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Abstract. Consumer demand for fast, accurate, and precise information has accelerated the adoption of
information technology (IT) as a strategic tool in this era of globalization. The implementation of IT governance
in public services plays an important role in improving efficiency, productivity, and service quality, by meeting
community needs effectively. This study aims to evaluate IT governance in the public service sector through the
implementation of international standards such as COBIT, ITIL, and ISO/IEC 20000 which focus on risk
management, information security, and service efficiency. This research method uses a qualitative approach by
analyzing related frameworks and regulations, and identifying factors that support and hinder effective IT
governance. The results of the study indicate that the implementation of IT governance in public services faces
significant challenges, including resistance to change, limited resources, and lack of readiness to adapt to changes
in community values. The success of IT governance depends on the synergy between organizational policies,
information strategies, and information architecture standards applied. In addition, the ITIL-based service model
that emphasizes the integration of People, Process, Products, and Partners (4P) components has proven effective
in improving the quality and satisfaction of public service users. This study recommends increasing inter-agency
collaboration, improving technology infrastructure, and increasing digital literacy to ensure responsive,
accountable, and sustainable IT governance in the public service sector.
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1. INTRODUCTION

In this era of globalization, the need for fast, reliable, and accurate information from
consumers has driven the expansion of information technology. In terms of decision making,
information systems play a vital role for competitive businesses. Managers and other
stakeholders are beginning to pay more attention to the topic of how to strategically utilize
information technology (IT) to achieve organizational goals and optimize value.[1].

People, businesses, procedures, rules, and government regulations all play a role in
making public service delivery a complex and multifaceted endeavor. Throughout history,
public managers have been tasked with addressing public service challenges by finding ways
to improve efficiency while also being more responsive to public demands.[2], [3].

Despite growing criticism from various writers in the field of public administration, the
discussion on achieving productivity in business process management is gaining strength, with
information technology being a crucial facilitator.[4]. In terms of building service institutions
while ensuring effective, efficient and responsive governance, the main emphasis is on the role
of the community as customers and the role of government as a provider.[5].

Many people, when talking about public services, want to see them improved in many
ways, especially in terms of how they use information and communication technology.

However, there are still problems, such as the unpreparedness of society to adapt to changes in
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social values caused by global problems caused by the development of science, information
and communication.[6], [7].

The implementation of information system governance (IT Governance) in public
services is very important to improve operational efficiency, productivity, and service quality.
This is achieved by meeting customer needs and ensuring that they are satisfied.[8], [9].

Public service operations raise many questions, such as (a) how to build IT Governance
in public services by integrating service design principles with information technology and (b)
how important is the productivity and performance of public services.[10].

By examining various issues in various IT Governance studies, this study hopes to
improve public service governance.

Section 2 follows the introduction and discusses relevant research. Section 3 focuses on
examining various public sector governance issues. Section 4 describes the research findings

and reviews them. Section 5 concludes the research and suggests additional research.

2. RESEARCH METHODOLOGY

The research was conducted using qualitative methodology, and the findings will be
presented in the form of various different research approaches.[11]. The information studies
used in the research can be traced back to a number of previous studies.

2.1 IT Governance

In the early 1990s, Loh and Venkatraman (1992) and Henderson and Venkatraman
(1993) used the phrase “IT Governance” to characterize a framework that enables businesses
to make the most of their IT.[12].

IT Governance encompasses operations that generate value through strategic values
between the company and the information technology department.[13]; increase accountability
and transparency in terms of operations using information technology[14]); increasing
productivity through the implementation of effective information technology services and
applications, developing decision-making tools for risk management, and preparing IT
resources and responsibilities are the main focuses of this effort.

IT Governance is a critical corporate issue that establishes appropriate boundaries of
responsibility and accountability for information systems and information technology
management.[15]. According to Webb, Pollard, and Ridley (2006), information technology
governance (ITG) is the process of integrating information technology (IT) with business
operations through strategy alignment, IT value exchange, performance management, risk

management, regulation, and delegation of responsibility.[2], [16].
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2.2 International Standards and Framework for IT Governance and Management

IT businesses in 2024 can improve accountability, governance, and management by
implementing IT frameworks and standards such as COBIT, ISO/IEC 27001 (an update to ISO/IEC
17799), ITIL, and CMMI. These frameworks support better risk management, information security,
and IT service efficiency. COBIT, which continues to be developed by ISACA (formerly known as
the IT Governance Institute), focuses on the highest level of IT governance and management, helping
companies achieve alignment between business and IT strategies and ensure maximum business value
from IT investments.[2], [17], [18].

1. COBIT covers four areas of information technology: planning and organizing, procurement
and implementation, delivery and support, and monitoring. COBIT defines 34 frameworks for
IT processes and over 300 control objectives in each of these areas (ITGI, 2000; 2005). How
information technology (IT) can help achieve the organization’s goals is one of many strategic
and tactical issues that can be addressed with proper planning and management. The
development, implementation, and integration of information technology (IT) with business
processes are the focus of acquisition and implementation. If you want your services to be
delivered optimally, you need delivery and support. Issues about control procedures and the

need for third-party audits are addressed through monitoring.[19].

2. The IT Infrastructure Library (ITIL) is a UK-based documentation that provides best practice
for IT service management. Established in 1989 by the Centre for Computing and
Telecommunications (CCTA), ITIL is managed by the UK Office of Government Commerce
(OGC) and supported by the IT Service Management Forum (itSMF). In 2000, ITIL was
revised to integrate with the BSI Management Overview, a service management

specification.[20].

The management overview provided by BSI now provides a high-level introduction to ITIL, with
ITIL books expanding on the information and providing guidance on IT service management best
practice. The BS15000 standard, which originally provided guidance, has been replaced by ISO/IEC
20000[21], which continues to be updated through 2024. Like its predecessor, ISO/IEC 20000 is a
two-part standard that helps organizations ensure quality and efficiency in IT service management. It
also supports the implementation of high-level IT governance that focuses on aligning IT services with
business needs, improving service quality, and enhancing user satisfaction.[22]. Lifecycle-based
techniques are used in the ITIL document, which is now in its third iteration. This documentation

offers a code of practice and describes standards for IT service management.[23].
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2.3 Public service

To meet the needs of the community and its residents for goods, services, and
administrative support, public service providers carry out an action or series of actions.
This term originates from the Law of the Republic of Indonesia which regulates Public
Services. [24]

The following are examples of what the law considers to be public services, as stated
in IPEMA4429: Public Service Management, Third Edition:

1. Public goods service

Minimum standards for public goods services and provides suggestions that general

service standards need to be developed.
2. Public service delivery

The importance of accountability for those responsible for and implementing public

services.
3. Administrative services regulated by laws and regulations

The importance of community involvement in administrative services, including
supervision and planning, to ensure efficient and effective implementation of public

services by authorities.

Avrticle 3 paragraph (1) is amended as amended by Ministerial Regulation Number 4
of 2023 concerning Empowerment of State Apparatus and Bureaucratic Reform, which is
an improvement on Ministerial Regulation Number 29 of 2022 concerning Monitoring and
Evaluation of Public Service Provision Performance. Third, as referred to in paragraph (1),
other parties may cooperate with high-ranking officials of public service cadets to
implement PEKPPP. In addition, the provisions in Article 5 of the PEKPPP mechanism
are amended to be as follows: 1) planning; 2) implementation; 3) reporting of results and
follow-up; 4) assessment and awarding of awards for public service provision

performance; and 5) monitoring of follow-up.[25].

There needs to be governance, work processes, systems, authority, and costs in the
context of organizing public services. Governance needs to emphasize the importance of
innovation, initiative, and community involvement in the development process. The

relationship between the apparatus and the community needs to be changed from patron-
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client to producer-consumer or government-citizen, with the community as the main

stakeholder in this interaction.[6].

Public sector governance is a clean, effective, decentralized and accountable public
sector. The goal is to improve the economy and public welfare. Characteristics of effective
governance include competent, transparent, responsive institutions and those tasked with
providing high-quality social services. Decentralization in Indonesia has resulted in the

transfer of most responsibilities to the district and regional government levels.[26].

A better state apparatus system, better village governance, public sector reform under
authorized institutions, the Grand Strategy of Decentralization and Regional Autonomy,
and improving economic governance for the welfare of the people are the five priority
areas for revitalizing the political system and institutions that have been determined by the
Partnership.[27].

Institutions that provide public services require a network of interdependent
relationships, which often lead to competing priorities. As a result, people may lose interest
in each category. When stakeholders, including group leaders, have different interests or
when agreements among them change, collaboration tends to fail. Partnership failure may
also be caused by changes in agreements or the emergence of new interests. In addition,
the following six categories of elements—(1) environment, (2) membership, (3)
process/structure, (4) communication, (5) goals, and (6) resources are listed by Mattessich
and Monsey in their book Collaborative Governance in the Public Perspective as factors

that contribute to successful collaboration.[28].

2.4 The Importance of Productivity and Performance in Public Service

Efficiency
~— _\
=S \\
KR
Effectiveness
Equity
| ! |
Public Nonprofit For-Profit
Organizations Organizations Organizations

Picture 1. Relative importance for outcome measurement (Berman, 1998)[2]
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Berman (1998) emphasized the importance of relative relevance in measuring
outcomes in public services. This approach considers the context and elements that
influence outcomes, not just numerical values. This approach considers the interaction of
various factors that affect productivity and performance. Productivity is critical to resource
efficiency, service quality, and public satisfaction. The relative importance approach helps
identify factors that influence productivity, ensuring accurate and relevant measurements
in the given context. Performance indicators such as service speed, customer satisfaction,

and program effectiveness are often used to assess performance.

Understanding relative importance helps identify areas for improvement and
formulate strategies for better performance. Outcome measurement that takes relative
importance into account supports accountability and transparency in public services by
allowing stakeholders to see how results are achieved and the factors that contribute to
them. This approach is critical to understanding productivity dynamics and strategic steps

to improve public services.

2.5 The Importance of Productivity and Performance in Public Service
To achieve the strategic goals of e-government, the government has established six
plans, including: [29] Presidential Instruction (Inpres) Number 3 of 2003 concerning
National Policy and Strategy for E-Government Development
1. Building a reliable service system to build a reliable, low-cost and trustworthy public
service system; this system should prioritize the improvement of communication networks
and the development of public information and service portals that integrate the work

operations and management of government agencies.

2. The government plans to streamline its operations at the federal, state, and local levels by
instituting comprehensive management and work systems that can quickly incorporate

new information technologies.

3. The third approach is to maximize the use of IT to standardize the interoperability of data
exchange and financial transactions across government websites. E-billing, e-
procurement, and e-reporting are all part of this framework, and all facilitate secure
transactions involving public services and sensitive information. Furthermore, the ultimate

goal of this strategy is the establishment of networks within the government.

4. Fostering growth in the telecommunications and IT sectors and encouraging greater

engagement from business to raise the profile of business in supporting the long-term
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goals of e-government, diversifying public service management beyond the country, and

enhancing overall sector development.

5. Strengthening the capacity of human resources of the government and autonomous

regional governments is the sixth strategy. Increasing community electronic literacy and

implementing systematic development through realistic stages such as preparation,

maturation, consolidation, and utilization are the targets of this approach.

The government focuses on three main focuses based on this strategy, namely:

1.

Prosperity (Prosperity), Government services must ensure that the wider community

experiences prosperity.

Profitability, government services must offer benefits to the government, society and
the private sector through knowledge sharing and resource management, which fosters

a positive climate for these entities, and ensures their overall success.

Good Governance (good governance), Good governance ensures that government
system services are accountable to the wider community through effective

implementation.

Public service involves citizens, the private sector, and government, each of which

contributes unique values and roles to the overall effectiveness of public service, as follows:

1.

Government

Good policies, encouragement and development for business are all things that the

government supports.
The service provider company was praised for its effectiveness and efficiency.

The community promotes flexibility in transactions, fostering a disciplined, caring and

empathetic environment.
The research community is actively looking for ways to improve their work.

NGO/YLKI: The research community is actively seeking ways to improve their
work[30].

Banking: development of a safe and reliable transaction system in the banking sector.

Uncertainty and environmental change may arise from the values held by each job.
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2.6 IT Concept in Public Services

An integrated information technology system, centered on a company's business activities,
has the potential to increase productivity by providing efficient services, facilitating decision-
making regarding risk management, and ensuring resource planning and accountability.[4].

Academics are increasingly focusing on the relationship between technology and service
operations in operations management. Despite long-standing problems with service
technology, there is a growing need for systems thinking in the service industry. Service firms
can achieve performance levels comparable to industrial organizations. Marketers have been
instrumental in communicating the productivity barriers and benefits of technology in the
service industry. This shift highlights the importance of systems thinking in the service
industry.[31].

Operations management emphasizes the importance of strategic service planning, although

it does not focus on IT, but there is a need for careful technology integration.

2.7 Implementation of IT Governance in Public Services: Challenges, Strategies, and
Recommendations to Achieve Excellent Services
According to the COBIT IT Governance Effectiveness Framework, which defines IT
Governance as an integral part of enterprise governance, governance is the process of ensuring
that an organization's IT investments are aligned with its overall strategy and objectives through

defining its leadership, roles and responsibilities.[17].

The figure below illustrates the interactions that occur between the government, the people
who live there, and the business processes involved in providing public services. The figure
emphasizes the need for effective collaboration and communication to provide exceptional

services that are in line with the overall strategy, objective goals, and targets of public services.

Picture 2. Public Service Interaction[2]

Many factors, including corporate strategy, political climate, social and economic climate,
business climate, institutions, technology, and interorganizational collaboration, all impact the
idea of IT governance within an organization. All of these things can make it difficult for public

agencies to have good IT governance.
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Here are some suggestions for improving public sector IT governance: environmental
awareness; alignment of information policy, organization, and strategy; and standardized

information architecture.

3. RESULTS AND DISCUSSION

The model developed by Cobb, Samuels, and Sexton (1998) highlights the relevance of strategic
alignment as a system-oriented analysis tool for strategic transformation. This model emphasizes the
importance of strategic alignment in service performance. Therefore, the aspects that must be

considered as an increase in service focus are:

1. Market,
2. Strategy,
3. Implementation,

4. Monitor

Market Strategy

Monitors Implementation

Picture 3. Four Steps to Building Market Alignment[32]

All four phases must take alignment into account because it is an ongoing process. To
begin with, the strategy must be driven by a thorough understanding of the target audience and
market. In addition to the market, the strategy must take into account the company's strengths,
weaknesses, and personnel. Third, an HR strategy that is connected to the company's plans is
necessary for its successful implementation. Fourth, the implementation of the HR strategy is

critical to the success of the company's overall strategy.[32].

The four Ps of ITIL Service Management—People, Processes, Products (Services,

Technology, and Equipment), and Partners—require careful planning and preparation for
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implementation. This is due to the fact that inadequate planning and oversight cause several

initiatives, designs, and plans to fail.[33], as depicted in the image below:

People Process

Products

Picture 4. Ps (People, Processes, Products, Partners)[33]
Service design and planning is critical to the successful delivery of IT services, determining which
projects, processes and services will have the most significant impact on the organisation’s business,

with requirements identification and risk management being critical.

Implementing ITIL Service Management involves aligning the risks in the provision of new IT
services and operations with business risks. Many project failures are the result of inadequate
preparation and management. The 4Ps (People, Processes, Products, Partners) are used to ensure

effective planning and design, preventing failures in project planning, design and execution.

To ensure that business and IT services are aligned, organizations typically create an IT Strategy
or Steering Group (ISG). As an intermediary between IT and the business, the ISG oversees the
governance, policy, and strategy of IT services. The ISG meets periodically to discuss policies, plans,
strategies, architectures, service portfolios, and designs. It is the responsibility of the ISG team to
ensure that project schedules are reasonable, prioritize quality, and do not conflict with operational
requirements. To keep business and IT services in sync, scheduling should not be dictated from above.
Figure 4 shows the organizational structure of the ISG team:
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| Corporate Strategies and Plans

Business Unit
4 plans

Steering
Group’

Service Portfolio

Picture 5. IT Steering Group (ISG) Structure[33]
The subjects discussed by the ISG team regarding business and IT aspects are as follows.

1. Analyze corporate and IT plans to determine which areas require additional services or

improvements to existing ones.

2. find out how service modifications can impact demand for short-term and long-term planning

needs, which in turn can impact projects and the company.

3. Fulfillment of business benefit expectations and adherence to planned schedules depend on

determining project authority and priorities.

4. Establishing requirements and strategies includes finding out what resources are needed to
provide IT services.

5. Toensure everything is in sync, it's important to review the company's business and IT strategies,

noting any major changes.

6. Itis critical to plan business continuity alignment in a way that ensures continuity of business and

IT services.

7. Ensuring that organizational goals, budget plans, and performance evaluations are all in line with
information technology rules and standards.
To ensure the design aligns with the organization's business needs, it is important to form an ISG

team and consider the following factors:
1. The service portfolio should be updated and evaluated periodically to include new service solutions.

2. Understanding Service level requirements (SLRs) is critical during initial service analysis to

facilitate its implementation.
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3. From the SLRs document, a detailed assessment of the organization's resources and capabilities is
required to determine whether identified customer service needs are appropriate or can be

accommodated.

4. Analysis of IT service financial budget allocation is required if additional new infrastructure is

required to support new services.

5. Early analysis of business impact and risk is critical to IT service continuity strategy, design

availability, design security, and capacity planning.

6. The operational effectiveness of new services must be assessed through technical management, IT

operational management, and application management.

7. The service transition process can begin with planning and developing services according to the

change schedule.

8. Supplier management is critical for new services that require a procurement process.

4. CONCLUSION

Based on the results of this study, it can be concluded that information technology (IT)
governance plays an important role in improving the quality of public services. The implementation
of effective IT governance can improve operational efficiency, productivity, and service quality, as
well as accelerate organizational adaptation in meeting the increasingly complex needs of society. The
implementation of standards such as COBIT, ITIL, and ISO/IEC 20000 has proven effective in

managing risks, maintaining information security, and ensuring responsive services.

However, the implementation of IT governance in the public sector still faces various challenges,
such as resistance to change, limited resources, and lack of readiness to adapt to technological
developments. These factors need to be addressed through increased collaboration between agencies,
development of adequate IT infrastructure, and increasing digital literacy among employees.
Integration of ITIL-based service models, which prioritize the components of People, Process,

Products, and Partners (4P), has been proven to support improved service quality and user satisfaction.

To realize optimal and sustainable IT governance in public services, there needs to be a
commitment from all related parties, especially in ensuring that policies, strategies, and information
architecture are in line with organizational needs and the latest technological developments. Thus,
responsive, accountable, and adaptive IT governance to change can be realized, supporting more

effective and efficient public services.

65 | IJIIME —Vol. 1 No. 4 NOVEMBER 2024



e-ISSN: 3047-4515, p-ISSN : 3047-4507, Page 54-68

BIBLIOGRAPHY

R. Kurniawan Ritonga and R. Firdaus, “The Importance of Management Information Systems
in the Digital Era,”JICN J. Nusant Intellectuals and Scholars., vol. 1, no. 3, pp. 4353-
4358, 2024, [Online]. Available: https://jicnusantara.com/index.php/jicn

I. Kaniawulan, “IT Governance Study to Increase Public Service Operational
Productivity,”CCIT (Creative Commun. Innov. Technol. J., vol. 06, no. 01, pp. 47-56,
2012, doi: https://doi.org/10.33050/ccit.v6i1.377.

S. Marwiyah,Strategy for Improving the Quality of Public Services in the Digitalization Era.
Panca Marga University, 2023. [Online]. Available:
http://repository.upm.ac.id/3999/1/BUKU STRATEGY PENINGKATAN KUALITAS
PELAYANAN PUBLIC DI ERA DIGITALIZASI %28anila%?29.docx.pdf

FA Gayanti, “Implementation of e-@administration in an Effort to Increase Employee Work
Productivity at the Corporate ADM Work Unit of PT.Bukit Asam tbk Tanjung Enim,”
Sriwijaya, University, 2024. [Online]. Available:
http://repository.unsri.ac.id/id/eprint/143364

A. Mahsyar, “Public Service Problems in Indonesia from the Perspective of Public
Administration,”J. Authority of Government Science., vol. 1, no. 2, pp. 81-90, 2011,
doi: 10.26618/0jip.v1i2.22.

APO Amaneet al., Public Administration Reform, 1st ed. Purbalingga: CV. EUREKA MEDIA

AKSARA, 2023. [Online]. Available:
https://publikasi.ubl.ac.id/index.php/Monograf/catalog/download/104/121/511-
1?inline=1

MA Hidayatullah, S. Syamsir, P. Khanaya, R. Owen Tunggara, and MH Nasri, “Evaluation of
Digital-Based Public Service Performance in Bungus Teluk Kabung District,”J. Inov.
Glob., vol. 2, no. 1, pp. 90-102, 2024, doi: 10.58344/jig.v2i1.45.

E. Indrayani,E-Government Concept, Implementation and Development in Indonesia (MK E-
Government  Literature Book), no. February. 2016. [Online]. Available:
https://www.academia.edu/download/60457564/Buku_E-government20190901-
116843-z73m6i.pdf

S. Pohan, YPL Tobing, and A. Mazuda, “Challenges of Good Governance Implementation
Through Improving the Quality of Public Services in Indonesia,”J. Salome
Multidisciplinary Science, vol. 2, no. 1, pp. 22-35, 2024, [Online]. Available:
https://salome.joln.org/index.php/4/article/download/52/68

D. Daraba, R. Salam, ID Wijaya, A. Baharuddin, D. Sunarsi, and B. Bustamin, “Building
Innovative and Efficient Public Services in the Digital Era in Indonesia,”J. Pallangga
Praja, vol. 5, no. 1, pp. 31-40, 2023, doi: 10.61076/jpp.v5i1.3428.

Mr. Sugiyono,Educational Research Methods (Quantitative, Qualitative, Combination, R&D
and Educational Research). Bandung: Afabeta, 2019.

P. Aasi, L. Rusu, and D. Vieru, "The Role of Culture in IT Governance Five Focus Areas: A
Literature Review,"Int. J. It/bus. Alignment Gov., vol. 8, no. 2, pp. 42-61, 2017, doi:



Boost Public Service Productivity with Effective IT Governance

10.4018/ijitbag.2017070103.

ITGID, “A Thorough Analysis of IT Governance,” ITGD \ IT Governance Indonesia. [Online].
Available: https://itgid.org/insight/artikel-it/kupas-tuntas-tata-kelola-it-it-governance/

RDR Nova and T. Dompak, “Utilizing Information Technology in Realizing Good Governance
in Batam City Government,”Pros. Seminar. Nas. Soc. Science. And Technol., vol. 06,
pp. 303-307, 2024, [Online]. Available:
https://ejournal.upbatam.ac.id/index.php/prosiding/article/view/9350

A. Muliani,Information Technology Governance, 1st ed. Medan: PT Cahaya Rahmat Rahmani,
2023. [Online]. Available: http://repository.uinsu.ac.id/17760/1/Buku Tata Kelola
Teknologi Informasi.pdf

P. Webb, CE Pollard, and G. Ridley, “Attempting to Define IT Governance: Wisdom or
Folly?,”Proc. 39th Annu. Hawaii Int. Conf. Syst. Sci., vol. 8, pp. 194a-194a, 2006,
[Online]. Available: https://api.semanticscholar.org/CorpusiD:7487167

IE Kaban, “Information Technology Governance (It Governance),”CommIT (Communication
Inf. Technol. J., vol. 3, no. 1, p. 1, 2009, doi: 10.21512/commit.v3i1.505.

YD Wijaya, “Security Evaluation of Pasdeal Information System Based on Information
Security Index (Us) Iso/Iec 27001:2013,”J. Sist. Inf. and Inform., vol. 4, no. 2, pp. 115-
130, 2021, doi: 10.47080/simika.v4i2.1178.

A. Wibowo,Becoming a Smart Technopreneur. Semarang: University of Computer Science &
Technology (STEKOM University) University, 2021. [Online]. Available: https://digi-
lib.stekom.ac.id/assets/
dokumen/ebook/feb_B82BOtvuWwUoi5qdyUnL7LyV7949c7RehTGi8DiEkwjSqd8E-
nzcSJA_1681467393.pdf

Prakom Banjarmasin City, “ITIL (Information Technology Infrastructure Library),” Pranata
Komputer Banjarmasin City. [Online]. Available:
https://prakom.banjarmasinkota.go.id/2020/10/itil-information-technology.html

Rexy, “ISO 20000 vs ITIL: Comparing IT Service Management Standards,” ISO Center
Indonesia. [Online]. Available: https://isoindonesiacenter.com/iso-20000-vs-itil-
memlengkap-standar-manajemen-layanan-ti/

NA Evani and Purnawan Adi W, “Preparation for the Implementation of SNI ISO/IEC 20000-
1 to Support the Improvement of Service Quality in the Field of Infrastructure and
Information Security of Pusdatin BSN,”Ind. Eng. Online J., vol. 11, no. 04, 2022,
[Online]. Available: https://ejournal3.undip.ac.id/index.php/ieoj/article/view/36089

Alloy Software, “5 Stages of the ITIL Service Lifecycle A Simple Guide to Better IT Service
Management,” Alloy Software. [On line]. Available:
https://www.alloysoftware.com/blog/itil-lifecycle/

President of the Republic of Indonesia,Law Number 25 of 2009 concerning Public Services.
Indonesia, 2009. [Online]. Available:
https://eppid.mahkamahagung.go.id/files/shares/uu 25 tahun 2009-pelayanan publik.pdf

67 | IJIIME —Vol. 1 No. 4 NOVEMBER 2024



e-ISSN: 3047-4515, p-ISSN : 3047-4507, Page 54-68

Minister of State Apparatus Empowerment and Bureaucratic Reform of the Republic of
Indonesia,Regulation of the Minister of State Apparatus Empowerment and
Bureaucratic Reform Number 4 of 2023 concerning Amendments to the Regulation of
the Minister of State Apparatus Empowerment and Bureaucratic Reform Number 29 of
2022 concerning Monitoring and Evaluation of the Performance of State Apparatus
Empowerment and  Bureaucratic  Reform. 2023. [Online].  Available:
https://peraturan.bpk.go.id/Details/254773/permen-panrb-no-4-tahun-2023

H. Rossieta, A. Muktiyanto, and I. Geraldina, EKAP4301 — Public Sector Governance, 1st ed.
South Tangerang: Open University, 2020. [Online]. Available:
https://pustaka.ut.ac.id/lib/ekap4301-tata-kelola-sektor-publik-2/

H. Sudrajatet al., Regional Autonomy and Good Governance. CV. Mitra Mandiri Persada,
2024. [Online]. Available: https://eprints.stipan.ac.id/951/1/Regional Autonomy and
Good Governance.pdf

RS Astuti, H. Warsono, and A. Rachim,Collaborative Governance in Public Perspective, 1st
ed. Semarang: Universitas Diponegoro Press, 2020. [Online]. Available: https://doc-
pak.undip.ac.id/1143/1/collaborative gov%28revisi%?29 5 7 20-converted-.pdf

President of the Republic of Indonesia,Presidential Instruction (Inpres) Number 3 of 2003
concerning National Policy and Strategy for E-Government Development. 2023.
[Online]. Available: https://peraturan.bpk.go.id/Details/147277/inpres-no-3-tahun-2003

L. Deshaini, E. Oktarina, Rusmini, and Sudarna, “The Role of the Indonesian Consumer
Foundation (YLKI) and the Consumer Dispute Protection Agency (BPSK) in Consumer
Protection in Indonesia,”Discipline Maj. Civ. Contract. School. High level of legal
science. Youth Pledge, wvol. 27, no. 4, pp. 276-287, 2021, doi:
https://doi.org/10.46839/discipline.v27i4.27.

Ahmad,Operations Management: Theory and Application in the Business World, 1st ed.
Bogor: Azkiya Publishing, 2018. [Online]. Available:
https://www.researchgate.net/profile/Akhmad-

Pide/publication/326846973 Manajemen_Oprasi_Teori_dan_Aplikasi_dalam_Dunia_
Bisnis/links/5b691065a6fdcc87df6d634c/Manajemen-Oprasi-Teori-dan-Aplikasi-
dalam-Dunia-Bisnis.pdf

Mr. Yuliansyah,Strategic Alignment of Organizations: Theory and Concept and Its Application
in the Banking Industry. Jakarta: Salemba Empat, 2016. [Online]. Available:
https://adoc.pub/penyelarasan-strategis-organisasi.html

I. Hermadi, Wulandari, H.A. Fatimah, and N. Hasanah,MS1M4407 — Information Technology
Service Management, 1st ed. Open University: Open University, 2022. [Online].
Available: https://pustaka.ut.ac.id/lib/wp-content/uploads/pdfmk/MSIM4407-M1.pdf



