in a

variety of places to find practical solutions to

~ problems rather than to build a theory. Of the
“various practices of innovation provide value- added
‘it is expected to be an inspiration for other service

units for new breakthroughs in order to provide
responsive public service to public needs. Therefore,
it becomes important to conduct a study of value-
added resulted from a public service innovation.
The structure of this paper is divided into
four sections, the first is conceptual and theoretical

y framework that addresses the terms of value-added
'_and 1nn0vat|on m public ser\rlce The second sectlon

ask research method, which is
h descriptive analysis. Data
utilizing secondary data
erature. First, collecting
arch results related to
d supported by various
5:as well as other relevant
ducting the selection of
h the theme and focus of
ing innovation practices in
1 as other umts or reglons as

ctices in various service units.

This study starts from innovation practices
phenomena carried out by units of public services,
with a focus on service delivery innovation
carried out by integrated service unit in Pontianak

to publlc. The bieakthmughs created by these
innovations provide added value to public in terms
of time, convenience, and cost. Furthermore, to
encourage the practice of innovation in the regions,
Institute of Public Administration (LAN) gives
Innovation Award of the State Administration
(Inagara Award) to regions with high commitmentto
changing projects in state administration education
and training. In addition, LAN also gives awards to
regions that support innovation lab (Antaranews,
October 28, 2015).

Seeing how phenomenal the practices of

“Municipality “and - Tanah Bumbu~ District ~as the— oot

locus of research. The selection of locus in those
two units is based on the research result of PKP2A
LAN IIIT (2013) that those two service units have
outstanding innovations if compared to other
regions in Kalimantan.

A. Thinking Framework

The value in social sciences can not always be
measured by material or number because value
is not necessarily synonymous with price. Value
is more abstract and difficult to be quantified. For
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example, in r,he tradltlon of Chmese SO ety, the
value of boys is higher than girls because boys car Ty
the family name lineage (Time Magazine, 20
But it certamly can not be converted to the ! gl

'that the boy stands at umpteen times: and how

many times. hlgher than the value of guls Slmllarly,..
in public service, the value given to pub]lc service

provider units is often difficult to measure. when

compared with the value of goods and services from

private compames being traded and measured wrchj
material or money

the service of goods, service, and admmls_r&twe
service. The natme of government serv1_

service so that no one else can prov1de For'éxample
is Identity Card (KTP) which is often used by the

owner as the requirement to obtain services and_'
other purposes as well as an Ident:ty of its. owner__

function can not be measured
is for other documents such
(SIM) card, passport, busin

deliveryis possible, accordi
(4) of the Law, as part of t
state’s mission to public’
under the regulation of t
schools, hospitals, or publi

B. Value-added :

The experts provide vario
definition of value-added result
Rescher (in Town, ].S., 2011) s
in general, is quality or fact to bec i
useful, or wanted. According to Rokeach, in value
exists an embedded faith and it affects individual
and social choices towards a certain way or
purpose. (Kernaghan, 2003: 711; Pollitt, 2010: 133).

.. Something might be valuable for someone, but-not . ...

necessarily valuable for others. For example is the
said 1D card. An ID card is valuable only to its owner
within the valid period, but not for others who do
not own the ID card or if the ID card’s period has
expired. Therefore, value has a context depending
on the user and can also depend on the time or
period.

Moreover, value in public service, according to
Cole dan Parston (2006: 63 - 64), is more than just
to achieve of output or price reduction, but to do
both impartially and to understand the strategy to
balance both. In this case, value is not only perceived

 way and ”rocess to practlcally and efﬁcrently obtam
result.

In pubhc service context value can be viewed

from the perspectives of service provider or public
~who use the service. From the perspective of service

administration related to the task of public service

_provider in policy making, Stewart (2009: 29)

identified several relevant values and called them

_ administrative value that consists of: consistency
"'[same decision in same condition), public -
service (creating public satisfaction), efficiency
(minimizing excess spending), neutrality (avoiding

politicization), and responsiveness (providing
proper reaction to public needs). Out of this, it is still
possible to dig other values related to the behawor
of officers in public service providing process. :
While from the perspective of public, value can
be viewed from the benefits received by the public
from public service activities. Moore (1995: 40)

prowded an example of effort by the government

mg value to publlc through waste col]ectmg

alue-added created by public
ind can be enjoyed by the
then the side that feels
ent action of policy is
action or policy of the
alue-added in the form
puplic, then public value is

gton (2011: 47), public
ance of being focus on the
e; what value than can be added
nt, by whom and how. Not only
e ratio of input/output and
n provided example of public
in medical service will focus on

“the improvement of public health and prevention

strategy, and also respect towards the treatment of
patient and the reduction of waiting list and waiting
time (efficiency) in hospital. Furthermore, Cole dan

Parston (2006:65) stressed more on the outcome .. .. ... ...

which the call outcomes model. This means that
public service value is defined as to produce the
desired outcome of the stakeholders (including
public) and to do it with effective cost.

Ineducation world, Downes dan Vindurampulle
(2007: 3) stated value-added is a term generally
used to illustrate the development of student as the
impact of learning process obtained from school.
Therefore, value-added occurs when there is a
better change on the student as a result of education
at school. Beyond that, to know the value-added
in education world can be used several method
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~and comm_u_mty ThlS opnnon .o_f .D_qwn_es'_” 'éhd
- Vindurampulle is in accordance with the definition
of value from Moore and Resche1 that there is a

time the user return for other servu:es ThlS means
that there is a wide opportunity for servnce provxder
to create its service value-added on various aspects.
Addltlonally, the use of opportumty to create the
ublic - service
prowders creativity. Peter Chevertan (m_Mltche]
2011: 4) stated that the value is mtentlonally
created, which is created, developed, and prepared
on the organization, and not acc1denta[ly occurred
Each organization has different charactenstlcs
it is necessary to see the needs of the mgamzat
and the user. :
The are six points, according
52 - 55), that can be used to
from public sector, namely (
is rooted from the will a
individuals (community m
manager must fulfil and i
with the perception; (2
aspirations of commun
the focus of the govern
cannot be realized by p
of public sector can give'
working partners through 4
on two different markets, bu
budget and authority to create
its working partners and the ge
benefits; (4) the government acty
related to political authority so
relative change of interest, it is necessary to conduct
a reassessment that the utilized resources are
to fulfil the program for the people receiving the
benefits; (5) what is “bought” by the public from
public manager is public business account, which

s"éxﬁi‘c’é’s (Wall cer; 2006 317) what car _»be valued

s when ‘there is an. improvement of public
: _value quallty efﬁaency, or the suitability of the
~ government objective or. service (Hartley,.2005).

Then, according to Hartley (2011:181), the value of

- -innovation in public sector needs to be evaluated on
~ public sphere as a whole.

- Innovation is a process that includes the

~occurrence of new ideas and the application that
s intentionally created, developed, or the new
- one is found. ‘The application of new idea become -
. an emphasis so that innovation can be realized
- (Walker,  2006: 313). Moreover, Dwiyanto (_2_0_13)
- defined innovation in the context of public service
‘as an application of new idea to one or several
-aspects of public service that can give value-added.
_Therefore, there must be a positive change from the

application of innovation if compared than before
the innovation so that the expected value-added is

- created.

Various forms of innovation are classified
: artley (2005 28) mto several types namely

Ict, process, and supporter
vation is defined as new
h occurs in operational
nization technical system
jor service adoption. In
gctor, product innovation
through its relation with
13). Process innovation
management, relates to the
nization's members/officers,
ards regulation, role, procedure
unication, and exchange within
ers and the surroundings with
o members (Walker, 2006: 314). While
supportmg innovation (ancillary) is an innovation
that exists on the border of organization and its
surroundings. Related to crossing the limit works
with other service providers, user, and other

. government units and further the success.of the .. .. ...

means that policy is the territory of public manage
who receive the authority to use resources for the
fulfilment of public needs through certain devices;
and (6) that the environment of public sector and
public aspiration is always changing, then it is not
enough for public manager to only maintain the
organization’s sustainability, but more than that is
needed the capability to adapt to new condition.

C. Public Service Innovation
In the context of public service, innovation
is the new ways to manage, organize, and deliver

implementation depends on the others (Walker,
2006: 314).

Furthermore, how can aninnovation give value-
added to the public? There are at least three ways
innovation can create public value in government
organizations according to Moore (2005: 43). First,
generate a better method to the performance of their
main duties and functions. Second, dig performance
advantages that can be achieved by leaving the one
size fits all approach to promoting the adaptation
and adjustment of the basic operational procedures
to meet the needs of the community. And third, to
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*--III RESUL’I‘AND DlscussmN o

- Innovation in pubhc service sector has become
new phenomena s0 that best practices are often
created in various institutions. In Kalimantan;
PKP2A III LAN (2013) conducted a research

F"

Value--

."':)Providing added-_-___ on’ public service innovation which focuses on

Panafite : ; integrated service unit. From the research is

o obtained a changing data significantly implemented

e rvice by integrated service provider units, for example,
S_é'fV.i.C._e'__" Brovider the cutting of processing time for the issuance of

Innovation or User j
e 2 : dlsmcts/cmes ‘still need longer time. Pontlanak'

Municipality and Tanah Bumbu District are two .

F'g“"e 1, The Eloyiofithel0cairence OWE‘I“E adde prominent regions in the practice of public serV1ce

Innovation
in Kalimantan.

...... i Al First, the service of SITU (Business Location
explore new uses for the orgamzatlon S ablllty by Permit) is completed within one day, and this is the
introducing new products and services that can be fastest if compared with other regions. Second, the
used to handle different parts of the current mlssw__n] . fastest service of SIUP (Trading Business License) in

% Pontianak Municipality and Tanah Bumbu District
- only requires one day. And third, the service

6f “FDP (Company Registration Certificate) that
quires one day in Pontianak Municipality and
lStrlCt While the fastest service of
‘pinit) is Tanah Bumbu District that
iod. The service of IMB issuance
p the service of SITU, SIUP,
fiance of IMB requires field
tion where the building

or even meet the needs outside the current mission. -
Based on the above descnptlon,.lnn()vatmn-_:;
can be defined as a renewal in prowdmg pub_
service that can be conducted from the & '
process and product and provides b
users of the service. Besides, the fram
study can be described as follo
innovation can be seen from thy
providers and the public. In
good benefits to service
receivers. The benefits fo
as ease the implementatio
for providers in carrying o
benefits for public, for insta
services, provide value wk
is called public value. Thus,%h
is able to provide value-adde
service users.

e types, in Pontianak
A service of Capital
t hat also requires one
st be spent by public for
¢ licenses above is Rp 0,-
. This means that all kind
ult of the licensing process
onal governments, as an effort
ty of public service and also

: BHAK“H DHARMA W SPA

Table 1. :
The Comparison of Service Time of SITU, SIUP, TDP, and lMB in Several Districts/Cities

SERVICE DURATION (IN DAY)

DISTRICT/MUNICIPALITY : :

B L o WIS S el ) (To g 1 h e R I e B Y| et U, BRI | LR R T e T T 1 .
Tarakan Municipality 12 5 5 12
Balikpapan Municipality 3-4 7 7 15
Pontianak Municipality 1 1 1 25

Kubu Raya District NA 5 5 21

Tanah Bumbu District 5 iE 1 5

Banjar District 5 5 5 14
Kotawaringin Timur ' 7 3 5 14

District

Source: PKP2A Il1 LAN (2013: 226)
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SITU, SIUP, and TDP to be only one day, while other:



as a StlITlLllllS to increase reg1onal in ‘
success of reducing time or duration of se v1ce isan
ln‘lpllcathl‘l of the cutting ofprocedure deer '_ed not
. necessary.

A Process Innovation -

Compaled to the practlces of mnovatlon
in several other regions, innovation -practlce in
Pontianak MLlnlClpallt'y and Tanah Bumbu District
emphamzes more on time serwce efﬁmency Based

mcluc{ed on process innovation: because
on the scope ofsewnce prowdmg process

service units in several regions so that:t' 1
finished within one working day is a benefit that
can be taken by people who use the service on the

related regions. In this case, Pontlanak Mummpal:ty A
for those three services and Tanah Bumbu DlStrlCt

for SIUP and TDP serv1ces The tlme eff_]c1e

requires longer time. The,
service time, according tof
public value that can be
Therefore, time efficiency
to Hartley (2005) and
given by service provid
provider units, to the p
Process innovation?
of personnel and their r
use the service (Walker,
innovation is not produced
the form of goods or services fr
The main product of Integrats
Office is administrative docu
with standard form and do not go
because of the innovation.

B. Function for Service Users
What benefits that can be felt by the people who

~-uses the service from those several innovations? In-

Pontianak Municipality, when people apply for SITU,
SIUP,and TDP, theresultcould be obtained within one
working day (with the assumption that all required
documents are complete), while the users of the
service in other regions with the same application
time still wait for few days, for example if compared
to the users of service in Tarakan Municipality that
still wait longer for the application of SITU. From
the difference of time, there is an opportunity lost
that must be borne by the people if compared to the
service users in Pontianak Municipality. Since on
the second day, the people who apply for SITU, SIUP,

“and TDP in Pontianak Municipality can start their

busmess activities legally, while other regions still
“wait for the unfinished. licensing process.

“In business world, there is a proverb ‘that
time is money, because by utilizing the existing

- opportunity that can be used to gain profit from -

business activity. This thing among others can
- be influenced by the process of licensing service

' orgamzed by the government. Here is the positive
. Impact as a value-added created which, namely
. time efficiency provided by integrated service units

. in Pontianak Municipality to the people who use
the services of SITU, SIUP, and TDP, as well as the

people in Tanah Bumbu District for the services
of SIUP and TDP. Therefore, it can be stated that

- innovations in those two regions are able to create
- value with performance advantage digging method

(as the term by Moore, 2005:43) quicker than other

regions.

Performance advantage created has an

implication toward the activities of the service

poviders and users. By using terms by Cole dan

' alston (2006:65), there is outcomes and cost

(cost-effective) that can be given by the
those two regions to the peo_ple
“service, which is short time and
the cost to be cheaper. This
ion of the expected public
fast, east, and cheap. With
ibe obtained, then people

ample by joining auction/
eht's goods and services, or
fransactions. This benefit is
ovation created by service
ther side, the benefit cannot
people applying outside those
duse they still have to wait for the
Fation time in their regions until
gnger time.

number of innovation examples in
the public sector, then the effort to create value-
added through innovation in other public sectors
is not impossible. The occurrence of new ideas
to increase the quality of public service and then

_apply them in real action through the reductionof . .. .

service time and procedure in those several units is
an innovation that gives value-added to the service
users because it gives better benefit to the service
users. Because public service, according to McGuire
(2010: 59), has social and economic values where
the indicator of social values is fairness, equality,
and honest process. The benefit of public service is
enjoyed collectively by the people and individually
by the user.

Since innovation is created to improve the
quality of governance and the quality of public
service, then there are two perspectives that
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need to be con51dered by publlc manage
policymakers m pubilc sector Two persp

according to McGuire (2010:510), are pubhc serv1r:e"' '
users: and service providers. Thus, mnovatlon in

"ihéffi'r::ienc')?, unproductive, expensive, and corrupt
(The Jakarta Post, 18 April 2013). _'

‘Second, the commlt:ment of the orgamzatlon s
leaders to encourage innovation and protect the .
apparatus below to have the courage to create new

order to provide value-added in pubhc sector, can

be vnewed fmm the lmpact and beneﬁts 1elat d'to =

for example -innovation that can. Sl_rnphfy the -
emp]oyees work can prov1de value to the. _p'mcessﬁ B

of the pubhc mnc)Vatmn that can make ser Vlce m

convenient, practlcal and efficient, coul Lmake itas |

a value-added.

Various values that can be created by p bhc_:'
sector organization for public as the impact of
the government policy are specified hy impacting
values, which are fairness, equality in the: context-of';_
opportunity given to the people, efﬂmency, rowth, -
diversity, green-ness in the context of envnonment
self-determination, security, responsnblhtyj and'__'__

choice in the context of competition. - ‘Whi

administrative values are specified by - Sewart

(2009: 29), namely consistency, publ'
create public satisfaction, eff1c1ency, :
responsiveness.

If using the reference o
“stated by Stewart, then innov;
service units in Pontianak Mup
Bumbu District can give i
as administrative value. It i
enjoyed by the community
at the same time reduce the
process.

C. Innovation Challenge

At least there are two big
by public organizations in Indon
innovation. First is the issues of syz
of Weberian bureaucracy adopted
is the commitment of the leaders to enct
protect innovation actors.

First, the bureaucracy in Indonesia is known
as the Weberian bureaucracy which emphasizes
more on procedures and organizational hierarchy

- than-output or performance -of the.organization.. .

breakthrough in public service. In the context of
local government; the commitment ofregional heads
also become an important factor to the emergence
of innovation. As in Pontianak Municipality, the
commitment of the regional leaders to make the
city an advanced city in public service thlough:
system improvement and integrated service (one
stop service) procedure with its various policies
(PKP2A III LAN, 2013: 108 - 109). The commitment
of the organization's leaders makes the apparatus
in integrated service units have the courage and
protection to create new breakthrough.

Innovation in public sector, according to
Hartley (2011: 173), not only happened in product

jand service but also on the system and the process

of orgamzatlon and inter-organization, in strategic
beuszand government management. However, the
ea ian bureaucratlc system limits the potential
inry with its various regulations and
esult, innovation that arises is
ervice process and does not
and process. '
itwo different models that
nginuous innovation and
t organization. Model
ation industrial level.
is that fundamental
nment organizations
mance which could
problem. This model
e and uses a completely
what have been done
2 is ihnovative organization
vement. That government
e a learning innovation that
2 tive and continuous improvement or
earn process of organization, therefore, the change
is gradual and slow, not radical as the first model.
In integrated service unit which product
is administrative document, the opportunity to

innovate is more in the process and organizational

As a result, public interest is often defeated by
organization interest. Rigid procedures and various
regulations make the apparatus afraid to make
innovation and discretion because they might be
blamed, while in fact the dynamics and demands
of public for the quality of public services are
constantly evolving so quickly. The government's
efforts to improve the bureaucracy, for example
with the implementation of bureaucratic reform
program has not yet yielded the expected results,
which is lean, efficient, competent and service-
oriented structure. Various issues still occur, such as

system than the content of the product. This is
because the product of integrated service unit has
been set through regulations. The opportunity to
apply Model 2 is bigger for this sector compared to
Model 1, which is through continuous process and
procedure improvement. But on other units that
produce goods and services, greater innovation
opportunity is not only in terms of process and
organization system but also the product so that it
can apply Model 2. For example, regionally owned
water company, which has product in the form
of clean water and in general it can only be for
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product is not to be drunk or consumed;d ectly
‘Therefore, a. product innovation oppor' nity .is
open to producmg water that can be drunk directly.
If this could be done then it will glve new value to
the customers. i

Furthermore, to bring out mnovatlon Ldeas
Sengupta dan.Dev (2011) exemphﬁed the mode!
of 7-1 Process Based on a rese:
hotel in Incha it is stated that class
of the hotel from 3-stars to 5-sta

a long innovation model of 7-1 Process. It s':.;.a'n'_

innovation model with seven stages. of cycle startmg
from Inspiration, Insight, Ideatmn Initi _tl_ve

Implementation, Invigilation, dan  Investigation.

The hotel management and personnel have _thr_oggh
that long cycle process sustainably to give birth
to innovation. And the result is the increase of
customer satisfaction score of 20%, income per

room) from 0,96 to become 1,17. Moreove the
needed for innovation is nothing if con
the profit gained from innovation 1
cycle process, then the occurrence,
obtained with a long and logicaly] !
coincidence.

IV. ConcLUSION

The innovations cre
units in Pontianak Munic
District is the form of pro
value-added to service us
convenience and efficienc
addition, for the people who
regions, time efficiency and se
minimize the incidence of opport
activity. Value-added in the cont
cannot all be measured by numb
with value-added in the context Yo
business where measuring value-added can be
conducted using quantitative approach towards the
retailed products.

The emergence of these innovations proves

_. the positive development of public sector in.public. ...

service delivery process that takes into account
the creation of public value. It shows that there has
been an approach adoption of network community
governance that puts the community at the main
position in the service. However, this does not shift
or eliminate the traditional public administration
and new public management approaches in the
governance process. The next innovation can be
used as a way to improve the performance of public
sector organization, both with regard to internal
organizational improvement and public service
quality improvement.

E -Re_commendatlon fo r Further Studyl‘.i: =

~ Municip:
to reduce the duration of several services into one
~day. However, this study simply uses the literature
. or secondary data to explain the value and benefits
‘enjoyed by public service users qualitatively, so
it does not really illustrate the real opinion of the
‘people who use the service. In addition, the limited

This study found that innovations in Pontianak
ity and ‘Tanah Bumbu District are able

number of integrated service units as the object of

~ this study gives an overview of innovation findings -
{in Kalimantan in general. Therefore, further study
‘needs to be conducted using primary data, for
example by looking at public perception to see

the impact of the efficiency of the service time to
the service receivers. The study could compare
the difference in benefits or impacts from the
perspective of service users before and after the
implementation of innovation, or by comparison

, with other regions that process the service longer.
| ‘In addition, by extending the service units made as
room, and Index of RevPAR (revenue per available / %

heobject of the study will provide a broader picture
the condition of public service innovation.
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