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I. Introduction  
 

The paradigm of organizing government has now shifted from government to governance. 
Good government (good governance) is necessary for the new paradigm to work well to achieve 
its goals, namely well-being and justice. The urgency of the “Good Governance” paradigm in 
responding to the above is to keep the “serving” function of public service through accountability, 
although under the conditions some such sectors of service have been given to the 
private/business sector. People are specified to be a society entitled to receive public services need 
to be granted access to monitor and evaluate the performance of public services. 

 
Soeprapto (2005) argues that the government is not built to serve its own needs, but aims 

to serve the needs and interests of the community and create conditions that allow each member 
of the community to develop their abilities and creativity to achieve common goals. Public service 
by the public bureaucracy is one manifestation of the functions of the state apparatus as public 
servants as well as state servants. 

 
The government's efforts to improve the quality of public service as a policy determinant 

by utilizing the momentum of implementing local autonomy have been made. At least some service 
innovations of one are the Around Services (Mobile On The Road) policy on the Capital Planting 
Service and the One-door Licensing Service in the Tebing Tinggi City. The goal of making changes 
in a better direction in different sectors, one of which was to change the function of local 
government that had originally been as a promoter of development turned into a community 
servant. 

 
A wide variety of wild levies became complaints of investors in the area when it took care 

of the licensing of its investments. Coupled with the uncertainty of the completion time of 
licensing services became a classic problem in licensing services in the era of regional autonomy. 
Pull withdrawing the authority of licensing fields is still happening. Some sectors are still under the 
control of technical services or directly under the control of regional heads. In addition the 
obscurity of the form of the institution where there is still a separation between licensing services 
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with the field of capital planting. The separation is certainly incriminating for investors having to 
deal with two different agencies. The central government has therefore encouraged and facilitated 
improvements to this licensing service by issuing a One-door Integrated Service (PTSP) policy 
through No. 24 Traders of 2006. 

 
Tebing Tinggi City is one of the areas that applies the policy of the Ministry of Home 

Affairs. This can be seen from the results of the related Regional House of Representatives 
(DPRD) decisions stipulated in the Government Regulation No.18 Year 2016, regarding typology 
and national nomenclature, Integrated Licensing Service Office (KP2T) being a Type B Service. 
namely the Mo'dal Planting Service and the One-Stop Integrated Service, Tebing Tinggi City made 
changes by combining KP2T with the Investment Board (www.kp2t.tebingtinggi.com). 

 
 The One Stop Integrated Service policy aims to create an integrated service system where 
the management process of several types of services is carried out in an integrated manner in one 
place. Even in Government Regulation No. 96 of 2012 specifically Article 15 paragraph (2) it is 
affirmed that a one-door integrated service system must be implemented for the types of licensing 
services and non-licensing in the field of investment. 
  

II. Review of Literature 
2.1 Theories of Public Policy 
 Basically, there are many limitations or definitions of what is meant by public policy in the 
literature. Each of these definitions places different emphasis. This difference arises because each 
expert has a different background. While on the other hand, the approaches and models used by 
experts will ultimately determine how public policies are to be defined (Winarno, 2007: 16). 
 
 Public policy is a policy-making process by the government or holders of power that has 
an impact on the wider community. The new policy process starts when policy actors begin to 
realize that there are problem situations, namely situations that are perceived as having difficulties 
or disappointments in formulating needs, values and opportunities. Public policy is also a process 
of governance and government administration that results in government decisions, where relevant 
agencies have authority or power in directing society and responsibility to serve the public interest 
(Naihasy, 2006: 18). 
 
 Public policy provides a direction for action for future behavior while at the same time 
being a unified direction for a number of programs and projects that require large and small 
decisions. The direction of this action is generated through the selection process by policy makers 
from a number of alternative choices available so that this action is deliberate action. The choice 
does not mean to solve all problems, but provides a solution to a limited situation. 
 
2.2 Public Services 
 Definition of Public Services According to the Rasyid public service is the provision of 
services (serving) the needs of people or communities who have an interest in the organization in 
accordance with the basic rules and procedures that have been set. Government in essence is 
service to the community. He is not held to serve himself, but to serve the community and create 
conditions that allow each member of the community to develop their abilities and creativity to 
achieve common goals (Hardiansyah 2011: 14). 
 

Soeprapto (2005) argues that the government is not built to serve its own needs, but aims 
to serve the needs and interests of the community and create conditions that allow each member 
of the community to develop their abilities and creativity to achieve common goals. Public service 
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by the public bureaucracy is one manifestation of the functions of the state apparatus as public 
servants as well as state servants. 

 
In the Decree of the Minister of Administrative Reform No.63 of 2003 states that the 

definition of public services is all service activities carried out by providers of public services as an 
effort to fulfill the needs of recipients of services and the implementation of the provisions of 18 
laws and regulations. Then according to MENPAN No.63 of 2004 states that the nature of public 
service is the provision of excellent service to the community which is the realization of the 
obligations of government officials as public servants. (Ratminto & Winarsih 2010: 18), According 
to Law No. 25 of 2009 concerning Public Services article 1 paragraph (1), public service is an 
activity or series of activities in order to fulfill service needs in accordance with legislation for every 
citizen and occupation of goods, services or administrative services provided by public service 
providers. 

 
According to Moenir in his book Public Service Management in Indonesia (2006: 26), the 

notion of public service is an activity carried out by a person or group of people on the basis of 
material factors through certain systems, procedures and methods in order to fulfill the interests 
of others according to their rights . According to Hardiansyah (2011: 11) public service is the 
provision of services by the government or the private sector to the community, with or without 
payment to meet the needs and or interests of the community. 

 
Based on the description above, the public service in this study can be interpreted as 

providing services for the needs of people or communities who have an interest in the organization 
in accordance with the basic rules and procedures set by the government. Then, public service 
providers, namely each state-run institution, corporation, independent institution formed based 
on the law for public service activities, and other legal entities formed solely for public service 
activities. 

 
The existence of bureaucracy as an instrument of government is expected to provide 

quality public services. Apparatus as public servants must be able and willing to respond to the 
development of community needs. In Law No. 23 of 2014 shows the extent of the role of the 
Regional Government in the field of public services, as a form of realization of the application of 
the principle of broad regional autonomy. 

 
Based on Law No. 23 of 2014, the attention of the public bureaucracy during the regional 

autonomy is real, extensive and responsible for satisfying services for the community. One public 
service that focuses on research is concerning bureaucratic innovation in licensing services in 
Tebing Tinggi City, namely Mobile On The Road in the Investment Service and One-Stop 
Integrated Licensing Service (DPMPPTSP). This service is one of the pillars and supporters in the 
implementation of Regional Autonomy, in this case there is regional financial income (PAD) from 
the licensing sector. 

 
The public policy paradigm in the era of customer satisfaction-oriented regional autonomy 

provides direction for changes in the mindset of local government apparatus, in addressing changes 
and/or shifts in the paradigm of organizing service-oriented local governments. The policy of 
organizing local government that was originally based on the goverment rule paradigm that is, 
which puts forward procedures, shifts into a good governance paradigm that puts forward 
togetherness, transparency, accountability, justice, equality and legal certainty. 
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III. Method 
 
This research was conducted at the Investment Office and the One-Door Licensing 

Service of Tebing Tinggi City. This is because at this office made a new policy in providing public 
services for the people of Tebing Tinggi City. So that researchers are interested in knowing more 
about this policy. 

 
IV. Discussion 

 
The performance measurement of Mobile On The Road in facilitating small entrepreneurs 

to have business permits can also be seen from the quality of services provided by officers or 
employees of the Mobile On The Road in Tebing Tinggi City to the people who own businesses. 
Quality of service itself describes the quality of services provided and the suitability of service users 
for services provided, therefore measuring the quality of mobile services is determined by the 
assessment of service users. Service users can assess the services provided, whether they are as 
expected or not. 

 
Service users, in this case the society who have businesses or business license applicants, 

will be satisfied if the services provided are in accordance with what is expected, and vice versa, if 
the services provided are not as expected, service users are not satisfied. To assess the quality of 
mobile services around Mobile On The Road, indicators for research are needed, namely the 
reliability of employees in providing services as well as guarantees given to entrepreneurs who 
manage business permits, as well as empathy, namely hospitality of officers in providing services. 
 
4.1. Reliability 

Reliability is the ability to provide services immediately and satisfactorily. In this case, it 
can be seen from the readiness or speed of employees in serving the community who will drain 
the business permit and mastery of the material in providing information to the community. Users 
of Mobile On The Road service hope that every time they come to the lurah office or when they 
go directly to their place of business to apply for permission and find out information about what 
they want to know regarding permit management, they get what they are looking for and get fast 
and appropriate service , especially in the issuance of business licenses. 
Ms. Hairani Siregar 46 Years: 

 
“if this Mobile On The Road Around Service its employees always give full info on the 
terms of making the filing of his permit bang, if we go to the office directly inaugurated, 
long, keep the employees friendly. Anyway the service provided by this traveling service 
the forest of its employees is not disappointing”. 

 
The same thing was said by Mr. Suwarno 48 years: 
 

"Employees here are also very careful about the completeness of the terms of the permit 
application, one condition is that the customer is told to immediately complete so that the 
permit can come out on time and they do not force us, so they are like a service that keeps 
us informed they check our files, then they will be handed over to us if we want to take 
care of them or go directly to the service. So it's really good performance” 

 
The same thing was also expressed by Mr. Mulkan 42 Years: 

"Here the staff is friendly, Bang, it works too fast, not long-winded. When I took care of 
my permission because I happened to have completed my file tomorrow, my business 
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permit was delivered. But if our files are not complete, we are usually told to complete first 
and then they come again. Usually for a maximum of three days it's finished bang. So far, 
if I judge, the presence of mobile services is very helpful. " 

 
The statement expressed by Ms. Ratna Kesuma Panjaitan, SE as Head of Complaints, Policy and 
Reporting: 

"Employees or officers who run the Mobile On The Road mobile service program have 
received special training on personality, namely how to greet customers, serve quickly, 
precisely and of course friendly, after that they are selected to become officers for this 
mobile service. Because our main goal in this program is to improve the mindset of the 
people who have businesses to manage their business permits so that the business is legal 
according to the provisions. Then we have to change their statutes about the old, 
complicated management, fussy officers and so on " 

 
Based on the statements from the informants above, it shows that reliability, in this case 

the speed of employees in serving customers and the accuracy of the information provided by 
officers to customers, is in accordance with the expectations of its customers or can be said to be 
very good because so far customers feel satisfied with the work of Mobile On The Road Mobile 
Services officers in Tebing Tinggi City. 
 
4. 2. Assurance of Reassurance 
 Positive views will come to public service organizations if someone or customer feels a 
guarantee or certainty in the service provided in the service process. Assurance / assurance is the 
ability of the organization to provide trust to customers, in this study certainty is measured by 
clarity and certainty regarding service procedures, details of service costs, timetable for completion 
of services, rights and obligations of both the provider and recipient of the service. As expressed 
by Mr. Suriadi, S.Pd, M.Pd as the acting officer of the Tebing Tinggi City Investment and 
Integrated Licensing Service Office: 

"This Mobile On The Road program is one of the public service facilities in the licensing 
sector, so it has a working time per month visiting one sub-district, where each week it will 
take turns to go to the urban villages even to the community unit location directly, for 
service time always disciplined and on time in accordance with predetermined procedures, 
so indeed the services carried out are full of assurance, so that the community can change 
the set that the permit is fast, sure and not expensive " 
 

As expressed by Mr. Sutan 53 years as follow :  
"Information about the terms of the business permit to the extent of the cost and the 
length of time the permit was granted, it has been detailed and very clear, so I can know 
about the cost to make the permit what is the total and so far it is very suitable. There are 
no changes or additional costs made by the officer. Because the provision was shown to 
us in the form of a letter that had been signed by the head of the department and the 
mayor. So I don't think it's possible that the information was falsified by the officers. " 

 
The same thing was expressed by Mr. Suwarno 48 years: 

"This permit was made 3 days ago, faster than the time specified. Because the provisions 
are scheduled to be completed within 7 days. I knew that my permit had become faster, so 
from the official's side I was sent directly to my place of business. So we don't bother to 
take it to the dinas office. In my opinion, the services provided by the officers are quite 
good. We also have security if for example they want to cheat we can report directly to the 
department. We were told the official identity ” 
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Based on the statements above, it can be concluded that assurance, starting from certainty 

about service procedures, details of service costs, schedule for completion of services, rights and 
obligations of both the giver and recipient of the service, can be said to be guaranteed. The 
problem of delay that arises from the officers themselves, there have been consequences from the 
service later. This is done to continue to gain the trust of the customers so that customers, 
especially the new people, build businesses to manage their business permits. 
 
4.3. Empathy 

The concept of empathy is directed to give full care to customers, which includes ease of 
relationship, good communication, personal attention and understanding the needs of customers. 
In this study the indicators used to assess empathy are the ability of Mobile On The Road officers 
to be easily contacted and communicate and hospitality to customers. Sometimes the applicant's 
permission to be treated more by officers and special services such as providing information 
directly via telephone. Following are the statements of the Head of the Integrated One-Stop 
Investment and Licensing Service Office of Tebing Tinggi City, Mr. Suriadi, S.Pd, M.Pd: 

"In order to establish communication with the community / consumers, we do it in 
addition to friendly service and socialization and are ready to provide the necessary 
information. For example, if the next day there will be a field check, the officers call to let 
them know. Or if there is an incoming call from the people who send the permission, we 
will immediately lift it and give the information needed. In addition, we also open 
opportunities for customers to give input on what services they want. " 

The same thing was also expressed by Ms. Ratna Kesuma Panjaitan, SE as Head of the Complaints, 
Policy and Reporting Division: 

"To establish communication with the permit applicant, we do socialization and are ready 
to provide the necessary information face to face. Furthermore, we press the officials to 
explain the interests of the people who have the business to manage their needs first, such 
as files that must be completed by them. In other words the officers must be prepared if 
contacted repeatedly by the party who wants to take care of the permit.” 

 
Regarding the convenience of being contacted and communicating, some people who manage 
business licenses give their opinions. The following are the results of interviewing researchers with 
them: 
Ms. Heriani Siregar comments: 
 

"Yes sir, they are easy to contact, before I went before this traveling officer once permitted 
a business permit, but waiting for the officer to check the field did not come, so I lazily 
returned to the service office to take care of him. It's only now that I take care of it again 
because it's already been around like this. It's easier to contact, we are also easy to ask about 
the terms and fees " 
 

In addition to the ease of making communication links for customers with Mobile 
On The Road officers they also get service quickly and with great hospitality. As expressed 
by Mr. Suwarno as follows: 

"The officers of the mobile on the road are attentive and compact, they have 
fulfilled my expectations as users, unlike other civil servants we often see chatting 
and reading newspapers, and are usually indifferent to customers, my mobile 
service feels more time efficient and more friendly" 
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Based on the above statements, the customers feel that they have been taken care of by 
the Investment and Integrated One-Stop Licensing Service and are satisfied with what has been 
provided from this mobile service policy. When confirmed about a number of statements from 
the people who took care of business licenses that considered this mobile service had given good 
empathy to customers. Mr. Suriadi, S.Pd, M.Pd as the acting head of the Tebing Tinggi City 
Investment and Integrated One-Stop Licensing Service said: 

"The service here is trying to find out what the people want as applicants for permission. 
Before the existence of this mobile service, there was a growing issue regarding the 
licensing of this business, the procedure was difficult, the deadline for settlement was 
uncertain, there were many charges, the officers were not friendly. From this issue we were 
able to find out what the applicant's wishes meant they wanted certainty of time, 
friendliness, easy procedures, transparent costs. We know that desire and then we try to 
fulfill that desire by making this mobile service policy. " 

 
In addition to the above opinion, Suriadi, S.Pd, M.Pd, as the acting head of the Tebing Tinggi City 
Investment and Integrated One-Stop Licensing Service also added: 

"In addition, the officers were also given direct training in service ethics, namely personality 
training, before being hired in Mobile On The Road, so that in dealing with permit 
applicants who have different characteristics, officers can be responsive about the steps 
that must be taken. For example, if there is an impotent permit, it means that we must pay 
more attention and the employee must be more patient. Besides that, every time there are 
applicants who need help, they are immediately assisted so that they always feel cared for. 
" 

 The implementation of the service process does not always go as expected. There are 

factors that influence the service process that exists in a service organization. These factors exist 

that are inhibiting and supporting the performance of an organization. In this study, aside from 

discussing the implementation of mobile services, the response from the community, researchers 

also examined the obstacles that hampered the mobile service process that had been going on for 

three years in Tebing Tinggi City in issuing business licenses. The obstacles in this mobile service 

include: 

1. The total and condition of official cars that are inadequate for the implementation of 

this tour, so far each month it still takes turns using the official car. 

2. The lack of validity of the data provided by the applicant's permission, some of the 

obstacles that occur in mobile services actually come from the people who make the permit 

application themselves. Permits that are late issued are generally due to files provided by 

the customer in the data fulfilling the licensing requirements, some of which are invalid or 

even fake. The lack of validity of data provided by the applicant is mostly because the 

identity data has expired. 

V. Conclusion 

The response given by every community that has taken care of business permits is also 

quite good, they feel satisfied that they have been well served by Mobile On The Road officers 

who are well served to arrive at the stage of delivering ready-made letters to them. 

Obstacles faced by the Tebing Tinggi City Investment and Integrated One-Stop Licensing 

Service in implementing mobile service policies as a manifestation of community service 

innovation engaged in licensing, specifically the issuance of trade business licenses include the 
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following: Amount and condition of official cars inadequate and less valid data provided by the 

applicant's permission. 
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