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Abstract—This study aims to determine the attitude of the government apparatus to carry out services for a business license. 

This study is qualitative research with a case study approach. The data collection consists of data reduction, display, and 

the verification. This study shows that the bureaucrats just to complete the task of licensing services properly and may abide 

the risk of the various problems in the licensing services. However, this study shows that the government has not shown 

responsibility in all matters relating to their duties, which would be done and that has been done, either explicitly or 

implicitly, whether requested or not requested to the entire community. The government also has not run a task by moral 

or ethical consciousness. 

 

Index Terms— Bureaucracy, responsibility, accountability. 
________________________________________________________________________________________________________ 

I. INTRODUCTION  

In general, bureaucracy is combined the authoritarian and firm. However, the bureaucracy has a function and a very important 

role in society one is carrying out a public service [1]–[8]. The implementation of the bureaucracy regarding public service is indeed 

different in every country. Furthermore, Indonesia as one of developing countries, public services provided by the government to the 

people experiences very convoluted bureaucracy. Bureaucracy is every organization large scale composed of appointed officials, 

where the primary function is to implement the policies that have been taken by the decision makers [9]. Preferably, the bureaucracy 

is a rational system or an organized structure that is designed in a way to allow the implementation of public policies that are effective 

and efficient. 

Government bureaucracy is required to be able to provide the best possible service to the public. Service quality categorized at a 

reasonable level if the bureaucrat as a public service responsible for the task of servicing and responding to every complaint by society 

[10]. Thus, the responsibility and the response should be held every bureaucrat as a public servant. This study focuses on the public 

service to services of Business License in South Sulawesi Province held by local government bureaucracy. Qualified bureaucracy is 

requisite to provide the best possible service to the public [11]. In providing services on the business license, bureaucrats are required 

to be responsible and responsive to any complaints from the public as applicants for the business license [12]. This need has to be 

done because of the good service that would give satisfaction to the public as license applicant. 

By the principles of bureaucratic, German sociologist reveals a reason describing the form of the bureaucracy as a principle system 

to control governmental organizations. Bureaucracy has a hierarchical structure at every level by the planning centers and decision-

making [13]. Management and clear rules control the decisions made at the top level to be implemented consistently by all levels. 

Bureaucracy with practical, specific work to be performed by those who are experts later arranged in units based on work type 

that would be done based on expertise. The useful specific work is intended target that can serve the interests to empower the mission 

to serve the organization through the objectives accomplishment. Bureaucracy should be turned into more attention to community 

participation or teamwork to control their colleagues (peer group), and the domination or control is no longer on boss [14]. Also, 

bureaucracy in Indonesia initially as introduced by the European culture starting from colonial era [15]. 

The bureaucracy is also referred to the Civil Service board organizing the public service. Bureaucracy is composed of persons 

appointed by the executive, and their position is in a particular period. That is, those who are in a certain position in the bureaucracy 

sometimes retained based on their work performance. An employee usually reprimanded or dismissed from her/his position. 

However, if an employee shows satisfactory performance, she/he would be promoted to gain a higher position, of course, with the 

salary and greater authority. 

The quality of public services is strongly influenced by behavioral aspects of service providers. A dominant attitude arises as a 

characteristic of the public service bureaucracy. Attitudes that worsen the quality of service usually appear with no desire to serve 

well. There are even members of bureaucrats who complicate the service matters. There are also bureaucrats who do not understand 

the function of service to show superior attitude and tend to ignore the public interest. In public service theory is known the term 

street-level bureaucrats) or bureaucrats who determine the success of service [16]. Furthermore, the attitude of bureaucrats becomes 

important to be studied as the development of organizational quality. 

II. MATERIALS AND METHODS  

This type of research is qualitative and using a case study approach. This study was conducted at the bureaucracy of South 

Sulawesi Province. Sources of data in this study are the primary data source obtained straightforwardly in the study area and is used 

to encompass a variety of data and information relevant to the focus of study conducted through the interview technique. The author 

also observed the condition of the field of study. Secondary data sources are the supporting data necessary to complete the primary 

data that is collected. It is tailored to the needs of field data associated with the object being studied. The secondary data obtained 
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from the related books, official documents which form the office profiles, government rules and regulations, as well as other materials 

related to the study subject. By qualitative data techniques, activities carried out, i.e., data reduction (reduction), Presentation of data 

(display), and conclusion (Verification) [17]. 

III. RESULTS AND DISCUSSIONS 

The Responsibility of Government Bureaucracy  

By using the interview technique, the authors found the attitude of bureaucrats in the issuance of Business License in the province 

of South Sulawesi.  From the results of this study during three months, the authors interviewed informants both the elements of 

service personnel and bureaucrats as an informant from the community elements that ask for the Business License. Responses from 

the informants are very varied about the attitude in providing services to the public as license applicant. Bureaucrats as service officer 

said that service to the public as the applicant had been carried out appropriately by existing rules. 

However, informants from the community element as the applicant said that officers are responsible for services not yet entirely 

in providing services to the public as license applicant. Service staff on the business license is responsible only for the administrative, 

yet unethically responsible. This study showed that there are still people who feel less good service, for example. Some business 

license applicants experienced are not welcomed in the front office so that this condition requires attention. The low quality of 

bureaucratic services related to the attitude of the apparatus becomes the focus of the reinventing government concept The reform of 

public administration as a reference for bureaucracy to develop awareness of public service [10]. 

Public complaints related to service to the public conducted bureaucracy noted above, an empirical condition of government 

bureaucracy in delivering services to the public. On the other hand, the service quality aspect is essential in fostering public trust on 

government. This study showed that most of the bureaucrats who served as public servants are wholly responsible because they work 

by their duties. However, they are less responsive on servicing the applicants for business license. The attitude they display is 

dominated by the attitude of a person who needed rather than as a person who is carrying out the task of providing or providing 

services. This situation can be observed with the attitude of letting the public stand for a moment in front of the counter information. 

Applicant left standing without a greeting or identifying more closely the needs of service users as needed. As the bureaucrats in 

charge, if any society permits applicants who are already in the office area, bureaucrats should immediately respond though these 

officials are busy completing the work, this is a form of responsibility as a public servant. 

The division of authority on the bureaucracy is an important part in the formation of optimal service quality. Authority as the 

division of responsibilities in the organizational unit works well as long as the officer's attitude to perform the task is also good. [13]. 

Bureaucrat's Responsiveness In Public Service 

One of the aspects of government bureaucracy behavior in providing services to the public is the responsiveness. The results show 

that the responsiveness of bureaucrats is to provide community service to the various needs and problems that occur in the community. 

In the context of licensing services, the responsiveness of bureaucrats becomes indispensable to the community when people need 

quality licensing services. In a nutshell, responsiveness refers to the alignment of programs and service activities with the needs and 

aspirations of the people. Responsiveness as one of the indicators of performance because responsiveness directly describes the ability 

of public organizations in carrying out its mission and objectives, primarily to meet the needs of society. 

A responsive bureaucrat in service can be measured from the accuracy and speed of bureaucrats in providing services, it can be 

seen from the interview with the head of the service office said that: "In providing service to the community, always the end is the 

satisfaction of the community. Because providing services that can satisfy the public is the main task of the government. For that 

every community that comes in the Office, we certainly welcome, with greeting "what there is to be assisted." This phrase, 

synonymous with our response as a community service ". 

Knowing the responsiveness in its operation both on the accuracy and speed which become the measuring instrument of 

government service performance to the public, should pay attention to the indicators as follows; (1) complaints from the public in 

obtaining services; (2) The attitude of the bureaucratic apparatus in responding to complaints from the public; (3) improvement of 

service delivery in the future; (4) provide satisfaction of service to the community; (5) using the applicable service elements. By 

considering the results of interviews with the authors of the informants of the elements of bureaucrats generally, say that the 

responsiveness of government bureaucracy seen from the dimension of accuracy and speed in providing services all say by rules and 

mechanisms that have been outlined by the government. 

The level of responsiveness of public service can be determined if the service officers in the field of licensing have good will to 

help the service user of service permitted by giving the best service. Therefore, the principle of licensing service to the public needs 

to be based on a dialogical communication between the licensing apparatus and the community (the applicant). Also, service 

personnel should have the commitment and ability to recognize the needs and interests of the community (applicant permit). 

Based on the opinion of the informants of the elements of bureaucrats and the informants of community elements who manage 

the Fishery Business License, which is more or less in line, the researcher argues that based on the responsiveness of bureaucrats 

(accuracy and speed) in the service of fishery business permit, bureaucrats have shown excellent service, but not optimal as desired 

by the community. The researcher's opinion on the responsibility of bureaucrats in providing services to the community in line with 

the opinion of explains that one of the problems in public service is the responsiveness of local government about the task of 

government service [18]. Good service is a service that prioritizes the interests of the community (applicant permit), not for the benefit 

of service providers. 

IV. CONCLUSIONS 

This study showed that a bureaucrat in providing the public service could complete the task of business licensing services 

accurately and may bear the risk of the various problems in the business licensing service. However, the bureaucracy seemed to 
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account for not all matters related to duties, which would be done and that has been done, both written and unwritten, and either 

requested or demanded to the entire community. Also, this study also suggested to the bureaucrat to provide public service, not 

because of any judgment or the intervention from others. The bureaucrat should perform the role of government bureaucracy based 

on ethical consciousness. 

The service of Fishery Business License from the aspect of responsiveness that bureaucrats in providing services Permit to the 

public seen from the accuracy, speed, has been implemented in accordance with the rules in the administration of permits, and there 

are communities (applicants) who support, and there are also people who are less supportive. So according to the opinion of the writer 

that although responsiveness has been apparently implemented by bureaucrats, but needs to be improved, so that people in general 

who take care of Fishery Business License was satisfied. 
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