International Journal of Social Science and

E-ISSN .: 3047-4825

Humanity P-ISSN .: 3047-4817

Research Article

Innovation in Public Service Governance at Prima Husada
Sengkang Hospital Tempe District Wajo Regency

Besse Herlina ¥, Jamal Qadar 2, Irwana3

Received: May 03, 2026;
Revised: May 30, 2026;
Accepted: June 30, 2026;
Online Available: July 04, 2026;
Curr. Ver.: July 04, 2026

@Noel

Copyright: © 2026 by the

authors. Submitted for possible
open access publication under
the terms and conditions of the
Creative Commons Attribution
(CC BY SA)

license

(https:/ /creativecommons.or.

/licenses /by-sa/4.0/)

13 Universitas Puangtimaggalatung, Indonesia; e-mail : uniprima.id@gimail.com

* Corresponding Author : Besse Herlina

Abstract: This study to analyze innovation in public service governance and identify determinant
factors that influence its implementation at Prima Husada Sengkang Hospital, Tempe District, Wajo
Regency. This study uses a qualitative research method with a descriptive approach. The research
informants consisted of 5 people: doctors, nurses, administrative staff, patients, and patients' families.
Data collection techniques were carried out through interviews and documentation. Data analysis used
the Miles and Huberman model which includes data reduction, data presentation, data verification, and
conclusion drawing. The results show that public service governance at Prima Husada Sengkang
Hospital has implemented the principles of transparency, accountability, responsiveness, and
effectiveness. Supporting factors for innovation are the existence of good resolution and
accommodation in resolving patient problems or complaints supported by effective communication
and coordination. Meanwhile, inhibiting factors come from societal dynamics in the form of increasing
public demands for service quality, expectations of cooperation with BPJS, improvements in service
facilities, timeliness of doctor services, and network constraints that affect the use of SIM RS.
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1. Introduction

Innovation in public administration has become an urgent necessity in the modern era,
where globalization, technological advancement, and increasing public expectations demand
significant changes in public service governance. This is reinforced by Law Number 25 of
2009 concerning Public Setrvices, which emphasizes the principles of transparency,
accountability, efficiency, and public satisfaction as the foundation for delivering quality
public services. Public institutions are therefore required to continuously improve their
service systems in order to meet community needs effectively and efficiently. In the health
sector, public service governance is further strengthened by Law Number 17 of 2023
concerning Health, which mandates every health service facility to implement good
governance and continuously improve setvice quality. Hospitals, as providers of public health
services, are expected to deliver services that are responsive, transparent, accountable, and
oriented toward patient satisfaction. In this context, innovation becomes a strategic
instrument for enhancing service quality, operational efficiency, and organizational
accountability while simultaneously strengthening public trust.

According to Gault (2018), innovation is the implementation of new methods,
approaches, or procedures that improve the quality of products and services. Innovation may
take various forms, including product innovation, process innovation, organizational
innovation, and marketing innovation. In the context of public administration, innovation is
not limited to technological development but also encompasses improvements in
management systems, organizational work patterns, and service strategies that contribute to
more effective governance. Governance itself refers to the processes through which
organizations or societies manage and resolve problems. Jogiyanto H.M. and Willy A. (2011)
define governance as the use of institutions, authority structures, and collaborative
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mechanisms to allocate resources and coordinate activities within society and the economy.
Effective governance is therefore essential for ensuring that public organizations operate
efficiently and are capable of responding to changing environmental demands.

Prima Husada Sengkang Hospital is a Type D accredited private hospital located in
Tempe District, Wajo Regency. As a private healthcare institution, the hospital plays an
important role in providing healthcare services to the community and is expected to
demonstrate responsive, efficient, and adaptive service management. However, preliminary
observations conducted from April to May 2025 indicate several issues affecting service
quality and governance effectiveness. One of the primary challenges identified is the
inconsistency of doctors’ attendance schedules in outpatient clinics, which often do not
correspond to the predetermined service timetable. This condition has the potential to reduce
patient satisfaction and weaken public trust in the hospital's services. In private hospitals,
where service quality and professionalism are major competitive advantages, such
inconsistencies may significantly affect organizational performance and reputation.

To address these challenges, the implementation of technology-based governance
innovation has become increasingly important. The Hospital Management Information
System (SIM RS) was introduced to improve setvice efficiency and effectiveness, ensure the
accuracy of medical records, accelerate administrative processes, and support data-driven
managerial decision-making. Nevertheless, the implementation of SIM RS at Prima Husada
Sengkang Hospital continues to encounter several obstacles that limit its optimal utilization.
Previous studies have demonstrated the importance of innovation in improving healthcare
services. Bobi Rizki et al. (2020) found that innovation implemented at Pariaman Regional
General Hospital significantly improved service quality, as reflected in the hospital’s excellent
Community Satisfaction Index (CSI) score in 2018. Similarly, Siti Nur Hapzah et al. (2020),
in their study entitled "Governance of Public Service Innovation: Institutional Dimensions,
Policy Actors, and Society," concluded that innovation management requires support from
vatious factors, including enabling policies, employee compliance, service-otiented attitudes,
stakeholder collaboration, organizational culture, and community participation.

Although previous studies have examined innovation in healthcare services, this research
differs in both focus and scope. While earlier research concentrated on service quality factors
associated with hospital information systems, this study specifically examines public service
governance innovation at Prima Husada Sengkang Hospital and identifies the factors that
support and hinder its implementation. Based on the background described above, it can be
identified that the main issues at Prima Husada Sengkang Hospital are the inconsistency of
doctors’ attendance in outpatient clinics and challenges in the implementation of the Hospital
Management Information System (SIM RS). Therefore, the researcher is interested in
conducting a study entitled “Public Service Governance Innovation at Prima Husada
Sengkang Hospital, Tempe District, Wajo Regency.”

The research questions are as follows: (1) How is public service governance innovation
implemented at Prima Husada Sengkang Hospital, Tempe District, Wajo Regency? and (2)
What are the determinant factors influencing public service governance innovation at Prima
Husada Sengkang Hospital, Tempe District, Wajo Regency? Accordingly, the objective of this
research is to analyze the forms of public service governance innovation implemented at
Prima Husada Sengkang Hospital and to identify the determinant factors that support and
hinder its implementation.

2. Literature Review
Public Administration

Public administration is a field of study and practice concerned with the management of
government activities to achieve public goals. Etymologically, administration comes from the
Latin words ad meaning intensive and ministrare meaning to serve, assist, or fulfill. Thus,
administration refers to activities aimed at helping, directing, organizing, and managing
resources to achieve predetermined objectives (Rahman, 2017). In a narrow sense,
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administration refers to clerical activities, such as collecting, recording, organizing, storing,
and retrieving data and information systematically. These activities generally include
correspondence, filing, documentation, and expedition processes. However, in a broader
sense, administration includes planning, organizing, directing, controlling, and supervising
organizational activities. George Sutha (2018) defines administration as the process of
planning, controlling, organizing office work, and mobilizing employees to achieve
organizational objectives.

Public administration is closely related to governmental activities, public policy, and
public service delivery. According to Law Number 30 of 2014 concerning Government
Administration, public administration refers to procedures for decision-making and actions
carried out by government agencies or officials. The law aims to improve service quality,
create orderly administration, and provide legal certainty for citizens.

Kasim (1994) explains that public administration is an important aspect of government
activities that is closely connected to political processes, particularly in the formulation and
implementation of public policies. Public administration therefore plays a significant role not
only in policy formulation but also in ensuring that policies are implemented effectively to
achieve public objectives. Nicholas (2016, cited in Mulyadi) states that public administration
is a combination of theory and practice aimed at improving understanding of government in
relation to the society it serves. It also seeks to encourage public policies that are responsive
to social needs. Therefore, public administration includes planning, organizing, managing,
implementing policies, and evaluating government programs to ensure that public services
are efficient, effective, transparent, and accountable.

Public Service Governance

Public service governance refers to the process of managing, regulating, and delivering
public services in a systematic manner to meet the needs of society. In public administration
studies, governance does not only focus on service outcomes but also on how service
processes are implemented transparently, responsibly, and efficiently.

According to Yanti (2024), governance refers to the way organizations, particularly
government institutions, manage resources and carry out administrative functions based on
good governance principles. These principles include transparency, accountability,
participation, efficiency, and responsiveness. Good governance ensures that government
decision-making processes are accountable, involve public participation, and provide
maximum benefits to society.

Public service delivery is regulated through Law Number 25 of 2009 concerning Public
Services. The law regulates the rights and obligations of service providers and service users,
as well as service standards that must be fulfilled. The purpose of the law is to provide legal
certainty, prevent discrimination, improve transparency, and establish complaint mechanisms
for citizens receiving administrative, goods, or service-based public services.

Principles of Public Service Governance

Dwiyanto (2006; 2010) identifies several important principles in public service
governance, including transpatrency, accountability, responsiveness, and effectiveness.

1. Transparency : Transparency refers to openness in the delivery of public services.
Information regarding procedures, requirements, costs, and service completion times
should be easily accessible to the public. Transparency helps citizens understand service
processes and reduces the possibility of maladministration or irregularities. Moenir
(2014) explains that service procedures are a series of work stages that must be followed
to ensure that services are ordetly, clear, and directed. In hospital services, transparency
can be reflected through clear registration procedures, information on required
documents, service costs, waiting times, and available service channels.

2. Accountability : Accountability refers to the obligation of public service providers to
take responsibility for their actions, decisions, and service outcomes. Public institutions
must ensure that services are delivered in accordance with regulations, professional
standards, and established operational procedures. In the health sector, accountability
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requires medical personnel and health workers to provide services based on
professional competence, standard operating procedures, and professional ethics.
Accountability is essential to ensure patient safety, setvice quality, and public trust in
health institutions.

3. Responsiveness : Responsiveness is the ability of public service providers to recognize,
understand, and respond quickly and appropriately to the needs, complaints, and
expectations of society. Responsive public services are characterized by accessible
complaint mechanisms, clear communication, quick response times, and setrvice
improvements based on public feedback. In hospitals, responsiveness can be
demonstrated through complaint handling systems, customer service units, suggestion
boxes, social media channels, WhatsApp services, and periodic community satisfaction
surveys. Responsiveness is also reflected in the ability of health workers to provide
quick treatment, patticularly in emergency situations.

4. Effectiveness : Effectiveness refers to the extent to which public services achieve their
intended objectives. A service is considered effective when it provides results that are
appropriate to the needs of society and uses available resources efficiently. In hospital
services, effectiveness can be measured through the accuracy of medical treatment,
patient recovery outcomes, reduced risks of infection or medical errors, compliance
with clinical pathways, and achievement of service standards. Effective services should
be accessible, timely, approptiate, and capable of addressing the actual needs of patients
and the community.

Obijectives of Public Service Governance

Public service governance aims to create service systems that ate professional, high-
quality, and oriented toward public needs. The objectives include:

1. Improving service quality by providing services that are fast, accurate, easy, and
satisfactory.

2. Supporting the implementation of good governance through transparency,
accountability, participation, and responsiveness.

3. Increasing public trust in government institutions and service providers.
Improving efficiency and effectiveness in the use of time, budget, human resources,
and facilities.

5. Ensuring fairness and equal access to services for all members of society, including

vulnerable groups.

Good Governance

Good governance is an approach to public administration that emphasizes transparency,
accountability, participation, effectiveness, efficiency, and responsiveness. According to
UNDP (1997), good governance consists of several interconnected dimensions, including
economic governance, political governance, and administrative governance. Economic
governance refers to decision-making processes that influence a country's economic activities,
including efficiency, equity, and public sector management. Political governance concerns the
formulation of public policies and political decisions, while administrative governance relates
to the implementation of policies through efficient, accountable, and responsive public
institutions.

The implementation of good governance is important because it strengthens public trust,
improves service quality, and ensures that government institutions are able to respond to
societal needs.

Public Service Quality

Service quality refers to the ability of an organization to meet the needs and expectations
of service users. Gaspersz (2000) states that quality includes characteristics that determine
satisfaction and continuous improvement efforts.
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In public services, service quality is closely related to community satisfaction. A public
service is considered high quality when it is able to provide convenience, certainty, speed,
accuracy, fairness, and satisfaction to citizens. Therefore, public institutions must
continuously improve their service systems, human resources, procedures, facilities, and
communication mechanisms.

Determinants of Public Service Governance

The success of public service governance is influenced by supporting and inhibiting
factors.

1. Supporting Factors : Tilaar (2018) identifies several factors that support public service
improvement, including dedication, discipline, honesty, innovation, perseverance,
human resources, and leadership. Meanwhile, Hardiyansyah (2017) states that public
service delivery is influenced by employee motivation, administrative capacity, social
control, employee behavior, organizational communication, bureaucratic structure,
information flow, and organizational restructuring. These factors are important because
they strengthen organizational capacity in delivering quality services. Employee
motivation encourages better performance, while leadership and communication help
ensure coordination and service innovation. Administrative capacity and adequate
resources also support the implementation of efficient and responsive public services.

2. Inhibiting Factors : Rahmadana et al. (2020) explain that public service delivery often
faces obstacles such as inadequate human resource competence, weak responses to
public complaints, lack of information, complicated bureaucracy, delays in setrvice
processes, and poor coordination among service units. Moenir (2014) adds that service
barriers may atise from organizational systems and procedures, employee skills, and the
availability of service facilities and infrastructure. These obstacles can reduce service
effectiveness and create dissatisfaction among service users.

Therefore, public organizations need to improve employee competence, simplify
bureaucratic procedures, strengthen coordination, provide accessible information, and
improve facilities and infrastructure to ensure better public service governance.

Innovation in Public Service Governance

Innovation refers to the introduction of new ideas, methods, processes, or services that
provide improvements and benefits. The term innovation originates from the English word
innovation, which refers to change or the introduction of something new.

Makmur and Rohana (2015) define innovation as a process of human thought and
activity to create something new related to inputs, processes, and outputs that can provide
benefits in human life. The Oslo Manual (2014) explains that innovation can take the form
of new or improved products, services, processes, marketing methods, or organizational
methods.

In public service governance, innovation is important because government institutions
must adapt to changing public needs and expectations. Innovation can include the use of
digital technology, simplification of procedutes, improvement of complaint-handling systems,
development of online services, enhancement of employee competence, and improvement of
coordination among service units.

Conceptual Framework

This study is based on public administration theory, which positions innovation in public
service governance as an important element in government administration. Innovation in
public service governance refers to efforts to improve service management processes through
transpatrency, accountability, responsiveness, and effectiveness. The implementation of public
service governance innovation is influenced by supporting and inhibiting factors. Supporting
factors include employee motivation, administrative capacity, leadership, communication,
innovation, and organizational commitment. Inhibiting factors include limited human
resources, complicated bureaucracy, lack of information, weak coordination, and inadequate
facilities and infrastructure.
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In the context of hospitals as public health service institutions, innovation in public
service governance does not only involve the use of technology. It also includes
improvements in service systems, simplification of administrative procedures, enhancement
of health worker competence, and strengthening of internal communication and
coordination. Increasing public expectations for fast, transparent, and responsive health
services require hospitals to continuously improve their governance systems. Therefore,
hospitals need to manage patient complaints effectively, accommodate diverse community
needs, and develop innovative service strategies. Through effective public service governance
innovation, hospitals are expected to provide services that are adaptive, responsive, efficient,
and oriented toward public satisfaction.

Research Gap

Previous studies have shown that innovation in public service delivery can improve
service quality and public satisfaction. For example, Bobi Rizki et al. (2020) found that
innovation at Pariaman Regional General Hospital contributed to improving service quality,
as reflected in a very good Community Satisfaction Index. Meanwhile, Siti Nur Hapzah et al.
(2020) emphasized that public service innovation governance requires institutional support,
policy actors, employee compliance, service orientation, stakeholder synergy, organizational
culture, and community participation.

However, these studies still leave several gaps. First, previous research has focused more
on the relationship between innovation and service quality or on the institutional dimensions
of innovation governance. It has not specifically examined how innovation is implemented
through the principles of public service governance, namely transparency, accountability,
responsiveness, and effectiveness.

Second, studies on hospital service innovation often focus on public hospitals. In
contrast, this study examines a private hospital, namely Prima Husada Sengkang Hospital.
The governance of public services in private hospitals has distinctive characteristics because
it must balance service quality, professional responsibility, operational efficiency, and patient
satisfaction.

Third, previous studies have not sufficiently explored the determinant factors that
support and inhibit innovation in public service governance at the hospital level. This study
specifically analyzes supporting factors, such as communication, coordination, and problem-
solving mechanisms, as well as inhibiting factors, such as increasing public expectations,
doctor schedule inconsistency, BP]S-related expectations, facility improvement demands, and
network constraints affecting the implementation of the Hospital Management Information
System (SIM RS).

Fourth, this study focuses on the local context of Prima Husada Sengkang Hospital in
Tempe District, Wajo Regency. Preliminary findings indicate that there ate still issues related
to inconsistent doctor attendance schedules and obstacles in the implementation of SIM RS.
These conditions make it important to examine how public service governance innovation is
implemented in practice and how the hospital responds to patient needs and complaints.

Therefore, this study fills the research gap by analyzing innovation in public service
governance at Prima Husada Sengkang Hospital through the dimensions of transparency,
accountability, responsiveness, and effectiveness, while also identifying the supporting and
inhibiting factors that influence its implementation. This research is expected to contribute
to the development of public administration studies, particularly in the field of innovation
and governance of health services in private hospitals.

3. Method

This study employed a descriptive qualitative approach with a case study design to
explore in depth the innovation of public service governance at Prima Husada Sengkang
Hospital, Tempe District, Wajo Regency. A qualitative approach was selected because it
enables the researcher to obtain a comprehensive understanding of the implementation of
service governance innovation, the experiences and perceptions of service providers and
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service users, organizational dynamics, and the factors that influence the delivery of hospital
services. This approach does not test statistical hypotheses; instead, it produces descriptive
data in the form of words, statements, experiences, and observations related to the
phenomenon under study (Moleong, 2010; Sugiyono, 2019). The case study design was
considered appropriate because it allows the researcher to investigate public service
governance innovation within its real-life institutional context and to understand the
complexity of service delivery practices in a hospital setting.

The study was conducted at Prima Husada Sengkang Hospital, located at Jalan Jenderal
Ahmad Yani Number 29, Sengkang, Tempe District, Wajo Regency, South Sulawesi,
Indonesia. The hospital was purposively selected because it provides health services directly
to the community and represents an important setting for examining innovation in public
service governance. As a health service institution, the hospital is required to provide services
that are transparent, accountable, responsive, and effective in meeting the needs and
expectations of patients and their families. The research was conducted over a three-month
period, from March to May 2026.

The focus of this study was the implementation of public service governance innovation
at Prima Husada Sengkang Hospital and its contribution to improving effective health
services. The analysis was guided by four dimensions of public service governance proposed
by Dwiyanto (2006; 2010), namely transparency, accountability, responsiveness, and
effectiveness. Transparency refers to the accessibility of information regarding service
procedures, requirements, costs, and service completion times. Accountability refers to the
responsibility of service providers for their decisions, actions, and service outcomes in
accordance with applicable regulations and standards. Responsiveness refers to the ability of
hospital personnel to recognize, understand, and respond promptly to the needs, complaints,
and expectations of patients and their families. Effectiveness refers to the extent to which
health services achieve their intended objectives and provide results that are appropriate to
community needs.

Primary data were obtained from informants selected through purposive sampling.
Informants were chosen based on their direct involvement in the implementation,
management, and use of public services at Prima Husada Sengkang Hospital. The informants
consisted of one doctor, one nurse, one administrative staff member, one outpatient, and one
patient’s family member. The doctor and nurse were selected because they are directly
involved in providing medical and nursing services. The administrative staff member was
selected because of their role in managing registration, administrative procedures, and service
information. The outpatient and patient’s family member were selected to obtain perspectives
from service users regarding their experiences, satisfaction, complaints, and expectations of
hospital services. Secondary data were obtained from hospital profiles, organizational
structure documents, service reports, medical record statistics, official archives, regulations,
innovation program documents, photographs of service activities, books, journals, and other
relevant documents related to public service governance innovation.

Data collection was carried out through methodological triangulation using semi-
structured interviews and documentation studies. Semi-structured interviews were conducted
to obtain detailed information from the selected informants. The interview guide focused on
service transparency, accountability in service implementation, responsiveness to patient
complaints and needs, effectiveness of service procedures, innovation practices, coordination
among hospital personnel, and supporting and inhibiting factors in the implementation of
public service governance innovation. Documentation studies were conducted by examining
hospital archives, organizational charts, service reports, innovation program documents,
administrative records, medical record statistics, and photographs of relevant activities. These
techniques were used together to ensure that the data collected were complete, relevant, and
supported by written evidence.

The data were analysed using the interactive analysis model developed by Miles and
Huberman, which consists of data reduction, data display, conclusion drawing, and
verification. Data reduction involved selecting, simplifying, categorizing, and coding data
obtained from interviews and documentation according to the main themes of the study,
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including transparency, accountability, responsiveness, effectiveness, service innovation,
supporting factors, and inhibiting factors. Data display was conducted through narrative
descriptions, thematic categorization, and analytical matrices to present the findings
systematically and to identify patterns in the implementation of public service governance
innovation. The final stage involved drawing conclusions and verifying the findings
continuously throughout the research process. Conclusions were developed by interpreting
the relationships among the findings and comparing them with the theoretical framework
used in the study.

To ensure the credibility and trustworthiness of the findings, this study applied source
triangulation, time triangulation, and technique triangulation. Source triangulation was
conducted by comparing information obtained from doctors, nurses, administrative staff,
patients, and patients’ family members. Time triangulation was conducted by collecting and
confirming information at different times or situations to reduce the possibility of
inconsistent responses. Technique triangulation was conducted by comparing data obtained
through interviews and documentation. Through these procedures, the researcher sought to
ensure that the findings accurately reflected the implementation of public service governance
innovation at Prima Husada Sengkang Hospital.

4. Results and Discussion
Transparency in Public Service Governance

Transparency refers to the openness of information related to setvice procedures, service
costs, service requirements, and access to information for the public. In the context of hospital
services, transparency is important because patients and their families need clear information
before receiving medical and administrative services.

Openness of Information on Service Procedures and Costs

The findings show that Prima Husada Sengkang Hospital has provided information
regarding service procedures and costs openly to patients and the public. Information on
service procedures is available through information boards and banners placed in the hospital
environment, especially in the Emergency Unit (Unit Gawat Darurat or UGD). Meanwhile,
detailed information regarding service costs can be obtained directly from the cashier. The
receptionist explained that information on hospital procedures and costs had been
communicated openly so that it could be accessed and understood by patients and the public.
This was supported by the nurse, who stated that service procedures were displayed through
information boards, while information about costs could be obtained from the cashier. The
doctor also confirmed that service procedures were communicated through available
information media, while patients could ask the cashier for details regarding service costs.

This finding was also supported by the outpatient and the patient’s family member.
The outpatient stated that information regarding services and costs was relatively easy to
obtain because hospital staff provided explanations when needed. Similarly, the patient’s
family member stated that the hospital had provided service procedure information through
available information media and that detailed cost information could be obtained directly from
the cashier. These findings indicate that the hospital has attempted to implement transparency
by providing service information through both written media and direct communication.
However, information related to service costs should continue to be presented clearly and
consistently so that patients do not experience confusion when accessing services.

Accessibility of Service Information

The findings also indicate that service information at Prima Husada Sengkang Hospital
is relatively easy for the public to access. The hospital uses social media platforms, particularly
Instagram and WhatsApp, to disseminate information regarding hospital services. In addition,
people who are unfamiliar with social media, especially elderly patients, can obtain information
by visiting the hospital directly and asking hospital staff. The receptionist stated that service
information was easy to access, although elderly people or those who did not understand social
media could come directly to the hospital to ask staff. The nurse explained that the hospital
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used Instagram and WhatsApp to make service information more accessible to the public. The
doctor also stated that the public could access information through the hospital’s social media
accounts ot by visiting the hospital directly.

Patients and family members also considered that the availability of social media made
service information easier to obtain. However, they emphasized that direct communication
with hospital staff remained important for people who were not familiar with digital platforms.
The use of social media represents an innovation in the dissemination of public service
information. It allows the hospital to communicate more quickly with the public and provides
alternative access channels for patients. Nevertheless, offline information services remain
necessary to ensure that all groups of society, including elderly patients and people with limited
digital literacy, can access hospital information.

Table 1. Transparency in Public Service Governance at Prima Husada Sengkang Hospital.

Key Informant Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theoretical Relevance)
Openness of R “Information regarding The availability of service
Service Procedure (Receptionist) hospital service procedures procedure information
Information and costs has been demonstrates the hospital’s
communicated openly so effort to implement
that it can be accessed and  transparency through accessible
understood by patients and and understandable
the public.” communication for service
users.
Information Boards BS (Nurse) “Service procedures are Written information media,
and Banners displayed through such as boards and banners,
information boards in the support transparency by
hospital environment, allowing patients to understand
especially in the Emergency  service procedures before
Unit, while information receiving treatment.

about costs can be obtained
from the cashier.”

Accessibility of ~ FA (Doctor)  “Service procedures are Providing cost information
Cost Information communicated through  through the cashier reflects an
available information media, effort to ensure that patients
while patients can ask the can obtain financial information
cashier for detailed related to hospital services.
information regarding
service costs.”

Patient Access to H “Information regarding Direct explanations from
Information (Outpatient) services and costs is hospital staff complement
relatively easy to obtain written information and help
because hospital staff ~ patients who require additional
provide explanations when clarification.
needed.”
Family Access to  IM (Patient’s “The hospital has provided The availability of information
Service Information Family service procedure through multiple channels
Member) information through indicates that transparency is
available information media, ~ not only directed toward
and detailed cost patients but also toward family
information can be obtained members who assist patients
directly from the cashier.” during treatment.
Accessibility R “Service information is easy ~ The hospital provides both
through Social ~ (Receptionist) to access, although elderly digital and direct access
Media people or those who do not channels, which supports

understand social media can  inclusive transparency for
come directly to the hospital  different groups of service
to ask staff.” users.
Digital Information BS (Nurse) “The hospital uses The use of social media
Dissemination Instagram and WhatsApp to  represents an innovation in
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Key Informant  Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theoretical Relevance)
make service information public service information
more accessible to the dissemination because it
public.” enables faster communication
between the hospital and the
community.
Alternative Access FA (Doctor) “The public can access Combining online and offline
Channels information through the information channels improves
hospital’s social media public access and reduces
accounts or by visiting the barriers for patients with
hospital directly.” different levels of digital
literacy.
Importance of H “For elderly people or those Direct communication remains
Direct (Outpatient)  who are not familiar with essential because not all patients
Communication social media, they can come have equal access to or
directly to the hospital or understanding of digital
ask family members who platforms.
use social media.”
Information IM (Patient’s ~ “Service information is Social media supports faster
Accessibility for Family easier to obtain because the information access for patient
Families Member) hospital provides families, who often play an
information through important role in assisting
Instagram and WhatsApp.”  patients during the service
process.

(Research Source, 2026)

Based on the table 4.1 above, transparency in public service governance at Prima
Husada Sengkang Hospital is reflected in the availability of information on service procedures,
service costs, and access to hospital information through both offline and digital channels.
Information boards, banners, cashier services, Instagram, WhatsApp, and direct
communication with staff provide alternative channels for patients and their families. These
findings indicate that the hospital has attempted to make service information accessible and
understandable. However, direct information services should continue to be maintained to
accommodate eldetly patients and people with limited digital literacy.

Accountability in Public Service Governance

Accountability refers to the responsibility of hospital personnel in providing services
according to their duties, authority, professional standards, and applicable procedures. In
hospital services, accountability is reflected in the responsibility of receptionists, nurses,
doctors, and other staff members in serving patients.

Responsibility of Hospital Staff in Providing Services

The findings indicate that hospital staff have carried out their responsibilities
according to their respective roles. The receptionist is responsible for providing information,
assisting patients during registration, and directing patients to the appropriate service unit. The
nurse is responsible for providing nursing care, monitoring patient conditions, and ensuring
that patient needs are fulfilled. The doctor is responsible for conducting examinations,
establishing diagnoses, providing treatment, and explaining the patient’s medical condition.
The receptionist stated that their responsibility was to provide clear information, assist patients
with registration, and guide patients according to their service needs. The nurse explained that
their role was to provide care based on applicable service standards, monitor patient
conditions, and ensure that patients received appropriate care. The doctor stated that their
responsibility included examination, diagnosis, treatment, and explanation of medical actions
needed by patients.

Patients and family members also perceived that hospital staff were responsible in
carrying out their duties. They stated that staff members were willing to provide explanations
and assistance when patients required information or support. These findings show that
accountability at Prima Husada Sengkang Hospital is reflected in the division of duties and
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professional responsibilities among hospital statf. Each staff member performs a specific role
in ensuring that patients receive appropriate medical and administrative services.

Service Delivery According to Applicable Procedures

The findings show that hospital services are provided according to established
procedures. Patients generally go through several stages, including registration, data
verification, waiting according to the queue, examination, and medical treatment. Hospital
personnel also stated that they follow Standard Operating Procedures (SOP) to ensure that
services are orderly, safe, and of good quality. The receptionist stated that every patient must
complete registration and data verification before being directed to the relevant service unit.
The nurse explained that nursing actions were carried out according to SOP to maintain
service quality and patient safety. The doctor also stated that examinations, diagnoses, and
treatment were performed according to hospital standards and procedures.

Patients and family members confirmed that they followed the service flow from
registration to examination. They considered that statf provided directions regarding the stages
of service, making it easier for patients to follow the process. The implementation of SOP
demonstrates that the hospital has made efforts to ensure accountability in service delivery.
Clear procedures help prevent service errors, improve patient safety, and create an ordetly
service process.

Table 2. Accountability in Public Service Governance at Prima Husada Sengkang Hospital.

Key Informant Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theoretical Relevance)
Staff Accountability R “My responsibility is to Accountability is reflected
(Receptionist) provide clear information, through the clear assignment of

assist patients during duties and responsibilities in

registration, and direct them providing administrative

according to the services services to patients.
they need.”

Professional BS (Nurse) “My responsibility is to Professional responsibility
Responsibility provide nursing care demonstrates accountability

according to service through compliance with

standards, monitor patient healthcare service standards and
conditions, and ensure that ~commitment to patient care.
patient needs are fulfilled.”

Medical FA (Doctor) “My responsibility includes Doctors’ accountability is
Responsibility conducting examinations, reflected in their responsibility
establishing diagnoses,  to provide professional medical
providing treatment, and services and ensure patients
explaining the patient’s understand their health
medical condition.” conditions.
Patient Support and H “Hospital staff are willing to The willingness of staff to assist
Assistance (Outpatient)  provide explanations and patients reflects service
assistance whenever patients accountability and
need information or responsiveness toward service
support.” users.
Division of Duties IM (Patient’s “Each staff member seems A clear division of duties
Family) to have their own supports organizational

responsibility, so patients  accountability by ensuring that
know whom to ask for responsibilities are distributed

assistance.” appropriately among personnel.
Registration R “Every patient must Compliance with registration
Procedures (Receptionist) complete registration and procedures reflects
data verification before administrative accountability
being directed to the and orderly service delivery.

relevant service unit.”

Compliance with ~ BS (Nurse) “Nursing actions are carried Adherence to SOPs
SOP out according to Standard  strengthens accountability by
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Informant’s Statement

Initial Interpretation
(Theoretical Relevance)

Key Informant
Themes/Concepts Code
Standardized FA (Doctor)

Medical Services

H
(Outpatient)

Patient Compliance
with Service Flow

Otderly Service
Process

IM (Patient’s
Family)

Patient Safety
Assurance

BS (Nurse)

Service Quality
Assurance

FA (Doctor)

Operating Procedures to
maintain service quality and
patient safety.”

“Examinations, diagnoses,
and treatment are carried
out according to hospital

standards and procedures.”

“We follow the stages from

registration to examination

because staff provide clear
directions.”

“The service process is
organized because patients
are directed through each
stage before receiving
treatment.”

“Following procedures is
important to ensure patient
safety and prevent mistakes

in service delivery.”

“Hospital procedures help

ensure that patients receive

appropriate treatment and
quality services.”

ensuring consistency, quality,
and patient safety in healthcare
services.

Following established standards
demonstrates procedural
accountability and professional
integrity in medical practice.
Clear guidance helps patients
understand procedures and
supports accountability through
transparent service processes.

Structured service procedures
contribute to accountable
governance by reducing errors
and improving service
efficiency.
Accountability in healthcare
includes safeguarding patients
through compliance with safety
standards and procedures.

Accountability contributes to
service quality by ensuring that
healthcare services are delivered

according to established
standards.

(Research Source, 2026)

Based on the table above, accountability in public setvice governance at Prima Husada

Sengkang Hospital is reflected in the clear division of duties among hospital staff, where
receptionists, nurses, and doctors carry out their responsibilities in accordance with their
professional roles and established Standard Operating Procedures (SOPs). Service processes
such as registration, examination, diagnosis, and treatment are implemented in line with
hospital regulations to ensure service quality and patient safety. These findings indicate that
accountability is demonstrated through both procedural compliance and responsible service
delivery, supported by staff guidance and clear communication to patients and their families.

Responsiveness in Public Service Governance

Responsiveness refers to the ability of hospital staff to respond quickly and appropriately
to the needs, complaints, and questions of patients and their families. In health services,
responsiveness is important because patients often need immediate assistance, information,
and treatment.

Speed and Alertness of Staff in Serving Patients

The findings indicate that hospital staff attempt to provide services quickly and respond
to patient needs. The receptionist assists patients immediately upon arrival by helping with
registration, providing information, and directing patients to the appropriate service unit.
Nurses respond to patient complaints and needs according to the urgency of the condition,
while doctors provide examinations and explanations regarding patient conditions and
treatment. The receptionist stated that staff tried to help patients immediately during the
registration process to avoid delays. The nurse stated that they attempted to respond quickly
when patients made complaints or called for assistance. The doctor explained that services
were provided quickly and appropriately according to procedures.

Patients and family members also considered that staff members were responsive. They
stated that they were immediately directed to registration and received assistance when they
did not understand the service procedures. Family members also stated that staff responded
quickly when patients needed help and that staff attitudes made patients feel more
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comfortable. These findings show that responsiveness has been implemented through quick
service, direct assistance, and communication between staff and patients. The ability of staff
to respond quickly contributes to patient comfort and supports the quality of hospital services.

Clear and Straightforward Information

The findings show that hospital staff provide information using language that is clear,
simple, and easy for patients and families to understand. The receptionist stated that
information was adjusted to patient needs and communicated in a way that avoided
misunderstanding. The nurse explained that staff would repeat explanations when patients or
family members did not understand. The doctor also stated that medical conditions and
treatment procedures were explained in understandable language.

Patients and family members stated that hospital staff provided clear explanations about
service procedures, doctor schedules, and other service-related information. They felt
comfortable asking questions because staff members were willing to explain patiently. Clear
communication is an important aspect of responsiveness. Patients may experience anxiety or
confusion when receiving health services; therefore, simple and straightforward information
helps patients understand the service process and medical treatment they receive.

Table 3. Responsiveness in Public Service Governance at Prima Husada Sengkang

Hospital.
Key Informant Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theoretical Relevance)
Service R “When patients arrive, we ~ Immediate assistance during
Responsiveness  (Receptionist) immediately assist them with the registration process reflects
registration, provide the responsiveness by reducing
necessary information, and waiting time and ensuring
direct them according to patients receive prompt
their service needs.” attention.
Prompt Response ~ BS (Nurse) “When patients submit Quick responses to patient
to Patient Needs complaints or call for complaints indicate

assistance, we try to respond responsiveness and sensitivity
immediately according to  to patient needs in healthcare

their condition and level of service delivery.
need.”
Timely Medical ~ FA (Doctor) “Examinations and Timely medical intervention
Service treatment are provided demonstrates responsiveness
quickly and appropriately  while maintaining compliance
according to established with professional and
procedures.” organizational standards.

Assistance During H “When I arrived, the staff  Direct assistance provided by

Service Process  (Outpatient) immediately directed me to staff reflects responsiveness and
registration and helped me  supports patient convenience
when I did not understand ~ during the service process.

the procedures.”

Staff IM (Patient’s “The staff responded Supporttive behavior and
Supportiveness Family) quickly when patients ~ prompt assistance contribute to
needed help, and their patient satisfaction and
attitude made patients feel strengthen perceptions of
more comfortable.” responsive service delivery.
Patient Comfort H “The staff were quick to  Responsive services improve

(Outpatient)  help, so I felt comfortable  patient comfort and reduce
and did not have to wait too  anxiety during healthcare

long for assistance.” interactions.
Clear Information R “We explain information Providing understandable
Delivery (Receptionist) according to patient needs information reflects
using language that is easy communicative responsiveness
to understand and avoids and facilitates patient

misunderstanding.” comprehension.



International Journal of Social Science and Humanity 2026 (September), Vol. 3, No. 3, Herlina et. al. 54 of 69

Key Informant  Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theoretical Relevance)
Repeated BS (Nurse)  “If patients or their families Repeating explanations
Explanation When do not understand, we  demonstrates responsiveness to
Needed explain the information patient understanding and
again until it becomes ensures effective
clear.” communication.
Clear Medical FA (Doctor) “I explain medical Clear medical communication
Communication conditions and treatment supports responsiveness by
procedures using language helping patients make informed
that patients and families decisions regarding their
can easily understand.” treatment.
Accessibility of H “The staff explained service Accessible information enables
Service Information (Outpatient) procedures and doctor  patients to navigate healthcare
schedules cleatly, so it was  services more effectively and
easy to understand.” confidently.
Openness to IM (Patient’s “We felt comfortable asking  Staff willingness to answer
Questions Family) questions because staff questions reflects
members were willing to  responsiveness through active
explain patiently.” engagement with service users.
Reduction of FA (Doctor) “Providing clear Clear and straightforward
Patient Anxiety explanations helps patients communication contributes to
understand their condition patient reassurance and
and reduces unnecessary emotional comfort during
concerns.” treatment.

(Research Source, 2026)

Based on the table above, responsiveness in public service governance at Prima Husada
Sengkang Hospital is reflected in the ability of hospital staff to provide quick assistance,
respond promptly to patient needs, and communicate effectively with patients and their
families. Receptionists, nurses, and doctors demonstrate responsiveness by handling patients
immediately upon arrival and addressing complaints according to urgency in line with
established procedures.

This responsiveness is also supported by clear and simple communication, where staff
explain service procedutes, doctor schedules, and patient conditions in an understandable
manner, and are willing to repeat information when needed. Patients and families confirmed
that staff were attentive, helpful, and easy to approach, indicating that responsiveness is shown
not only through speed of service but also through effective communication and care, thereby
improving patient comfort and satisfaction.

Effectiveness in Public Service Governance

Effectiveness refers to the ability of hospital services to meet patient needs and achieve
service objectives. Effective services are characterized by appropriate treatment, smooth
service procedures, patient satisfaction, and the ability of staff to provide services according
to patient conditions.

Service Delivery According to Patient Needs

The findings indicate that hospital services are adjusted to the needs and conditions of
each patient. The receptionist provides information and directs patients to the appropriate
unit. Nurses provide care based on patient conditions and complaints. Doctors provide
medical treatment based on examination results and the health condition of each patient. The
receptionist stated that staff tried to understand the needs of each patient and provide
appropriate information and services. The nurse explained that patients with specific
complaints or conditions requiring additional attention were treated according to their needs
and applicable procedures. The doctor stated that treatment was based on examination results
and the individual health condition of each patient.



International Journal of Social Science and Humanity 2026 (September), Vol. 3, No. 3, Herlina et. al. 55 of 69

Patients and family members also stated that staff provided services according to their
needs. They felt that staff members directed them to the appropriate unit and provided
solutions when patients experienced health complaints. These findings indicate that the
hospital has attempted to provide effective services by adjusting treatment and assistance to
patient needs. This approach supports patient-centered service delivery and improves the
relevance of hospital services.

Patient Satisfaction with Hospital Services

The findings show that patients and family members generally expressed satisfaction with
the services provided by Prima Husada Sengkang Hospital. Satisfaction was related to the
friendliness of staff, clear information, smooth setvice processes, and the ability of staff to
assist patients. The receptionist, nurse, and doctor stated that they tried to provide friendly,
fast, and professional services to ensure patient satisfaction.

Patients stated that they were satisfied because staff members provided clear explanations
and the service process was relatively smooth. Family members also stated that staff members
were helpful, friendly, and responsive when they needed information. Patient satisfaction
indicates that hospital services have generally met the expectations of service users. However,
the hospital should continue to evaluate patient satisfaction regularly to identify areas that
require improvement.

Table 4. Effectiveness in Public Service Governance at Prima Husada Sengkang Hospital.

Key Informant Informant’s Statement Initial Interpretation

Themes/Concepts Code (Theoretical Relevance)
Patient-Centered R “We try to understand each Effectiveness is reflected in the
Service Delivery  (Receptionist) patient’s needs and provide ability of staff to adjust services

information as well as direct  based on individual patient

them to the appropriate unit  needs, supporting patient-

according to their centered care.
condition.”
Need-Based BS (Nurse) “Patients with specific Effective service delivery is

shown through tailored nursing
actions that match patient
conditions and clinical needs.

Nursing Care complaints are treated
according to their condition
and we follow applicable
procedures in providing

care.”

Medical effectiveness is
reflected in accurate diagnosis
and treatment decisions based

“T'reatment is based on
examination results and the
health condition of each

Clinical Decision-
Based Treatment

FA (Doctor)

patient.” on objective clinical
assessments.
Service Direction H “Staff directed me to the Service effectiveness is
and Guidance (Outpatient)  right unit and explained  indicated by clear guidance that

Responsive
Assistance

Patient Satisfaction
with Staff Attitude

Family Satisfaction
with Services

IM (Patient’s
Family)

H
(Outpatient)

IM (Patient’s
Family)

what I needed to do during
the service process.”

“When we had problems or
needed help, staff
responded and provided
solutions quickly.”

helps patients navigate
healthcare services efficiently.

Responsiveness is a key
dimension of effectiveness,
showing the ability of staff to
address patient and family
needs promptly.

“The staff were friendly and Satisfaction reflects perceived

explained everything clearly,
so I felt satisfied with the
service.”

“We are satisfied because
the service process is
smooth and staff are

helpful.”

effectiveness of service delivery,
particularly in interpersonal
communication and clarity of
information.

Effective public service is
reflected in positive user
perceptions of service quality
and operational smoothness.
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Key Informant  Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theoretical Relevance)
Smooth Service R “The service process runsin  Procedural effectiveness is
Process (Receptionist) an orderly way from shown through smooth,
registration to referral to the  structured service flow that
service unit.” minimizes delays and
confusion.
Coordination BS (Nurse)  “We coordinate with other ~ Effectiveness is strengthened
Among Staff staff to ensure patients by inter-professional
receive the right care coordination in delivering
according to their needs.”  integrated healthcare services.
Efficiency in FA (Doctor) “Patients are handled Efficiency is a component of
Service Flow according to their order and  effectiveness, ensuring timely
condition so the process and orderly service delivery.
remains efficient.”
Clarity of Service H “Information provided by ~Clear communication improves
Information (Outpatient) staff is clear, so I understand service effectiveness by
the service process.” reducing uncertainty and
improving patient
understanding.
Continuous Service IM (Patient’s “The hospital still needs to ~ Effectiveness is not static;
Improvement Family) keep evaluating services to continuous evaluation is
improve patient required to maintain and
satisfaction.” improve service quality and
responsiveness.

(Research Source, 2026)

Based on Table 4.4, the effectiveness of public service governance at Prima Husada
Sengkang Hospital is reflected in patient-centered services where staff adjust administrative,
nursing, and medical actions according to individual patient needs. This shows that
effectiveness is achieved not only through completing procedures but also through the
relevance and suitability of services provided.

The findings also indicate that clear communication, structured service flows, and staff
coordination contribute to smooth service delivery and positive patient experiences. Patients
and families reported satisfaction with the guidance and support provided throughout the
service process. Overall, effectiveness is reflected in efficient service delivery, inter-staff
collaboration, and patient satisfaction, although continuous evaluation is still needed to
maintain and improve service quality.

Supporting Factors for Public Service Governance Innovation
Resolution and Accommodation of Patient Complaints

The findings indicate that the hospital has made efforts to resolve patient complaints
through communication, coordination, and referral to the relevant service unit. When patients
or family members submit complaints, staff members listen to the problem, provide
explanations, and coordinate with the appropriate department if further action is required. The
receptionist stated that complaints were first listened to before being directed to the
responsible unit. The nurse explained that staff tried to handle complaints calmly and
coordinate with other units when necessary.

The doctor emphasized that communication was important in resolving patient
complaints and that follow-up was conducted through coordination with relevant staff.
Patients and family members also stated that staff were open to receiving complaints and
attempted to provide explanations and solutions. They considered that communication
between staff and patients helped resolve problems more quickly. This finding shows that
complaint resolution and accommodation are important supporting factors for public service
governance innovation. Effective complaint handling helps maintain patient trust and
provides feedback for service improvement.



International Journal of Social Science and Humanity 2026 (September), Vol. 3, No. 3, Herlina et. al. 57 of 69

FEffectiveness of Problem Resolution

The findings show that problem resolution at the hospital has generally been implemented
well. This is supported by quick responses from staff, communication among employees,
coordination between service units, and the availability of clear procedures. The receptionist
stated that complaints could be followed up quickly because staff members communicated
well with one another. The nurse stated that teamwork and coordination between units
supported the search for appropriate solutions.

The doctor explained that clear procedures and staff commitment supported the handling
of complaints. Patients and family members also stated that staff members responded quickly
when problems occurred and provided explanations that helped them understand the solution.
The findings indicate that internal coordination and staff commitment are important factors
in resolving service problems. When communication between staff members is effective,
patient complaints can be handled more quickly and approptiately.

Table 5. Supporting Factors for Public Service Governance Innovation at Prima Husada

Sengkang Hospital.
Key Informant Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theoretical Relevance)
Complaint R “We first listen to the Effective governance
Reception and ~ (Receptionist) patient’s complaint before innovation begins with
Listening directing it to the responsive complaint reception
responsible unit for further as a form of service openness
handling.” and accountability.

Calm Handling of  BS (Nurse) “We try to handle Emotional control and

Complaints complaints calmly and coordination reflect adaptive

coordinate with other units
when necessary.”

“Communication is very
important in resolving
patient complaints, and

follow-up is done through

coordination with related

Communication in  FA (Doctor)
Complaint
Resolution

staff.”
Openness to H “Staff are open to receiving
Patient Complaints  (Outpatient) complaints and try to

provide explanations and

solutions.”
Trust Building ~ IM (Patient’s “Communication between
through Family) staff and patients helps
Communication resolve problems more
quickly.”
Quick Response to R “Complaints can be
Complaints (Receptionist) followed up quickly because
staff communicate well with
each other.”
Inter-Unit BS (Nurse) “Teamwork and
Coordination coordination between units

help in finding appropriate

solutions.”

Clear Service
Procedures

FA (Doctor) “Clear procedures and staff
commitment support the

handling of complaints.”

service behavior that supports
innovation in complaint
management.

Effective communication
enhances problem-solving
capacity and supports
collaborative governance in
healthcare services.

Openness to feedback reflects

participatory service governance

and strengthens trust between
patients and providers.

Transparent communication
builds trust and accelerates
resolution processes,
supporting service innovation.

Responsiveness is a key
indicator of innovative public
service delivery supported by

internal coordination.

Cross-unit collaboration
strengthens institutional
capacity for effective problem-
solving.

Standardized procedures ensure
consistency and efficiency in
complaint resolution processes.
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Key Informant  Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theoretical Relevance)
Responsive Staff H “Staff respond quickly when = Responsiveness improves
Action (Outpatient) problems occur and provide service quality and is essential
explanations that help us for innovative governance
understand the solution.” practices.
Coordinated IM (Patient’s “Staff work together well so  Coordination among staff
Problem Solving Family) problems can be resolved  reflects organizational synergy
propetly.” in addressing service issues
effectively.
Feedback for BS (Nurse) “Complaints are used as ~ Complaint handling functions
Service input to improve future as a learning mechanism for
Improvement services.” continuous improvement and
innovation in public service
governance.

(Research Source, 2026)

Based on Table 4.5, complaint resolution at Prima Husada Sengkang Hospital is carried
out through responsive communication, inter-unit coordination, and clear referral procedures.
Staff actively listen to patient complaints and provide appropriate follow-up, showing that the
system is integrated into service delivery. Effective communication and teamwork also help
build patient trust and speed up problem resolution. Overall, these factors support more
effective and innovative public service governance in the hospital.

Inhibiting Factors for Public Service Governance Innovation
Changes in Public Needs and Expectations

The findings indicate that public needs and expectations regarding hospital services
continue to change. Patients and family members expect the hospital to cooperate with BPJS
to reduce health service costs. They also expect faster outpatient services, doctor punctuality,
and more complete supporting facilities, particularly radiology services. The receptionist,
nurse, and doctor stated that many patients expected BPJS cooperation, faster services, doctor
punctuality, and improved facilities.

Patients and family members also emphasized the importance of affordable costs, shorter
waiting times, complete facilities, and timely doctor services. These findings show that the
hospital faces challenges in meeting increasing public expectations. Public service innovation
must therefore be adaptive and responsive to changing needs. The hospital needs to consider
service improvements, facility development, and stronger communication regarding available
services.

Channels for Public Complaints

The findings show that the hospital provides several channels for patients and families to
submit complaints. Complaints can be delivered directly to receptionists or staff members. In
addition, the hospital provides a QR code that can be scanned using a mobile phone to submit
criticism, suggestions, and complaints. The receptionist stated that patients could submit
complaints directly or through a QR code. The nurse and doctor also explained that the QR
code was provided in several areas of the hospital to make it easier for patients to submit

feedback.

Patients and family members confirmed that direct communication and QR code services
made complaint submission relatively easy. The availability of multiple complaint channels is
a positive development in public service governance. However, the hospital needs to ensure
that every complaint submitted through the QR code is monitored, documented, and followed
up consistently.
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Table 6. Inhibiting Factors for Public Service Governance Innovation at Prima Husada

Sengkang Hospital.
Key Informant Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theoretical Relevance)
Changing Public R “Many patients now expect ~ Public service innovation is
Expectations (Receptionist)  BPJS cooperation, faster challenged by dynamic and
services, doctor punctuality, —increasing user expectations
and better facilities.” that require continuous
adaptation.
Service Cost H “We expect affordable Affordability is a key public
Expectations (Outpatient)  healthcare costs, especially expectation that pressures
BP]JS cooperation.” hospitals to improve financial
accessibility of services.
Waiting Time IM (Patient’s  “We want shorter waiting  Efficiency in service delivery is
Concerns Family) times when receiving hindered by user expectations

Doctor Punctuality FA (Doctor)
Issues

Limited Supporting BS (Nurse)
Facilities

for faster processing and
reduced waiting time.

services.”

Timeliness of medical
personnel is a critical
performance expectation
influencing perceived service
quality.

“Patients expect doctors to
be on time during service
schedules.”

Infrastructure limitations can

hinder the implementation of

effective and innovative public
services.

“Some supporting facilities
such as radiology services
still need improvement.”

Direct feedback channels

Direct Complaint R “Patients can submit
Submission (Receptionist) complaints directly to staff — reflect accessibility but may
at the reception.” require structured management
for effectiveness.
QR Code BS Nurse)  “We provide QR codes in Digital complaint systems

Complaint System

Digital Feedback ~ FA (Doctor)

Accessibility

Monitoring of

IM (Patient’s

several areas so patients can represent innovation in

easily submit complaints or governance but require proper

suggestions.” monitoring mechanisms.

Ease of access to digital
platforms enhances
participation but needs
integration into service
response systems.

“Patients can easily submit
feedback using the QR code
provided in the hospital.”

“We hope all complaints  Lack of consistent follow-up

Complaints Family) submitted through QR mechanisms may reduce the
codes are propetly followed effectiveness of digital
up.” complaint systems.
Complaint H “Complaints should be Proper documentation is
Documentation  (Outpatient) recorded and handled essential for accountability and
propetly.” continuous improvement in
public service governance.
Service R “The hospital needs to Continuous improvement is
Improvement  (Receptionist)  continuously improve  required to respond to evolving
Pressure services and facilities to  public demands and maintain

meet expectations.” service relevance.

(Research Source, 2026)
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Based on Table 4.6, the inhibiting factors in public service governance innovation at Prima
Husada Sengkang Hospital include increasing public expectations for better BPJS services,
shorter waiting times, punctual staff, and improved facilities. In addition, although complaint
channels such as direct reporting and QR code systems are available, their effectiveness is
limited by weak monitoring and follow-up. Overall, these challenges show a gap between
innovation efforts and their implementation, requiring better coordination, supervision, and
facility improvement.

Public Service Governance Innovation at Prima Husada Sengkang Hospital
Types of Innovation Implemented

The findings indicate that Prima Husada Sengkang Hospital has implemented several
innovations in public service governance. These innovations include the use of the Hospital
Management Information System (Sistenz Informasi Manajemen Rumab Sakit or SIM RS),
Enhanced Recovery After Caesarean Surgery (ERACS), and Home Care services. SIM RS
supports patient registration, administrative processes, patient data management, and
coordination among service units. ERACS is used as an alternative method for caesarean
delivery that supports faster recovery after surgery. Home Care services allow patients to
receive follow-up care and monitoring at home without having to visit the hospital.

Patients and family members considered that these innovations made services more
organized, accessible, and convenient. The use of SIM RS made registration and data
management easier, while Home Care services helped patients who had difficulty visiting the
hospital. ERACS was also considered beneficial because it could support faster recovery after
caesarean delivery.

Implementation of Innovation in Daily Services

The findings show that the innovations have been implemented in daily hospital services.
SIM RS is used during patient registration, data access, recording of medical actions, and
coordination between units. ERACS is provided to patients who meet the medical criteria,
while Home Cate is provided to patients who require continued monitoring and care after
leaving the hospital. The receptionist stated that SIM RS helped access patient data during
registration.

The nurse explained that the system made it easier to view patient data and record medical
actions. The doctor stated that SIM RS supported coordination between service units, while
ERACS and Home Care services were implemented according to patient needs. The
implementation of these innovations indicates that the hospital has integrated innovation into
its operational service process. Innovation is not only used as an additional service but has
become part of the hospital’s effort to improve efficiency and service quality.

Impact of Innovation on Service Quality

The findings indicate that public service governance innovation has had a positive impact
on service quality. SIM RS has made patient data management more organized, improved
administrative efficiency, and supported coordination between staff. ERACS has helped
patients recover more quickly after caesarean surgery. Home Care has made health services
more accessible for patients who require continued care at home. However, the findings also
identify an obstacle related to unstable internet networks. When the network is disrupted,
access to SIM RS becomes slower, which can delay registration, data access, and administrative
services.

The receptionist, nurse, doctor, patients, and family members all stated that SIM RS
improved service speed and administrative processes but could be affected by network
problems. This indicates that digital innovation requires reliable technological infrastructure
to function effectively. Overall, the innovations implemented by Prima Husada Sengkang
Hospital have contributed positively to service quality. However, the hospital needs to
strengthen internet connectivity, provide backup systems, and continue evaluating the
effectiveness of SIM RS, ERACS, and Home Care services to ensure sustainable service
improvement.
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Table 7. Public Service Governance Innovation at Prima Husada Sengkang Hospital.

Key Informant Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theoretical Relevance)
Hospital R “SIM RS helps us during Digital information systems
Information System (Receptionist)  patient registration and enhance administrative
(SIM RS) makes it easier to access efficiency and support
patient data.” integrated public service
governance.
Clinical Data BS (Nurse) “The system makes it easier Innovation in digital systems
Management to view patient data and ~ improves accuracy, efficiency,
record medical actions.” and continuity of healthcare
services.
Inter-Unit FA (Doctor) “SIM RS supportts Integrated digital systems
Coordination coordination between strengthen organizational
through SIM RS service units in handling coordination and service
patient care.” integration in healthcare
governance.
ERACS Surgical ~ FA (Doctor) “ERACS is applied for Medical innovation improves
Innovation eligible patients to support clinical outcomes and enhances
faster recovery after patient recovery efficiency.
caesarean section.”
Post-Surgical H “Patients recover faster  Clinical innovation contributes
Recovery (Outpatient)  after surgery with ERACS  directly to improved patient
Improvement procedures.” health outcomes and service
effectiveness.
Home Care Service IM (Patient’s “Home care helps patients Decentralized healthcare
Accessibility Family) who cannot easily come to  services improve accessibility
the hospital.” and extend service delivery
beyond hospital settings.
Integrated Use of R “All registration and Innovation becomes
SIM RS in Daily ~ (Receptionist) administrative processes are institutionalized when
Services handled through SIM RS.” integrated into daily
administrative workflows.
System-Based BS (Nurse) “We rely on SIM RS to  Digital transformation supports
Medical Services access patient information  evidence-based and efficient
and support medical healthcare delivery.
actions.”
Operational FA (Doctot) “These innovations are Innovation is effective when
Implementation of applied according to patient embedded in routine
Innovation needs in daily services.” operational procedures and
adapted to service needs.
Improved Service R “Services become faster and  Digital innovation increases
Efficiency (Receptionist) more organized with SIM efficiency and reduces
RS.” administrative delays in public
services.
Internet BS (Nurse) “Sometimes the system Technological infrastructure
Connectivity slows down when the limitations can hinder the
Problems internet connection is effectiveness of digital public
unstable.” service innovation.
System IM (Patient’s “If the network is disrupted, — Digital governance systems
Dependency Risk Family) services may be delayed.”  require stable infrastructure to

ensure reliability and continuity
of services.

Service Quality H “Overall, services are better Innovation contributes
Improvement (Outpatient)  and more efficient with ~ positively to perceived service
these innovations.” quality and user satisfaction.
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Key Informant  Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theoretical Relevance)
Need for FA (Doctor)  “The system needs stable =~ Sustainable innovation requires
Infrastructure internet and backup support strong technological
Support to work optimally.” infrastructure and continuous

system support.

(Research Source, 2026)

Based on Table 4.7, public service governance innovation at Prima Husada Sengkang
Hospital is shown through the implementation of SIM RS, ERACS, and Home Care services
to improve efficiency, accessibility, and service quality. These innovations are integrated into
daily hospital operations, supporting both administrative processes and patient care.

Opverall, the innovations have a positive impact on service speed, coordination, recovery
outcomes, and accessibility, although challenges such as unstable internet connection still
affect system performance. Continuous improvement of infrastructure and system reliability
is needed to optimize these innovations.

The findings of this study concerning public service governance innovation at Prima
Husada Sengkang Hospital focus on two main issues: (1) the implementation of public service
governance innovation at Prima Husada Sengkang Hospital, Tempe District, Wajo Regency;
and (2) the determinant factors influencing the implementation of public service governance
innovation. The discussion is presented based on the principles of transparency,
accountability, responsiveness, effectiveness, supporting factors, inhibiting factors, and the
forms of innovation implemented by the hospital.

Transparency in Public Service Governance at Prima Husada Sengkang Hospital

Based on the research findings, the principle of transparency at Prima Husada Sengkang
Hospital has been implemented through the openness of information regarding service
procedures, service costs, and access to service information for the public. Information related
to service procedures is provided through information boards and banners placed within the
hospital environment, particularly in the Emergency Unit area. Meanwhile, detailed
information regarding service costs can be obtained directly from the cashier, allowing patients
and their families to understand the estimated costs before receiving services.

This finding is in line with Dwiyanto (2006; 2010), who stated that transparency refers
to the openness of public service providers in providing information that is accessible and
understandable to the public. The availability of information regarding procedures and service
costs is an important indicator in creating transparent public services.

The findings are also consistent with Moenir (2014), who explained that service
procedures are a series of stages that must be followed by service users in order to obtain
services in an orderly, clear, and directed manner. At Prima Husada Sengkang Hospital,
patients can understand the service flow starting from registration, examination, medical
treatment, and administrative completion. This condition indicates that the hospital has
attempted to provide clear service procedures to the public.

In addition, access to service information is considered relatively easy because the
hospital uses social media platforms, such as Instagram and WhatsApp, as media for
disseminating service information. This finding is consistent with the view of the Ministry of
Health of the Republic of Indonesia, which emphasizes that access to health service
information can be provided through both direct and digital media. Therefore, transpatency
at Prima Husada Sengkang Hospital can be considered well implemented because the public
has access to the information needed to obtain health services.

Accountability in Public Service Governance at Prima Husada Sengkang Hospital

Accountability refers to the ability of public service providers to take responsibility for
every action and service delivered to the public. Based on the research findings, accountability
at Prima Husada Sengkang Hospital can be observed through the implementation of duties
according to the functions and responsibilities of each staff member.
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The receptionist is responsible for providing information and assisting patients during
the administrative process. Nurses are responsible for providing nursing care and monitoring
patient conditions, while doctors are responsible for conducting examinations, establishing
diagnoses, and providing medical treatment. In addition, the services provided by hospital
staff follow the procedures and Standard Operating Procedures (SOP) applicable at the
hospital.

These findings are consistent with the accountability theory proposed by Dwiyanto
(20065 2010), which emphasizes that public services must be accountable to the community.
The findings also align with the provisions of the Ministry of Health of the Republic of
Indonesia, which require health workers to provide services according to professional
standards, SOP, and professional ethics.

The implementation of services based on SOP demonstrates the hospital’s
commitment to maintaining service quality and patient safety. Therefore, accountability at
Prima Husada Sengkang Hospital can be considered well implemented through the
performance of duties according to professional responsibilities and applicable service
procedures.

Responsiveness in Public Service Governance at Prima Husada Sengkang Hospital

Responsiveness is related to the ability of public service providers to understand and
respond to community needs quickly and appropriately. Based on the research findings, the
responsiveness of staff at Prima Husada Sengkang Hospital can be seen from the speed and
alertness of staff in serving patients, as well as their ability to provide clear and understandable
information.

Hospital staff attempt to provide services quickly, starting from the registration process,
the provision of information, and the handling of patient needs. In addition, staff members
provide explanations using simple language so that patients and their families can easily
understand the information provided.

These findings are in line with Dwiyanto (2006; 2010), who stated that responsiveness
is the ability of public service organizations to recognize and respond to community needs.
The findings are also consistent with the provisions of the Ministry of Health of the Republic
of Indonesia, which emphasize the importance of complaint management systems, effective
communication, and fast and appropriate services based on patient needs.

The speed and alertness of staff, as perceived by patients and their families, indicate
that the hospital has attempted to meet service standards that are oriented toward community
needs. Therefore, the principle of responsiveness at Prima Husada Sengkang Hospital can be
considered to have been implemented relatively well.

Effectiveness of Services at Prima Husada Sengkang Hospital

Based on the research findings, service effectiveness can be observed through the ability
of the hospital to provide services according to patient needs and through the level of
satisfaction expressed by patients and their families. Hospital staff attempt to adjust services
based on the condition and needs of each patient so that the services provided are more
appropriate and targeted.

In addition, patients and their families expressed satisfaction with the services provided
because staff members were friendly, helpful, and able to provide clear information. Patient
satisfaction indicates that the services provided have generally met public expectations.

These findings are consistent with the concept of service effectiveness stated by the
Ministry of Health of the Republic of Indonesia, which explains that services can be
considered effective when they produce outcomes that correspond to community needs and
create meaningful benefits for service users. The findings also support Gaspersz (2006), who
stated that service quality is determined by an organization’s ability to meet customer needs
and satisfaction.
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Therefore, the services provided by Prima Husada Sengkang Hospital can be
considered relatively effective because they are able to address patient needs and generate a
satisfactory level of public satisfaction.

Resolution and Accommodation as Supporting Factors for Public Service Governance

Based on the research findings, the resolution of problems and patient complaints at
Prima Husada Sengkang Hospital is catried out through effective communication,
coordination among service units, and follow-up actions toward complaints submitted by
patients and their families. Staff members attempt to listen to patient complaints before
providing explanations or solutions based on the problems encountered.

These findings are in line with Hardiyansyah (2017), who stated that organizational
communication and coordination are important factors in the success of public services. In
addition, Tilaar (2018) explained that innovation, leadership, and effective communication are
supporting factors in improving public setvice quality.

The existence of cooperation among staff members and coordination between service
units indicates that the hospital has the capacity to resolve and accommodate various service-
related problems. Therefore, resolution and accommodation can be categorized as supporting
factors that contribute to the realization of good public service governance at Prima Husada
Sengkang Hospital.

Community Dynamics as an Inhibiting Factor for Public Service Governance

The research findings indicate that there have been changes in public needs and
expectations regarding hospital services. The public expects the hospital to cooperate with
BPJS, provide more complete health facilities, and ensure that doctors provide services at the
outpatient clinic according to the scheduled time.

In addition, the public has become more active in submitting complaints through
various channels provided by the hospital, either directly to staff members or through the QR
Code complaint system. This condition indicates an increase in public expectations regarding
the quality of health services.

These findings are consistent with Rahmadana et al. (2020), who stated that increasing
public demands can become a challenge in the implementation of public services. Similarly,
Moenir (2014) explained that changes in community needs require service organizations to
continuously adapt in order to maintain service quality.

Therefore, community dynamics can be considered an inhibiting factor as well as a
challenge for Prima Husada Sengkang Hospital to continuously improve service quality in
accordance with the changing needs and expectations of the public.

Public Service Governance Innovation at Prima Husada Sengkang Hospital

Based on the research findings, the innovations implemented at Prima Husada
Sengkang Hospital include the use of the Hospital Management Information System (S7szer
Informasi Manajemen Rumal Sakit or SIM RS), the Enhanced Recovery After Caesarean Surgery
(ERACS) method, and Home Care services. These three innovations have been implemented
in daily service activities and provide benefits for both patients and hospital staff.

The use of SIM RS helps accelerate administrative processes, patient data management,
and coordination among service units. Meanwhile, the ERACS method provides benefits by
supporting faster recovery for patients after caesarean surgery. Home Care services assist
patients in obtaining continued health services without having to visit the hospital directly.

These findings are in line with Tilaar (2018), who stated that innovation is an important
factor in improving public service quality. Innovation is also part of the effort to create service
governance that is effective, efficient, and oriented toward community needs.

However, this study also found obstacles related to internet network disruptions that
occasionally affected the use of SIM RS. This condition is consistent with Moenir (2014), who
stated that facilities and infrastructure are factors that can influence service quality.
Nevertheless, the benefits of the innovations implemented are considered greater than the
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obstacles encountered because they improve service efficiency, accelerate work processes, and
increase patient satisfaction.

Overall, public service governance innovation at Prima Husada Sengkang Hospital has
been implemented relatively well. The implementation of SIM RS, ERACS, and Home Care
services demonstrates the hospital’s effort to improve service quality, accessibility, efficiency,
and patient satisfaction. However, continuous improvement is still needed, particularly in
strengthening digital infrastructure, improving service facilities, and responding to the
evolving needs of the community.

Implementation of Transformational Leadership and Employee Work Effectiveness

The implementation of transformational leadership at the Wajo Regency Regional
Secretariat demonstrates that leadership communication functions not only as an
administrative mechanism but also as a strategic instrument for motivating employees,
strengthening organizational commitment, and improving the effectiveness of task
implementation. Analysis of interview findings and field observations indicates that the
leadership style practiced by the Regional Secretary reflects the four core dimensions of
transformational leadership proposed by Bass, namely individual consideration, intellectual
stimulation, inspirational motivation, and idealized influence. These dimensions collectively
shape organizational culture and employee work behaviour within the regional government
environment.

A significant finding of this study is that the Regional Secretary applies a patticipatory
and human-centered leadership approach that reduces hierarchical distance between leaders
and employees. Employees perceive the Regional Secretary not merely as a superior authority
figure, but also as a mentor, motivator, and facilitator of professional development. This
leadership approach contributes to stronger organizational trust, work discipline, and
employee engagement in administrative processes.

Individual Consideration and Employee Development

The findings reveal that the Regional Secretary consistently demonstrates individual
consideration by paying attention to employees’ professional and personal development.
Employees reported that the leader actively encourages collaboration, supports self-
development initiatives, and creates a work environment characterized by openness and
mutual respect.

Table Key Themes of Public Service Governance Innovation at Prima Husada Sengkang

Hospital.
Key Informant Informant’s Statement Initial Interpretation
Themes/Concepts Code (Theotretical Relevance)
“Information regarding The availability of service
service procedures and  procedure and cost information
. hospital costs has been reflects the principle of
Information R P . °p P .
L conveyed openly so thatit  transparency in public service
Transparency  (Receptionist) i
can be accessed and governance, where citizens have
understood by the public the right to obtain clear and
and patients.” accessible information.
“Service information is easy The use of digital
to access because the communication channels
Accessibility of hospital also provides indicates innovation in
. o BS (Nurse) . . . . . .
Service Information information through social information delivery and
media such as Instagram expands public access to
and WhatsApp.” hospital services.
“Information about services Direct communication between
. and costs is easy to obtain staff and patients supports
Direct Access to H 153 p PP
. . because hospital staff also  transparency by ensuring that
Information (Outpatient)

ovide explanations when information can be understoo
rovid lanations when informati be understood
we need information.” by service users.
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“My responsibility is to
provide clear information to
R patients and their families,
(Receptionist) assist with registration, and
direct them according to the
services needed.”

Accountability is reflected
through the clear division of
staff duties and responsibility in
assisting patients during the
service process.

Staff Accountability

“My responsibility is to
provide care according to
applicable service standards,
monitor patient conditions,
and ensure patient needs are
fulfilled.”

“Examinations, diagnosis,
and therapy are carried out
according to established
procedures so that services
can run propetly and safely
for patients.”

The implementation of
professional duties according to
service standards demonstrates
accountability in healthcare
service delivery.

Professional

Responsibility BS (Nurse)

Compliance with Standard
Operating Procedures
strengthens accountability,
service quality, and patient
safety.

Compliance with
Standard Operating FA (Doctor)
Procedures

“When patients atrive, we
immediately assist with
Service R registration, provide the
Responsiveness  (Receptionist) required information, and
direct them according to
their service needs.”

Fast response during the
registration process
demonstrates responsiveness
and reduces potential delays in
service delivery.

“When there are complaints Prompt responses to patient
p p p p

. or calls from patients, we try complaints indicate that
Responsiveness to . . . .
. BS (Nurse) to respond immediately ~ hospital staff are responsive to
Patient Needs . . I . .
according to their condition  patient needs and service
and level of need.” expectations.
“I try to explain the Clear and simple
patient’s condition, communication supports
Clear FA (Doctor) examination results, and responsive public service by
Communication required actions using reducing misunderstandings
language that is easy to between medical staff and
understand.” patients.
“We try to understand the Setvices tailored to patient
Service R needs of every patient who  needs indicate effectiveness
. L comes and provide because the service process is
Effectiveness (Receptionist) . . . . N
information and services directed toward achieving
according to their needs.” appropriate outcomes.

“] am satisfied with the

. . Patient satisfaction reflects that
services provided. The staff

. . . H . the service has met user
Patient Satisfaction . serve well and provide . L
(Outpatient) . expectations and indicates
explanations that are easy to . . . .
”» effective public service delivery.
understand.
“If patients or families Complaint handling through
submit complaints, we first ~communication and referral
Complaint R listen to the problem and mechanisms represents
Resolution (Receptionist) then direct it to the resolution and accommodation
authorized section for as supporting factors in public
follow-up.” service governance.
“If a complaint requires
handling by another party, Inter-unit coordination
Coordination in we coordinate with the  strengthens the hospital’s ability
. BS (Nurse) . .
Problem Solving relevant unit so that the to resolve service problems
problem can be resolved effectively.
propetly.”
e . . . .
. Many patients ask whether Increasing public expectations
Community R the h} sp ital can cooperate  re rding IEP]S o , eration
. o canc a a coopera
Demands (Receptionist) P p 5 & p

with BPJS because it would show that changing community
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help them with healthcare
costs.”

“Patients expect faster
outpatient services and
doctors to provide services
according to the established
schedule.”

Service Time

Expectations BS (Nurse)

“The hospital provides a
QR code that can be
scanned using a mobile
phone so the public can
submit complaints, criticism,
and suggestions.”

R
(Receptionist)

Complaint Channel
Innovation

“One of the innovations is
the use of SIM RS, which
helps in patient registration
and administrative
processes.”

“The ERACS method has
been implemented and helps
patients recover faster after
caesarean surgery.”

Hospital
Management
Information System

R
(Receptionist)

ERACS Service

Innovation

BS (Nurse)

“Home Care services are
provided to patients who
still need monitoring or
continued treatment at
home.”

Home Cate Service FA (Doctor)

“Registration and data
searching feel faster, and

Positive Impact of H .
p . Home Care is very helpful
Innovation (Outpatient) .
for patients who need
continued care at home.”
“Sometimes there are
. . roblems when the internet
Innovation IM (Patient’s p L
. . connection is unstable, so
Constraint Family)

the information system
becomes slightly delayed.”

needs can become a challenge
in service governance.

Demands for faster services
and punctuality illustrate
dynamic community
expectations that require
continuous organizational
adaptation.

The QR code complaint
channel represents digital
innovation that facilitates public
participation and strengthens
service accountability.

SIM RS improves
administrative efficiency, data
management, and coordination
between service units.

ERACS represents medical
service innovation that
improves patient recovery
outcomes and service quality.

Home Care expands access to

healthcare services and provides

continuity of care beyond the
hospital environment.

Innovation contributes to
service efficiency, accessibility,
and patient convenience.

Network instability is a
technological barrier that can
reduce the effectiveness of
digital service innovations such
as SIM RS.

(Research Source, 2026)

Based on Table 1, complaint resolution at Prima Husada Sengkang Hospital is carried
out through structured communication, where staff listen to patient complaints and direct
them to the relevant units for follow-up. This process is supported by inter-unit coordination
to ensure that problems are resolved effectively.

In addition, the hospital provides a QR code-based complaint channel that allows
patients and families to submit feedback more easily, although its effectiveness still depends
on consistent follow-up. Overall, complaint handling reflects responsiveness, coordination,
and innovation in strengthening public service governance.

5. Conclusion

Based on the results of the research entitled Analysis of Public Service Governance
Innovation at Prima Husada Sengkang Hospital, Tempe District, Wajo Regency, the
following conclusions can be drawn:

1. Public service governance at Prima Husada Sengkang Hospital has been implemented
well, as reflected in the application of good governance principles, namely transparency,
accountability, responsiveness, and effectiveness. Transparency is shown through open
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access to information regarding service procedures and costs via information media and
hospital staff. Accountability is reflected in the implementation of staff duties in
accordance with their responsibilities and Standard Operating Procedures (SOP).
Responsiveness is demonstrated through the speed and attentiveness of staff in serving
patients and providing clear and understandable information. Meanwhile, effectiveness
is shown by the ability of the hospital to deliver services according to patient needs,
resulting in community satisfaction. In addition, public service governance innovation
is implemented through the use of the Hospital Management Information System (SIM
RS), Enhanced Recovery After Caesarean Surgery (ERACS), and Home Care services,
which improve administrative efficiency, data management, patient recovery, and
service accessibility.

2. The supporting factors in the implementation of public service governance at Prima
Husada Sengkang Hospital include effective communication, inter-unit coordination,
teamwork among staff, and strong commitment to providing the best service to the
community. Meanwhile, the inhibiting factors include increasing public expectations for
BPJS cooperation, the need for improved healthcare facilities, punctuality of doctors in
outpatient services, and network constraints that occasionally affect the performance
of the SIM RS system.

References

Agusta, 1. (2003). Teknik pengumpulan dan analisis data kualitatif. Pusat Penelitian Sosial Ekonomi Litbang Pertanian, 27(10), 179-188.

Arikunto, S. (2013). Prosedur Penelitian: Suatu Pendekatan Praktik. Jakarta: Rineka Cipta.

Creswell, J. W. (2014). Research Design: Qualitative, Quantitative, and Mixed Methods Approaches (4th ed.). Thousand Oaks, CA: Sage.

Denhardt, J. V., & Denhardt, R. B. (2015). The New Public Service: Serving, Not Steering (4th ed.). New York: Routledge.

Dema, H., Hamrun, H., & Hamsinah, H. (2021). Inovasi tata kelola pemerintahan daerah di Kabupaten Bantaeng. PRAJA: Jurnal Ilmiah
Pemerintahan, 9(2), 64-75.

Dwiyanto, A. (2006). Mewujudkan Good Governance Melalui Pelayanan Publik. Yogyakarta: Gadjah Mada University Press.

Dwiyanto, A. (2010). Manajemen Pelayanan Publik: Peduli, Inklusif, dan Kolaboratif. Yogyakarta: Gadjah Mada University Press.

Fauzan, A. (2022). Tata Kelola Pelayanan Publik. Jakarta: Rajawali Pers.

Gaspersz, V. (2006). Total Quality Management. Jakarta: Gramedia Pustaka Utama.

Gault, F. (2018). Defining and Measuring Innovation in All Sectors of the Economy. Cheltenham: Edward Elgar Publishing,

Hapzah, S. N, Rianto, B., & Tamrin, M. H. (2020). Tata kelola inovasi pelayanan publik: dimensi kelembagaan, aktor kebijakan dan
masyarakat. Publisia, 5(2), 153—164.

Hardiyansyah. (2017). Manajemen Pelayanan dan Pengembangan Organisasi Publik. Yogyakarta: Gava Media.

Haryanti, H., Winarti, W., & Pramono, J. (2023). Kualitas pelayanan perusahaan umum daerah air minum Tirto Negoro Kabupaten
Sragen. JIAP, 12(1), 1-15.

Jogiyanto, H. M., & Abdillah, W. (2011). Sistem Tata Kelola Teknologi Informasi. Yogyakarta: Andi.

Kasim, A. (1994). Administrasi Negara dalam Perspektif Indonesia. Jakarta: LP3ES.

Keban, Y. T. (2008). Enam Dimensi Strategis Administrasi Publik. Yogyakarta: Gava Media.

Makmur, & Rohana, T (2015). Inovasi dan Kreativitas Manusia dalam Administrasi dan Manajemen. Bandung: Refika Aditama.

Mekarisce, A. A. (2020). Teknik pemeriksaan keabsahan data pada penelitian kualitatif di bidang kesehatan masyarakat. Jurnal Ilmiah
Kesehatan Masyarakat, 12(3), 145—151.

Miles, M. B., Huberman, A. M., & Saldafia, J. (2014). Qualitative Data Analysis: A Methods Sourcebook (3rd ed.). Thousand Oaks, CA:
Sage.

Moleong, L. J. (2010). Metodologi Penelitian Kualitatif. Bandung: Remaja Rosdakarya.

Moenir, A. S. (2014). Manajemen Pelayanan Umum di Indonesia. Jakarta: Bumi Aksara.



International Journal of Social Science and Humanity 2026 (September), Vol. 3, No. 3, Herlina et. al. 69 of 69

Mufassaroh, M. L., Murwaningsih, T., & Subarno, A. (2023). Faktor-faktor yang menghambat pelaksanaan pelayanan publik di Kantor
Kecamatan Widodaren Kabupaten Ngawi. JIKAP, 7(4), 298-305.

Mulyadi, D. (2016). Studi Kebijakan Publik dan Pelayanan Publik. Bandung: Alfabeta.

Nurdin, I. (2019). Kualitas Pelayanan Publik. Surabaya: Media Sahabat Cendekia.

OECD. (2018). Oslo Manual 2018: Guidelines for Collecting, Reporting and Using Data on Innovation (4th ed.). Paris: OECD
Publishing.

Osborne, S. P. (2010). The New Public Governance: Emerging Perspectives on the Theory and Practice of Public Governance. London:
Routledge.

Pollitt, C., & Bouckaert, G. (2017). Public Management Reform: A Comparative Analysis (4th ed.). Oxford: Oxford University Press.

Qomaruddin, Q., & Sa’diyah, H. (2024). Kajian teoritis tentang teknik analisis data dalam penelitian kualitatif: Perspektif Spradley, Miles
dan Huberman. Journal of Management, Accounting, and Administration, 1(2), 77—84.

Rahmadana, M. F., Mawati, A. T., Siagian, V., Perangin-angin, M. A., Refelino, J., Tojiri, M. Y., et al. (2020). Pelayanan Publik. Medan:
Yayasan Kita Menulis.

Rahman, A. (2017). Pengantar Ilmu Administrasi. Makassar: Sah Media.

Rizki, B., dkk. (2020). Inovasi pelayanan kesehatan pada Rumah Sakit Umum Daerah Pariaman. Jurnal Administrasi Publik, 8(1), 45-58.

Sugiyono. (2019). Metode Penelitian Kualitatif, Kuantitatif dan R&D. Bandung: Alfabeta.

Sutha, G. (2018). Administrasi Perkantoran Modern. Jakarta: Indeks.

Tilaar, H. A. R. (2018). Manajemen Sumber Daya Manusia dan Pelayanan Publik. Jakarta: Rineka Cipta.

United Nations Development Programme (UNDP). (1997). Governance for Sustainable Human Development. New York: UNDP.

Veranita, M., & Hatimatunnisani, H. (2021). Kualitas pelayanan publik pengaruhnya terhadap kepuasan pelanggan PT PLN (Persero)
Rayon Bandung Selatan. Jurnal E-Bis, 5(1), 249-259.

World Health Organization (WHO). (2021). Global Strategy on Digital Health 2020—2025. Geneva: WHO.

Yanti, A. (2024). Penerapan prinsip-prinsip tata kelola pemerintahan yang baik (good governance) dalam meningkatkan kualitas pelayanan
publik. Jurnal Administrasi Publik dan Birokrasi.

Republik Indonesia. (2009). Undang-Undang Nomor 25 Tahun 2009 tentang Pelayanan Publik. Jakarta: Sekretariat Negara.

Republik Indonesia. (2023). Undang-Undang Nomor 17 Tahun 2023 tentang Kesehatan. Jakarta: Sekretariat Negara.



