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Abstract

The aim of this research is to determine the implementation of public service principles in the
technical implementation unit of the Air Putih crossing of the Bengkalis Regency Transportation
Service. The research method used is a qualitative approach through descriptive surveys and data
reduction techniques. The data source is from the informant as the head of the UPT as. Data
collection techniques include in-depth interviews, field observations to observe events in the
research field, documentation in the form of results from other people in the form of archives and
other documentation. The conclusion of this research states that the implementation of public
services in the White Water Crossing Technical Implementation Unit of the Bengkalis Regency
Transportation Service is quite implemented, but still needs to be improved and improved services
based on indicators of Communication, Resources, Disposition and Bureaucratic Structure. The
inhibiting factor is the limited number of people who are skilled in providing services. Some
employees are not skilled in carrying out their duties, resulting in a backlog of work, which is an
obstacle in serving the White Water Crossing technical service unit.

Keywords: Implementation, Public Services, Water Crossings, Transportation Service.
A. Introduction

Public administration can be thought of as a connecting link between government and society
(the public). Public administration is used to better understand this relationship and can increase
the responsibility of a public policy for the effectiveness of its implementation. Public
administration today has been given more meaning than just a simple definition, namely "the
science of state affairs.” Public administration has a very large role in covering all aspects of the
social, political, cultural and legal environment that influence the implementation of the duties of
state institutions.

Transportation has a very vital contribution and strategic dimension to national development,
because of its role as a driver and driver of development activities and as an adhesive for gaps
between regions. The strategic position of transportation is increasingly felt to be important when
many other sectors have had their role reduced as a result of the prolonged economic crisis, while
the role of transportation has turned out to be a central point for the revival of the real sector in the
post-crisis national economy.

A port is a place consisting of land and/or waters with certain boundaries as a place for
government activities and business activities which is used as a place for ships to dock, boarding
and disembarking passengers and/or loading and unloading of goods, in the form of terminals and
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ship berths equipped with shipping safety and security facilities and port supporting activities as
well as a place for intra- and inter-mode transportation (Sailing Law No. 17 of 2018).

The public hopes that there will be changes in the administration of government that is clean,
accountable and reliable in carrying out its functions and roles. High public expectations can
change the paradigm and fundamental order of the government administration system.

The provision of public services by government officials to the community is an implication
from the function of the State apparatus as a public service, so that the position of the government
apparatus in public services is very strategic because it will determine the extent to which the
government apparatus is able to provide the best service for the community and the extent to which
the State has carried out its role well in accordance with the objectives of its establishment. Moenir
(1992:56) states that public service is an activity carried out by a person or group of people based
on material factors through certain systems, procedures and methods in an effort to fulfill the
interests of other people according to their rights.

In general, the Bengkalis Regency Transportation Service continues to strive to improve its
services to the public so that the public feels very satisfied with the services at the Bengkalis
Regency Transportation Service, especially at the Peberagan UPT. The Bengkalis Regency
Transportation Service is one of the Work Units under the Ministry of Transportation which
continues to improve its services to the public.

B. Research Methods

This research is descriptive qualitative research that describes the phenomena that occur. J.
Moleong (2017:24). Defining qualitative research as a research procedure that produces descriptive
data in the form of written or spoken words from informants and behavior observed in the field
according to the research focus

1. Datasource

The types and sources of data collected through informants in this research include the

following:

a. Primary data. Primary sources/data are data sources that directly provide data to data
collectors. This primary source is in the form of interview notes obtained through
interviews conducted by the author.

b. Secondary data. This secondary data source can be the result of further processing of
primary data presented in another form or from people. Secondary data is data obtained
through literature study by reading books, literature, journals, newspapers and various
other information relating to the problem being studied.

2. Data Collection Technique

Data collection in qualitative research is words and actions. The main data sources are
recorded through written notes or through video/audio recording, taking photos or films in this
research, namely as follows:

a. Interview (Interview). To obtain in-depth data and information, this research uses
interviews as the main technique for collecting data, which is applied to certain parties
related to the research objectives. An interview is a meeting of two people to exchange
information and ideas through questions and answers, so that meaning can be constructed
on a particular topic.

b. Observation, namely a data collection technique using observation, is used if the research
concerns human behavior, work processes, natural phenomena and if the number of
informants being observed is not too large.
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c. Documentation. Documentation is a data collection technique by collecting and analyzing
documents, both written documents and unwritten documents such as images and
electronics.

3. Data analysis

The data obtained through interviews, tests, documentation and observation is then put into
the form of a description which is prepared in accordance with a predetermined systematic writing
framework. The data analysis carried out in this research used two approaches, namely the
qualitative approach. According to Miles and Hubermas, qualitative data is obtained from data
reduction, data display and conclusion drawing/verification.

C. Results and Discussion

1. Implementation of Public Service Policy at the White Water Crossing Technical
Implementation Unit of the Bengkalis Regency Transportation Service.

Changes or reforms in public service administration are directed at optimizing service
delivery at the service level closest to the community. With the issuance of Law Number 25 of
2009 concerning Public Services and Law Number 23 of 2014 concerning Regional Government,
this service unit has become a service node for integrated service offices/agencies in districts/cities
while improving service quality and bringing services closer to the community.

Public service is one of the government's obligations in an effort to serve the community.
The state was formed basically to provide services to the community, both services in the form of
protection, access and fulfillment of basic rights as living creatures. Specifically, public services
are efforts to fulfill the services, goods and administration provided by the government in various
aspects of life for the welfare of society. Various aspects of life in providing public services are
quite popular in society, such as aspects of education, health, and no less important, namely
administrative aspects. The public hopes that there will be changes in the administration of
government that is clean, accountable and reliable in carrying out its functions and roles. High
public expectations can change the paradigm and fundamental order of the government
administration system

The provision of public services by government officials to the community is an implication
of the function of the State apparatus as a public service so that the position of government officials
in public services is very strategic because it will determine the extent to which the government
apparatus is able to provide the best service to the community and the extent to which the State has
carried out its role well in accordance with the objectives of its establishment. Suggests that public
service is an activity carried out by a person or group of people based on material factors through
certain systems, procedures and methods in an effort to fulfill the interests of other people
according to their rights.

2. Communication in the Implementation of Public Services at the White Water Crossing
Implementation Unit of the Bengkalis Regency Transportation Service

Communication will greatly determine the success of achieving the goals of policy
implementation. Effective implementation occurs when decision makers already know what they
are going to do. Knowledge of what they will do can work if communication goes well, so that
every policy decision and implementation regulation must be transmitted (or communicated) to the
right department.

Apart from that, the policies communicated must be precise, accurate and consistent.
Communication (or transmission of information) is needed so that decision makers, namely
implementors, will be more consistent in implementing every policy that will be implemented in
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society. Therefore, communication is one of the main factors in implementing policies, the
communication factor is the main flow for implementing every policy when it comes to
implemented. This is related to the question of how to convey a policy that is to be implemented
both to the implementers and to the policy targets, then how to find out the response of the
implementers of the policy.

To convey the policy decisions taken, policy communication is needed which aims to change
attitudes, change opinions, change behavior and create mutual understanding because
communication is an interaction between communicators and communicaters who exchange and
give the same meaning to information for one particular purpose through media, techniques or
methods that have been determined.Clarity of policy measures and objectives therefore needs to
be communicated appropriately with implementers. Consistency or uniformity of basic measures
and objectives needs to be communicated so that implementers know the exact measures and
objectives of the policy.

3. Transmission of policies in the Implementation of Public Services at the White Water
Crossing Implementation Unit of the Bengkalis Regency Transportation Service

Effective policy implementation occurs when decision makers know what to do.
Communication in implementing policies is very important to implement. This aims to provide
information regarding the policies that have been made. It is also very important for implementers
to implement a policy where the content and objectives of the policy will be known if it has been
communicated well to the implementers of the policy.

However, from the outreach carried out to both the public and employees, it was found that
the outreach was not comprehensive. Because so far only employees have been given knowledge
about this. Before being able to implement a policy, the implementer must be aware that a decision
has been issued, there are often misunderstandings regarding the decision that has been issued. So
that there are no misunderstandings, good socialization must be carried out to the community,
especially to employees as implementers, as well as socialization is provided to the community.

4. Implementation of Public Services at the White Water Crossing Implementation Unit of
the Bengkalis Regency Transportation Service

A policy adopted by a policy maker must contain clear and consistent content. A policy with
clear content will make a policy easier and will avoid distortion or deviation in its implementation.
This is because if a policy has clear content then the possibility of wrong interpretation by the
implementer can be avoided and conversely, if the content of a policy is still unclear or unclear,
the potential for misunderstanding will be large.

Implementation will be effective if all components responsible for their duties and
responsibilities in carrying out their duties, in making a decision must know the stages in
implementing it. Implementation of the policy must be accepted by all workers and all elements
must understand it clearly and in accordance with the aims and objectives of the decision.

5. Consistency in the Implementation of Public Services at the White Water Crossing
Implementation Unit of the Bengkalis Regency Transportation Service

The implementation of communication must be consistent and clear to determine or carry
out. If the orders given change frequently, it can cause confusion for implementation in the field.
Even though consistency refers to guidance on counseling materials, the integrity, completeness
and systematicity of the delivery delivered is less than perfect and systematic, the quality of
communication will be biased. Therefore, consistency must also receive attention in
communication.

Based on the responses of informants, the leadership and employees of the Bengkalis
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Regency Water White Crossing UPT stated that their party had tried to provide the maximum
possible service to the community. Information regarding departure and arrival is always in
accordance with the specified time, and the place to purchase tickets is at the port and the Air Putih
crossing UPT has collaborated with several private parties to make it easier for passengers to
purchase tickets. However, this has not been implemented optimally, but there are still several
weaknesses which are the next homework for UPT Air Putih Crossing to be addressed for the
comfort of passenger travel.

The response from the public is in accordance with the results of observations by researchers
in the field which state that officers always provide information to passengers regarding the ship's
departure and arrival schedule at the port, even if there is a delay in departure, they also always
provide information to passengers so that passengers do not feel disadvantaged in terms of time
and cost.

6. Resources in the Implementation of Public Services at the White Water Crossing
Implementation Unit of the Bengkalis Regency Transportation Service

To implement a policy, it is very necessary to have relevant resources in implementing the
policy, human resources that guarantee that the policy can be directed as expected, and the
existence of supporting facilities that can be used to implement the policy. The availability of these
resources can be measured from the following indicators:

a. Human resources are resources that can take the form of human resources, namely
implementer competition, and supporting resources such as facilities and infrastructure.
Employees were assigned to carry out and supervise and review activities related to
services at the White Water Crossing UPT.

b. Availability of financial resources, facilities and infrastructure. Adequate sources of funds
and facilities and infrastructure to support the implementation of services such as
comfortable seating, adequate office space or waiting room for passengers, cleanliness,
toilets, ticket booths and other supporting infrastructure needed for passenger comfort in
carrying out services. The amount of funds and infrastructure at the White Water Crossing
UPT is still inadequate.

c. Disposition which means talking about the implementor's attitude/response to the policy,
namely in the form of the implementer's awareness, the implementer's
instructions/directions to respond to the program towards acceptance or rejection, and the
intensity of the response. Implementers may understand the aims and objectives of the
program but often fail to implement the program appropriately because they reject the
objectives contained in it, thereby secretly diverting and avoiding program
implementation. Apart from that, support from implementing officials is needed to
achieve program targets.

d. Disposition factors (tendencies) are the third factor in determining the success of policy
implementation, which has important consequences for effective policy implementation.
Organizational structure is the arrangement of the relationships between component parts
and positions in an organization. The organizational structure specifies the division of
labor and shows how functions and activities are related to each other, in some cases also
shows the level of specialization, hierarchy, authority and relationships. Through a good
structure, we can realize the division of tasks, functions and work procedures, authority
and responsibility, in order to create harmonization and work motivation in an
organization.

7. Inhibiting Factors in the Implementation of Transportation Services’ White Waters
Crossing Services

The obstacles faced in implementing services for the public interest at the White Water
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Crossing UPT are as follows:

a.

Due to limitations in skilled human resources in service to the community, because there
are still employees who do not understand how to carry out the basic tasks assigned to
them, resulting in a backlog of work, which is the cause of services at the UPT in the
White Water Crossing.

. Limited service facilities that are no longer suitable for use. Regarding facilities in

general, they meet the requirements as a place to carry out public services, especially
maritime passenger services, standards according to existing regulatory procedures will
have an impact on security and comfort, but there are some of these facilities that are no
longer suitable White Water Crossing UPT.

There are no standards governing services at the White Water Crossing UPT. Only the
regulations contained in the contract decision letter serve as guidelines for carrying out
safety work tasks which refer to Law number 8 of 2008 concerning Water Shipping.

D. Conclusion and Suggestion

1. Conclusion

Based on the discussion regarding Policy Implementation which is already underway, but
still needs to be improved and improved services, several conclusions can be drawn, namely as

follows:
a.

Communication indicators are quite good, the public is always given information
regarding departure and arrival schedules. Meanwhile, if there is a delayed schedule,
officers always provide information to passengers first, so that passengers do not wait too
long.

. Resource indicators are quite good, but there are still things that need to be improved and

added, such as in terms of human resources, there are still employees doing more than one
main task, so there is overlapping work and in terms of facilities, there are still many
things that need to be improved, such as three toilets available. but only one can be used.
The disposition indicator states that officers are sufficiently committed to carrying out
their duties, this can be seen from the performance of employees who try as hard as
possible to carry out their duties well, and provide good service so that consumers are
satisfied.

. The indicator of the bureaucratic structure is that it is poorly implemented due to the

absence of SOPs and only being guided by the contract decision letter which is used as a
guideline in carrying out tasks.

. The obstacles faced in the implementation of the principles of public service at the White

Water Crossing UPT are limited human resources in implementing the service principles,
there are still employees carrying out more than one main task so that work overlaps, this
can hamper the services available at the Water Crossing UPT White.

2. Suggestion

Based on the discussion and conclusions regarding policy implementation, suggestions can
be submitted as follows:

a.

b.

For the UPT to recruit employees to supplement the shortage of employees so that there
is no overlapping of work so that they can provide optimal service

For the Head of UPT to provide education and training for employees so that they can
improve employees' skills and competence in carrying out their duties, considering that
not many employees understand more deeply about shipping.

For the UPT to collaborate with the government to repair and complete the facilities
needed at the UPT Crossing, remembering that the UPT Crossing is a public agency that
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provides services to the community so that by completing the facilities it can provide
comfort and satisfaction for the community as service recipients.

d. The Head of the UPT and staff are expected to prepare special SOPs that can be used as
guidelines in carrying out their duties in providing services in the form of crossing
transportation for the community.

Reference

A, Rahmawati. 2020. Implementation of Commaodity Development Program Policy in Regency
Strategy Areas in Bone Regency. Digital Library Admin.

Aan, Widiastuti. 2017. Implementation of the Maslahat Village Program Policy in Pasuruan
Regency (Study of Kalirejo Village, Bangil District).

Agustian, Maulani. 2019. Implementation of the No-Smoking Area Policy at the Dr. Regional
General Hospital. Soekardjo Tasikmalaya 2019.

Amanda, Permatasari Iman. 2016. Public Policy (Theory, Analysis, Implementation and
Evaluation of Policy). TheJournalish: Social and Government 1:34-38.

Anggriana, Tyas Martika, and Noviyanti Kartika Dewi. 2016. Identification of Homeless and
Beggar Problems at the Social Rehabilitation Center for Homeless and Beggars.
INQUIRY Scientific Journal of Psychology 7(1):31-40.

Arpin, and Rifdan. 2022. Implementation of Collaborative Government in Handling Buskers in the
Makassar City Social Service.

Asna, Aneta. 2020. Implementation of the Urban Poverty Reduction Program (P2kp) Policy in
Gorontalo City. Scientific Journal of Public Administration 1:54— 65.

Asrul Nurdin. 2018. Implementation of Regional Regulation No. 2 of 2008 concerning the
Development of Anjal, Homeless People, Beggars and Buskers in Makassar City. 141.

Ali, Faried, Andi Syamsu Alam, and Sastro M. Wantu. 2017. Policy Analysis Study of Concepts,
Theory and Application of Samples and Government Policy Analysis Techniques.
Bandung: Aditama.

Chaerudin, A. (2019). ASN Education and Training Management. Sukabumi: CV Trace.

Erwan Agus Purwanto, P., & Dyah Ratih Sulistyastuti, M. S. (2018). Implementation of Public
Policy.194. Retrieved from www.gavamedia.net.

Fahri, Rizki Adha. 2021. The Influence of Organizational Justice, Career Development and
Organizational Culture (Case Study at PT. Pertamina Training and Consulting). 2021 32—
41.

Fajarwati, Arnia, and Ulda Rahmadilla. 2022. Merilee Grindle Policy Implementation Model.
Dialogue Journal Vol 7 (1)(Vol 7 No 1 (2022): Dialogue Journal Vol. 7, No.1, July,
2022):2022.

Feni, Miawaty. 2021. Revealing the Impact of Covid-19 on Culinary MSMEs (Case Study:
Culinary MSMEs in the Rawamangun Area). 20-30.

Fuadi, Ariza. 2015. Welfare State in the View of Islam and Capitalism. Indonesian Sharia
Economics V no 1:13-32.

Haryati Kamarudin. 2017. Implementation of Special Regional Government Policy for the Capital
City of Jakarta. Thesis.

Kadarisman, M. (2018). State Civil Service Management (1st ed.). Depok: Raja Grafindo Persada.

Keban, Y. T. (2014). Six Strategic Dimensions of Public Administration: Concepts, Theories, and
Issues. Yogyakarta: Gava Media.

Masdar, S., Asmorowati, S., & Irianto, J. (2019). Competency Based Human Resource
Management for Public Services. Surabaya: Airlangga University Press.

Moloeng, L. (2017). Qualitative Research Methods. Bandung: PT Teen Rosdakarya.

Mardiyati Center for Research and Development of Social Welfare Services, Ani B., and KS RI
Ministry of Social Affairs Social Welfare Road No. 2015. Homeless Beggars and Street
Children From a Socio-Cultural Perspective Beggar-Homeless And Street Children In

113



I]LRSA Vol 2, No 3, (May - June 2024) Pages 107-114

Cultural-Social Perspective. 79-108. Empowerment, Study, Buskers Dan, Andi Rahmadi,

Mega Yolanda, and Dinda Sandy. 2014. In Probolinggo City Implementation Of Public Order
Policy In Probolinggo City (Study Of Empowerment Of Buggers And Beggers) (Case
Study Of Empowerment Of Singers And Beggars In Probolinggo City).

Nugroho, R. (2017). Public Policy (6th ed). Retrieved from PT Elex Media Komputindo.

Pasolong, H. (2019). Public Administration Theory. Bandung: Alphabeta.

Lulu Jenita's daughter. 2022. Implementation of Policies for Handling People with Social Welfare
Problems (Study of Street Children in Tasikmalaya City). Http://Repository.Unigal.Ac.ld/
volume 2 n.

Riant, Nugroho. 2018. Public Policy, Public Policy Dynamics, Public Policy Analysis, Political
Management, Political Policy Ethics. edited by Y. Masda. Jakarta: PT Elex Media
Komputindo.

Suaib, Hermanto, A. Sakti R. S. Rakia, Arie Purnomo, and Hayat M. Ohorella., 2022. Introduction
to Public Policy. edited by A. K. Muzakkir. Makassar: Humanities Genius.

Sugiyono. 2019. Research and Development Methods. 4th ed. edited by S. Y. Suryandari.
Bandung: Alphabeta.

Sugiyono. 2018. Quantitative Qualitative Research Methods and R&D. Banung, Alphabeta.
Syahruddin. 2017. Public Policy Implementation (Concepts, Theories and Case Studies).
1st ed. Bandung: Nusa Media Publishers.

Syahira Layali, Anis Fuad, lka Arinia Indriyany. 2018. Implementation of Tangerang City
Regional Regulation Number 5 of 2012 concerning the Development of Homeless Street
Children Beggars and Buskers in Tangerang City - EPrints Repository UNTIRTA.”
Retrieved August 2, 2022 (http://eprints.untirta.ac.id/965/).

Syahruddin. (2019). Public Policy Implementation (Concepts, Theories and Case Studies).
Bandung: Nusa Media.

Suleimenova, G. (2017). Civil Service Training in Kazakhstan: The Implementation of New
Approaches. Universal Journal of Educational Research, 4(10), 2347-2354.
https://doi.org/10.13189.

Sumanti, R. (2018). Competency of Civil Servants (PNS) in the Regions: Challenges and
Opportunities. Journal of Administrative Transformation, 08(02), 115-129.

Ummi, Mutmainah Ghaida. 2022. Implementation of the Policy for the Development of Street
Children, Homeless People, Beggars and Buskers in Kendari City, Southeast Sulawesi
Province.

Wicaksono, Harya Nindya. 2016. Analysis of the Implementation of Nganjuk Regency Regional
Regulation Number 8 of 2013 concerning the Implementation of Public Order (Case Study
of Beggars, Buskers, Street Vendors and Car Wipers in Kertosono District, Nganjuk
Regency) Harya Nindya Wicaks." Vol 4(32).

Wirasandi, A.A., Yamin, M.N. and Kahar, F. (2018). Implementation of law number 5 of 2014 in
developing the competence of state civil servants in the Makassar City education office.
Doctoral Dissertation, Makassar State University.

Yekwam, K., Magister, P., & Governance, I. (2019). Regional Government Policy to Increase the
Resource Capacity of State Civil Servants Through Education and Training (Research at
the Regional Secretariat of Tambrauw Regency). Thesis. Village Community
Development College.

Yulianto, Kadji. 2015. Formulation and Implementation of Public Policy. Gorontalo: Gorontalo
State University Press.

114


https://doi.org/10.13189

