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ABSTRACT 

This study aims to examine the implementation of e-government policies, leadership commitment, and the 

development of state apparatus as human resources and their implications on the performance of public 

services in the City Government of Lubuklinggau. Data were collected through questionnaires of 249 state 

employees in Lubuklinggau and analyzed through Multiple Regression Analysis. The results reveal that 

simultaneously and partially the implementation of e-government policies, leadership commitment, and state 

employees development significantly influence the performance of public services in the City Government of 

Lubuklinggau.  
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1. INTRODUCTION 

In general, public services in South Sumatra are 

substandard. The advent of law No. 25 The year 2009 

concerning public services is unable to guarantee quality 

improvement. After ten years of implementing the policy, 

multitude of complaints and other problems still occur. Of 

the regions in South Sumatra, one of which is in the 

spotlight for unsatisfactory public service performance is 

the City of Lubuklinggau. These predicaments might be 

caused by several factors such as low enforcement of e-

gov policy application, deficient leadership commitment, 

and ineffectual apparatus resources development. 

Based on the explanation above, this study aims to 

investigate the effects of e-gov policy, leadership 

commitment, and apparatus resources development on the 

performance of public services in the City Government of 

Lubuklinggau. As such, it proposes a research question as 

follows: do e-gov policy implementation, leadership 

commitment, and apparatus resources development 

simultaneously and partially affect the performance of 

public services in the City Government of Lubuklinggau? 

The findings of this study offer substantial contributions 

both for the government and public in Lubuklinggau. In 

particular, for the government officials that have been 

elected from the previous election, the results of this 

research can be used to enhance public service 

performance. When the local residents benefit from the 

actual improvement, they will put more trust in the 

officials they have voted. Consequently, the Mayor of 

Lubuklinggau and other state offices heads have higher 

prospects of being re-elected in the ensuing election. The 

findings are also beneficial for the public themselves. The 

amelioration of public services performance will increase 

their efficacy and efficiency when dealing with 

governmental business and administration (e.g., trade 

licensing, tax payment, vehicle registration). This, in the 

end, will advance community welfare. 

2. LITERATURE REVIEW 

2.1. E-Government 

The term „E-Government‟ or often abbreviated as e-gov 

can be interpreted as a collection of concepts for all 

actions in the public sector (both at the Central and 

Regional Government levels), involving information and 

communication technology in order to optimize the 

efficiency, efficacy, and transparency of the public service 

processes [1]. In general, e-gov can be defined as an 

information management system and internet-based 

services provided by governments for the public. E-gov 

allows governments to develop various services to 

enhance their performance. E-gov also enables public to 

have active roles when dealing with governmental 

business and administration. For instance, public can 

independently register for licensing, monitor settlement 

processes, and access other public services. With the 

utilization of the internet and technology, all of these are 

accessible anywhere and anytime [2].  

E-gov is empirically evident to have an influence on 

government performance. In their research, Kurniasih et al.  

demonstrated that the implementation of e-gov policies has 
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a significant effect as much as 54.85% on the performance 

of the state employees in the City of Cimahi. Although the 

figure is relatively moderate, the application of e-gov 

policies is still one of dominant factors in determining the 

government officials performance [3]. 

2.2. Leadership Commitment 

Leadership plays a significant role in achieving 

organizational goals [4]. Excellent leadership guides and 

motivates subordinates. Concurrently, it also enhances the 

efficacy and efficiency of its institution. These eventually 

improve performance and promote success. In regard to 

this, Davis studied the common traits of exceptional 

leaders. From the findings, he stated that these leaders are: 

(a) more intelligent relative to those being led; (b) mature, 

emotionally stable, socially active, keen to respect and be 

respected; (c) self-motivated and driven for achievement; 

and (d) passionate for human relations. According to the 

research in Ohio University and Michigan University, 

competent leaders are nurturing and instead of production-

oriented they are employee-oriented [5]. 

Specifically for the public sector, empirical studies have 

proven the substantial contribution of leadership 

commitment. In his research, Hardiyansyah [6] & 

Hardiyansyah and Mukran [7] concluded the successful 

implementation of policies in waste management and 

cleanliness in the City of Palembang is determined by 

communication, implementors’ attitudes, resources, and 

bureaucracy structure. These four factors will perform 

satisfactorily only when supported by ‘leadership 

commitment.’ In this matter, the leader in the Mayor of 

Palembang and his commitment is to fully provide 

facilities and financial assistance (through Regional 

Government Budget) in order to make Palembang a clean 

city. In other research, Mutia in Aisyah et al. [8] supported 

the aforementioned findings. She explained that to 

augment public sector performance, organizational 

commitment from both employees and government leaders 

is required. 

Furthermore, the Indonesian government has created a 

decree in an attempt to provide quality public services. It 

is Menpan-RB Regulation No. 24 Year 2014 concerning 

Guidelines for Management of Public Services. This 

directive, according to Deputy of Public Service in the 

Ministry of Administrative and Bureaucratic Reform 

(Kemenpan-RB) Mirawati Sudjono, only will be beneficial 

for public when assisted by leadership commitment. 

Leaders must guide and motivate their state employees to 

provide quick, convenient, and explicit procedures of 

public services. In particular, standard operating 

procedures and rules (e.g., for requirements and stages) 

must be straightforward to avoid confusion. Also, if 

processing time is needed, relevant government bureaux 

must distinctly state the duration and it must be 

reasonable. These eventually will be lucrative for the 

heads of offices. If they can provide excellent public 

services, campaigns are unnecessary for their future 

elections. A public that has benefited from the services 

will deem the leaders are credible and consequently they 

will vote for them. 

2.3. Apparatus Resources Development 

In her study in the State Employment Office of East 

Kalimantan Province, Findarti  found that the development 

of human resources has an influence of 31% on the 

performance of employees. Human resources development 

involves the aspects of knowledge, skills, and attitudes [9]. 

Knowledge, both general and specific relating to the 

implementation of a task, is capable of determining the 

success of the task. Knowledgeable employees are 

productive and efficient. On the other hand, those who 

acquire less comprehension will unnecessarily exhaust 

their organization’s time, materials, and other resources. 

These wastes will increase the cost of achieving 

organizational goals. Or worse, they will cause total 

failure. 

Similarly, employees’ skills pertinent to their fields 

contribute substantially to their level of performance. The 

expertise can materialize in multifarious forms. For 

instance, the IT staffs must be able to operate a computer, 

run relevant software, and keep themselves on track with 

the fast-changing technology industry. Also, the 

employees in the health department should hold the ability 

to detect hazardous food. Further, apart from the 

aforementioned, employees should be able to master soft 

skills. These can include speech, leadership, and customer 

service skills. 

Additionally, personnel’s attitudes also can influence the 

performance of an organization. Employees should 

apprehend how to properly interact with their leaders, 

peers, and customers. They also should positively accept 

and act on the implementation of policy and culture. 

Employees’ negative attitudes could be disastrous for an 

institution. It has the prospect to cause tension and stress. 

On the other hand, positive attitudes can construct a 

welcoming and supportive work environment. As a result, 

it can improve productivity. 

Therefore, to improve employees’ performance, it is 

crucial for an organization to focus on human resources 

development. This can be done by providing continuous 

education and training. The effort is expected to produce 

human resources with participatory excellence that 

develops the principles of fair competition to seek 

preeminent methods, processes, and results [10]. In the 

more extensive scale, it will prepare Indonesian state 

employees and government in general in competing 

against globalization. 

2.4. Service Performance 

Performance is the only reliable variable to measure the 

success, or failure, of an organization. To study it, a 

comprehensive understanding is needed. In an 

organization, there are three objectives. They are 
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organized units and employees objectives. Accordingly, 

there are three types of performance. They are 

organization, units, and employees performance. Every 

objective is related from one to another. When 

organization objectives are understandable, it will be facile 

to comprehend and formulate the remaining. Likewise is 

the performance. 

Researchers have studied the performance of several 

departments in the public sector. In her study, Herdinawati 

[11] examined the performance of employees in the City 

Government of Surabaya. The initiative emerged due to 

the absence of reward and punishment systems and poor 

performance. The study aimed to investigate three aspects, 

namely: (a) the implementation of e-performance in the 

City Government of Surabaya; (b) employees’ 

performance before and after the application of e-

performance programme; and (c) the factors that hindered 

the implementation of the e-performance programme. The 

findings indicated that all levels of officials implemented 

the e-performance programme since 2011. Additionally, 

after the implementation of the programme, the 

employees’ performance improved. The results also 

revealed two factors that inhibited the programme. First, 

the staffs in the Program Development Department lacked 

in information technology skills that caused 

ineffectiveness in managing employee activities. Second, 

there was a misuse of employee accounts that negatively 

affected other parties. Lastly, the study found that the 

Mayor Regulation as the legal basis for the 

implementation of e-performance supported the 

programme. The money and technology grants enhanced 

the performance of employees in the Program 

Development Department in the City Government of 

Surabaya. 

Furthermore, Ariany and Putera evidenced moderate level 

of service performance in two SKPDs in the City 

Government of Pariaman. For the Integrated Licensing and 

Investment Services Office (KP2TPM), the service given 

is satisfactory. However, the SKPDs pertinent to licensing 

in this department lack in coordination. For the Civil 

Registry Office, although the service is acceptable, the 

standard operating procedures (SOPs) is inexplicit. As a 

result, state employees fail to provide excellent services. 

Thus, it is necessary to develop the apparatus resources to 

advance services and coordination between SKPDs related 

to licensing [12] and [13]. 

3. RESEARCH METHODOLOGY 

This quantitative research employs multiple regression 

analysis methods. The data are primary and derived from 

questionnaires and field observations. The respondents are 

state employees (ASN) based in Lubuklinggau from the 

One-Stop Integrated Investment and Services Office 

(DPMPTSP); Regional Income Office; Civil Registry 

Service Office; and City Planning Office as well as Sub-

District Office. This study distributed 300 questionnaires 

and received 249 responses. 

4. RESULTS AND DISCUSSION 

Based on the responses from the respondents, the 

following information was obtained: 

4.1. Regression Analysis Results 

Table 1 Deskriptive statistics 

 
 

From a scale of 5, the average perception of respondents 

of the variable Public Service Performance (PSP) is 3.84, 

the average perception of respondents of the variable E-

Government Policy (E-Gov) is 3.79, the average 

perception of respondents of the variable Commitment of 

Leader (Commit) is 4.06, and the average perception of 

respondents of the variable Development of Apparatus 

Resources (DAR) of 3.94. 

 

Table 2 Correlations 

 
 

There is a moderate relationship between Public Service 

Performance (PSP) with E-Government Policy (E_Gov), 

Commitment of Leader (Commit), and Development of 

Apparatus Resources (DAR). Statistically, there is a 

significant relationship of Public Service Performance 

(PSP) with E-Government Policy (E_Gov), Commitment 

of Leader (Commit), and Development of Apparatus 

Resources (DAR) as the obtained p-value (Sig.) is less 

than 5%. In addition, there are significant relationships 

among independent variables but statistically, the 

relationships fail to show any deviation from the 

multicollinearity assumption. 
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Table 3 Variables entered 

 
 

Table 4 Model summary 

 
 

The coefficient of determination value (R2) of 0.635 

indicates that the model obtained can explain variations in 

existing data of 63.5%. The strength of this model is 

relatively sufficient as it is only for hypothesis testing 

instead of prediction. 

 

Table 5 Anova
a 

 

 

As a result of simultaneous testing, the F-test statistic 

value is as much as 144.72 with a p-value (Sig.) of 0,000, 

which is less than 5%. This shows that there is a 

significant effect between the three independent variables 

simultaneously on the dependent variable (PSP). 

 

Table 6 Coefficients
a 

 

 

The results of partial testing are as follows: 

1. There is a significant positive effect from E-Gov as 

much as 10.6% on PSP if other factors are considered 

constant. This means that if E-Gov increases, the PSP 

will follow. 

2. There is a significant positive effect from Commit as 

much as 2.3% on PSP if other factors are considered 

constant. This means that if Commit increases, the 

PSP will follow. 

3. There is a significant positive effect from DAR as 

much as 17.6% on PSP if other factors are considered 

constant. This means that if DAR increases, the PSP 

will follow. 

4.2. Regression Coefficient Test Results 

The results of calculations of the multiple linear regression 

coefficients present the regression equation as follows: Y 

= 0.339 + 0.310X1 – 0.154X2 + 0.433X3 + e 

The equation above can be interpreted as a constant value 

of 0.339 indicates that if the value of E-Government 

Policy Implementation (X1), Leadership Commitment 

(X2), and Development of Apparatus Resources (X3) is 

equal to zero, or in other words, if there is no E-

Government Policy Implementation, Leadership 

Commitment, and Development of Apparatus Resources 

then the value of Public Service Performance is 0.339 

statistical unit value. 

The coefficient value of X1 = 0.310 states that for each 

addition of 1 statistical unit value of E-Government Policy 

Implementation, 0.310 statistical unit value of Public 

Service Performance will increase, given that Leadership 

Commitment (X2) and Development of Apparatus 

Resources (X3) are constant. 

The coefficient value of X2 = -0.154 states that for each 

addition of 1 statistical unit value of Leadership 

Commitment, 0.154 statistical unit value of Public Service 

Performance will decrease, given that E-Government 

Policy Implementation (X1) and Development of 

Apparatus Resources (X3) are constant. 

The coefficient value of X3 = 0.433 states that for each 

addition of 1 statistical unit value of Development of 

Apparatus Resources, 0.433 statistical unit value of Public 

Service Performance will decrease, given that E-

Government Policy Implementation (X1) and Leadership 

Commitment (X2) are constant. 

Additionally, the t-test is needed to partially measure the 

significant effects of E-Government Policy 

Implementation, Leadership Commitment, and 

Development of Apparatus Resources on Public Service 

Performance. The findings show that sig = 0,000 and α = 

0.05. The sig value is smaller than the value of α for all of 

the variables. This means that E-Government Policy 

Implementation has a significant effect on the 

Performance of Public Services, Leadership Commitment 

has a significant effect on the Performance of Public 

Services, and Development of Apparatus Resources has a 

significant effect on the Performance of Public Services. 

5. CONCLUSION 

The results of this study reveal that, simultaneously and 

partially, the implementation of e-government policies, 
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leadership commitment, and apparatus resources 

development have significant effects on the performance 

of public services in the City Government of 

Lubuklinggau. This implies that as long as the City 

Government of Lubuklinggau properly manages and 

enhance their implementation of e-government policies, 

leadership commitment, and apparatus resources 

development, they will produce quality public service 

performance. 
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