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Abstract.  This study explores the influence of the appearance and attitude of
State Civil Apparatus (ASN) on public service quality in the General Bureau of
West Sulawesi  Province.  It  emphasizes the role of training in shaping ASN
behavior and professionalism, which significantly impacts public perceptions of
service delivery.   The research employs observation, interviews, and document
analysis of service regulations to assess the effectiveness of service excellence
training. Findings indicate that such training enhances ASN professionalism by
improving  their  neatness,  friendliness,  and  overall  demeanor,  fostering  a
positive public image and increasing guest satisfaction. Additionally, the study
highlights that regulations supporting service standards further reinforce ASN
professionalism and service quality. These findings underscore the necessity of
continuous training programs to maintain and improve public service delivery.
Ensuring that ASN receives ongoing professional development will sustain high
service standards, strengthen public trust, and enhance the overall efficiency of
government services in the General Bureau of West Sulawesi Province.
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1 INTRODUCTION

The role of the State Civil Apparatus (ASN) in public services at the General Bureau
of West  Sulawesi  Province is very important  and has  a  significant impact  on the
quality  of  services  received by the  community.  ASN is  responsible  for  providing
services  that  are  not  only  administratively  effective  but  also  provide  a  positive
interaction  experience  for  the  community [1].  In  an effort  to  fulfill  this  role,  the
appearance  and  attitude  of  ASN  are  aspects  that  cannot  be  ignored.  The  good
appearance of ASN, in accordance with the provisions of West Sulawesi Governor's
Regulation No. 15 of 2022 concerning Official Clothing, reflects professionalism and
builds public trust in the quality of services provided. A neat and formal appearance
not only strengthens the image of discipline and identity of ASN, but also gives a
positive impression to the community served, so that it has the potential to improve
the quality of interaction in administrative services [2].

 
In  addition  to  the  appearance  aspect,  a  friendly,  professional,  and  responsive

attitude of ASN is crucial in creating a conducive service environment. This positive
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attitude will not only affect the public's perception of the effectiveness of services, but
also  play  a  role  in  increasing  community  satisfaction  [3].  This  indicates  that  the
appearance and attitude of ASN are two key elements that complement each other in
improving the quality  of  public  services  at  the General  Bureau of  West Sulawesi
Province.  These  two  aspects,  when  going  hand  in  hand,  can  create  a  positive
experience for the community and support the achievement of the government's goals
in realizing better public services.

The dedication of ASN to the ongoing enhancement of public service delivery is
crucial. Consistent training and skill enhancement, particularly in customer service
and  technical  administrative  abilities,  enable  ASN  to  address  diverse  community
requirements proficiently and effectively. This strategy corresponds with the objective
of  the  General  Bureau  of  West  Sulawesi  Province  to  deliver  services  that  fulfill
administrative standards while surpassing community anticipations in professionalism
and responsiveness.

The  capacity  of  ASN  to  adjust  to  evolving  public  demands  and  maintain
adaptability in the execution of novel service methodologies, particularly in an age
where digital transformation is crucial, significantly contributes to the improvement
of  service  accessibility  and  efficiency  [4].  By  integrating  digital  technologies,
including online platforms and automated systems, ASN may optimize procedures,
minimize  wait  times,  and  provide  services  with  greater  transparency,  therefore
enhancing public trust.

The interplay of ASN’s look, demeanor, proficiency, and adaptability to digital
tools  creates  a  solid  basis  for  high-quality  public  services.  This  comprehensive
strategy not only fulfills current public service standards but also fosters enduring
enhancements  in  community  satisfaction  and  trust  in  governmental  institutions.
Consequently, the General Bureau of West Sulawesi Province's emphasis on these
factors  is  a  strategic  initiative  aimed  at  realizing  the  objectives  of  effective
government and high-quality public service.

The formulation of the problem in this study includes three main questions that are
formulated based on the importance of creating quality public services. First, to what
extent  does the  appearance  of  ASN in  accordance  with  West  Sulawesi  Governor
Regulation  No.  15  of  2022  concerning  Official  Clothing  affect  the  image  of
professionalism and public trust? Performances that follow the rules are expected not
only to give a positive impression, but also to improve the quality of ASN interaction
in administrative services and strengthen public perception of ASN professionalism.

The  second  question  is  how the  attitude  of  civil  servants  in  providing  public
services can affect public perception of the effectiveness of the services they receive.
A  friendly,  professional,  and  responsive  attitude  is  indispensable  in  creating  a
conducive service environment and increasing overall community satisfaction. Third,
this study seeks to identify what challenges ASN faces in implementing good public
service standards in the West Sulawesi Provincial General Bureau. These challenges
include internal factors, such as the capacity and competence of civil servants, as well
as  external  factors,  including  increasing  public  expectations  for  quality  public
services.
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2 LITERATURE REVIEW

2.1 The Concept of Public Service and the Role of ASN

Public service is a fundamental concept in government that aims to meet the needs of
society  as  a  whole.  This  concept  includes  various  activities  carried  out  by  the
government to provide services to citizens, both in the form of goods, services, and
administration. The importance of public services lies in their function as a means of
fulfilling  people's  rights  and  accommodating  their  needs  appropriately  and
sustainably. In this context, the government has a role as a servant, not only for the
benefit of the government itself, but more broadly for the welfare and improvement of
the quality of life of the community [5].

The  role  of  the  State  Civil  Apparatus  (ASN)  in  the  implementation  of  public
services in Indonesia is very significant, especially within the General Bureau of West
Sulawesi Province. ASN bears the responsibility to provide quality services, which
reflects their professionalism and integrity as servants of the state. In accordance with
West Sulawesi Governor's Regulation No. 15 of 2022, ASN is expected to be able to
carry out their duties well, considering that they are at the forefront of interaction with
the community. In this case, ASN is not only an implementer of public policy, but
also an agent of change aimed at strengthening public trust in the government.

The  quality  of  public  services  has  a  direct  impact  on  the  level  of  trust  and
satisfaction  of  the  community.  Good  and  responsive  service  not  only  meets  the
expectations  of  service  users,  but  also  increases  public  trust  in  government
institutions. On the other hand, if the services provided are poor, this has the potential
to lower public trust, which in turn can create dissatisfaction on a wider scale [6].
Therefore, it is very important for civil servants to continue to strive to improve the
quality of their services, in order to meet the expectations of the community, and to
support the creation of an accountable and transparent government [7].

Civil servants who provide high-quality services reflect a government committed
to the principles of accountability and transparency, which will ultimately strengthen
the relationship between the government and the community. In practice, good service
quality by ASN can help improve the image of the government in the eyes of the
public,  strengthen the  emotional  relationship  between the  two,  and  encourage  the
creation  of  an  environment  conducive  to  trust  and  collaboration  between  the
community and the government [7].

2.2 The Appearance of ASN as an Image of Professionalism

The appearance  of  the State  Civil  Apparatus  (ASN) plays an important  role  as  a
symbol  of  professionalism,  discipline,  and  identity  in  carrying  out  public  service
duties. A good appearance and in accordance with the standards that have been set not
only shows individual discipline, but also reflects the dedication of ASN as a public
servant.  This  is  crucial,  because  the  image of  ASN is  not  only  formed from the
performance aspect, but also from the way they look. A neat and formal appearance
can increase public trust in ASN, as well as create a positive impression in the eyes of
the public.
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West  Sulawesi  Governor  Regulation  No.  15  of  2022 concerning  ASN Official
Clothing emphasizes  the importance of  a formal  and neat  appearance to maintain
public trust. This provision aims to ensure that ASN appears professional in front of
the public, which ultimately strengthens the image of government institutions as a
whole. When ASN is able to perform according to the expected standards, this not
only reflects personal discipline but also shows their strong commitment to providing
optimal service to the community.

The appearance of ASN is not only related to aesthetic aspects or dress codes, but
is a strategic element in building trust and a positive image in the eyes of the public.
A good appearance can serve as an effective means to strengthen the relationship
between  ASN  and  the  community,  create  a  conducive  service  environment,  and
support the government's efforts in realizing quality and integrity of public services.

2.3 ASN's Attitude in Improving Service Quality

The attitude of the State Civil Apparatus (ASN) has a very big role in improving the
quality  of  public  services  [8].  Attitudes such as  friendliness,  professionalism,  and
responsiveness  are  key  elements  that  make  up  a  conducive  service  environment.
When ASN is friendly and professional, the community will feel more appreciated, so
that  a  positive  interaction  is  created  between ASN and the  community.  Research
shows that the friendliness of civil servants can directly increase public satisfaction
with services.

The relationship between ASN attitudes and public perception of the effectiveness
of public services is also very close. The public often assesses the quality of service
based on their experience when interacting with ASN. If ASN shows a positive and
professional attitude, the public tends to have a good perception of the effectiveness
of the services received. On the other hand, negative or unprofessional attitudes from
civil servants can reduce the level of public trust and satisfaction with public services
[9].  Thus, it  is  very important  for  ASN to continue to improve their  attitude and
behavior in providing services to the community.

2.4 Challenges Faced by ASN in Public Service

The State Civil Apparatus (ASN) faces various challenges in providing optimal public
services,  which  can  be  divided  into  two  main  categories:  internal  and  external
challenges.  Internal  challenges  include  aspects  of  the  capacity,  competence,  and
discipline of ASN in carrying out their duties [10]. Good capacity and competence are
needed so that ASN can provide effective and efficient services. However, challenges
often arise due to a lack of adequate training, low motivation, and discipline problems
that can hinder ASN's performance in serving the community. Lack of discipline in
ASN is also an important problem, because indiscipline has the potential to cause
delays in service and reduce the quality of interaction between ASN and the public.

External challenges for ASN include higher public expectations and the dynamics
of public needs that continue to grow. Currently, people want public services that are
faster,  more transparent,  and responsive to  them. Dissatisfaction with the services
provided can trigger public criticism and even potentially reduce the level of public
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trust  in  the government.  Therefore,  ASN is  required to  be able to  adapt  to  these
changes and be able to meet the expectations of a society that continues to develop.

3 RESEARCH METHODS

This study uses a qualitative approach through a participatory observation method to
examine the influence of the appearance and attitude of the State Civil  Apparatus
(ASN) on public services, especially in handling guests and mail administration, in
accordance with the provisions of  West Sulawesi  Governor Regulation No. 15 of
2022  concerning  Official  Clothing.  The  selection  of  the  qualitative  approach  is
intended to deeply understand how the appearance and attitude of civil servants affect
their interaction with the community as well as the perception of the quality of public
services provided. In participatory observation, researchers are directly involved in
the research situation, making it possible to observe the behavior of civil servants in
real situations and understand the dynamics of interactions between civil servants and
the community [11]. This approach is more effective in digging into rich contextual
data than simply relying on numerical data,  which is one of the main reasons for
choosing this method.

This approach also allows researchers to highlight the importance of a presentable
appearance and a friendly demeanor as key aspects that have the potential to increase
public  trust.  This  research  is  focused  on  the  influence  of  ASN's  appearance  and
attitude on public perception of the quality of public services, especially in the aspects
of guest handling and correspondence administration. This focus aims to explore the
relationship  between  the  appearance  of  ASN,  which  is  regulated  in  regional
regulations, and ASN's attitude in service interaction. The scope of the research is
limited to ASN who work at the General Bureau of the West Sulawesi Provincial
Government  and  are  directly  involved  in  guest  service  and  correspondence
administration. This clear focus facilitates an in-depth analysis of the contribution of
ASN's appearance and attitude to the community's experience in receiving services.

The  data  in  this  study  were  collected  through  three  main  methods:  direct
observation, semi-structured interviews, and document analysis. Direct observation is
used  to  observe  the  interaction  between  ASN  and  guests  as  well  as  the
implementation  of  correspondence  duties,  allowing  researchers  to  evaluate  the
suitability  of  ASN's  appearance  with  the  standards  set  out  in  the  Governor's
Regulation. Through observation, researchers can obtain accurate empirical data on
the impact of ASN's appearance and attitude on the quality of services provided to the
community.

This study uses several data analysis techniques, including qualitative descriptive
analysis, thematic coding, and data triangulation. Qualitative descriptive analysis is
used to describe the influence of ASN's appearance and attitude on public perception
of service quality.
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4 RESULTS AND DISCUSSION

4.1 Field Observation

Direct  observation  includes  various  activities  organized  by  the  West  Sulawesi
Provincial  General  Bureau  to  improve  the  skills  and  professionalism  of  human
resources in public service. In an effort to improve the quality of service, the General
Bureau  conducts  training  designed  to  equip  civil  servants  with  interpersonal  and
professional skills that support their duties in community service.

Some of these training include service excellence training, where participants are
taught important principles in serving guests, both internal guests and guests from
outside  the  region.  This  training  focuses  on  specific  tasks  and  functions  such  as
receptionists, etiquette in table manners, and housekeeping management. These things
are very important in improving the quality of guest reception, which has an impact
on the organization's image and service effectiveness.

The results of this observation show that ASN who have participated in the training
seem more prepared and professional in carrying out their duties. Their appearance
and attitude are more orderly, neat, and in accordance with the set standards. This
positive change can be seen from a cleaner appearance and a more polite attitude
when interacting with the community,  which of  course supports  the creation of  a
positive impression on every interaction.

4.2 Semi-Structured Interview

Semi-structured  interviews  are  conducted  with  civil  servants  involved  in  public
service as well as guests with whom they have interacted. This interview aims to
explore the perceptions of both parties regarding the quality of services provided and
the effects of the training that ASN attends.

The results of the interview show that the attitude of friendliness and politeness of
ASN is an aspect that is highly appreciated by the community. Civil servants who
serve with an open and respectful attitude tend to increase guest satisfaction, both in
direct  public  service  tasks  and  in  administrative  contexts.  In  addition,  many civil
servants  have  benefited  from  the  training.  They  admitted  that  they  were  more
confident and skilled in handling various situations in the field, so that they were able
to maintain professionalism and improve the comfort of guests .

A number of guests also admitted that the friendly and responsive attitude of ASN
improved  their  experience  while  interacting  with  government  services.  The
professional  attitude  shown  by  ASN  helps  create  a  conducive  and  positive
environment, and makes it easier for guests to obtain the information they need.

4.3 Document Analysis

The analysis of the documents was carried out by referring to various regulations,
laws, and official documents that govern the governance of public services in West
Sulawesi Province. This analysis includes an understanding of the Constitution of the
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Republic of Indonesia No. 25 of 2009, which defines public services as an effort to
meet the needs of the community through various services regulated by law.

Furthermore, the Governor of West Sulawesi Regulation No. 4 of 2022 explains
the duties  and  structure  of  the  General  Bureau  in  providing public  services.  This
bureau has an important role in supporting administrative and household activities,
including asset management and services to regional leaders.

In addition,  the Governor of  West  Sulawesi  Regulation No.  15 of  2022 which
regulates  ASN  official  clothing  is  an  important  reference  to  ensure  that  ASN
appearance  standards  are  in  accordance  with applicable  norms.  In  this  regulation,
ASN is required to wear official clothes that reflect professionalism and identity as
public servants. This dress code is designed to increase the discipline, respect, and
authority of civil servants in carrying out their duties, all of which have an impact on
the image and quality of public services.

With the analysis of this document, it can be understood that every aspect of public
service, from appearance to attitude, has a strong legal basis and is regulated in detail.
This regulation not only supports the formation of ASN's professional image but also
ensures that every interaction with the community is in accordance with the expected
standards.

4.4 Analysis of Research Results

The results of this study use three main analysis techniques: qualitative descriptive,
thematic coding, and data triangulation, which aims to explore the influence of ASN's
appearance and attitude on public perception of the quality of public services in the
West Sulawesi Provincial General Bureau.

4.5 Qualitative Descriptive Analysis

Direct observation of ASNs who take part in service excellence training shows
significant changes in the quality of their services. The civil servants involved in this
training seem more professional in appearance and attitude. They demonstrate better
tidiness,  friendly  attitudes,  and  interpersonal  skills  that  support  interaction  with
guests. A cleaner and more orderly appearance, as well as a more polite attitude, also
have a positive impact on the image of the General Bureau in the eyes of the public.
The community also felt an improvement in the quality of service, which showed that
this training contributed directly to the quality of public services.

4.6 Thematic Coding

In  semi-structured  interviews  with  civil  servants  and  guests,  several  important
recurring  themes  emerged,  such  as  "friendliness,"  "politeness,"  "confidence,"  and
"quick response." From the results of this interview, it can be seen that the community
really appreciates the friendly and responsive attitude of ASN. ASNs who show a
polite and open attitude improve the experience of guests who interact with them. On
the other hand, the civil servants also revealed that the training they participated in
gave them a higher sense of  confidence in serving the community,  which had an
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impact  on  the  comfort  of  guests.  This  thematic  coding  reveals  that  attitude  and
appearance are the two main factors that affect the perception of service quality.

4.7 Data Triangulation

To ensure the consistency of the analysis results, data triangulation was carried out by
comparing  the  results  of  observations,  interviews,  and  official  documents.
Observation data showed an improvement in the appearance and professionalism of
ASN, while interviews highlighted the importance of friendliness and politeness in
increasing guest satisfaction. In addition, the regulations contained in West Sulawesi
Governor Regulation No. 15 of 2022 concerning ASN official clothing provide a legal
basis that ensures that ASN appearance standards are in accordance with applicable
norms. The results of this triangulation confirm that the improvement of the quality of
public  services  is  not  only  recognized  by  the  community,  but  also  supported  by
formal policies that affect the appearance and attitude of civil servants.

5 CONCLUSION

The results of the study show that the appearance and attitude of civil servants in the
General Bureau of West Sulawesi Province have a significant influence on the quality
of  public  services.  The  training  provided  has  succeeded  in  improving  the
professionalism of ASN, which is reflected in the improvement of their appearance
and attitude. This directly affects the public's perception of the quality of the services
provided, which are increasingly appreciated by guests and the wider community.

The General Bureau of West Sulawesi Province is advised to continue to develop
more  intensive  and  sustainable  training  programs,  which  focus  on  improving
interpersonal  skills,  appearance,  and  service  ethics.  This  training  needs  to  be
expanded  to  include  all  civil  servants  to  ensure  consistency  in  service  quality  in
various work units. This program can also be adjusted to local needs and challenges
faced in public services to make them more relevant and effective.

The  limitation  of  this  study  is  that  the  scope  is  limited  to  one  agency  (West
Sulawesi Provincial General Bureau) and only involves observation and interviews
with ASN and guests who are directly involved.  Further  research can expand the
scope  by  involving  various  government  agencies  in  other  regions  to  get  a  more
comprehensive  picture.  In  addition,  further  research  can  delve  deeper  into  other
factors  that  affect  the  quality  of  public  services,  such  as  leadership,  available
resources, and organizational culture.
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