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Abstract: This study aims to develop an initial framework for integrating public 
services in Batu City. Integrating public services in Batu City is formulated into 
the Integrated Public Service (Public Service Mall). This research is preliminary, 
meaning the researchers wanted to identify potential public services developed 
in Batu City. Furthermore, the discussion of the initial framework focused on 
three aspects: institutional, management, and human resource management. 
This research used a mixed-methods approach. Data was collected through 
questionnaires, semi-structured interviews, focus group discussions, and 
literature studies. The result showed that the integration of public services in the 
city of Batu had the potential to be developed through Public Service Mall. The 
strategic placement of Public Service Mall locations was needed to provide 
affordability for the community. Public Service Mall could also expand services 
from 118-130 to 130-140. From an institutional perspective, Public Service Mall 
remained under the Batu City One-Stop Integrated Service and Investment 
Service (DPMPTSP) supervision by coordinating with technical agencies from 
the public and private sectors. Then, in terms of management, implementing the 
Service Mall required physical and network infrastructure in the service process. 
Finally, the HRM (Human Resource Management) aspect needed to pay attention 
to the competency skills of the apparatus, both as implementers and as control 
systems. 
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INTRODUCTION 
This article proposed an integrated Public Services Mall in Batu City using a preliminary 

study as the approach. The researchers identified the potential for developing public services in 
Batu City into integrated public services or Public Service Mall (Public Service Mall), starting 
from determining the strategic location, general overview of public services in Batu City, and 
services that could be integrated. Several studies on Public Service Malls have been carried out 
(Adawiyah, 2018; Ikhsan et al., 2020; Puryatama & Haryani, 2020; Ristiani, 2020), but most of 
them still focused on the implementation. Meanwhile, the preliminary study or formulation was 
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still limited. Therefore, this study hopes to provide policymakers with input to formulate 
excellent and integrated public services through the Public Services Mall in Batu City.  

Roy & Langford (2008) said that public service is the primary function. Moreover, entering 
the era of the industrial revolution 4.0 and the increasingly rapid development of ICT 
(Information Communication and Technology) requires the government to continue to improve 
public services excellently (Apriliyanti et al., 2020; Valenduc & Vendramin, 2017; van der Wal & 
Demircioglu, 2020). Providing excellent public services is a concrete form of modern government 
performance (Sicilia et al., 2016; Velsberg et al., 2020). The community's need for public services 
has increased both in terms of quantity and quality along with social complexity, such as 
population, education level, employment, and welfare level (Hou et al., 2021). Emerging 
technologies have offered potential routes for service users to modify bottom-up policy and 
organizational and administrative mechanisms (Osborne et al., 2016).  

According to Osborne (2018), public service reforms dominated by the New Public 
Management (NPM) model have failed. Furthermore, Osborne offered a concept called Public 
Service Logic (PSL), meaning the ability of public organizations to co-production and value co-
creation in public management. It has proven to trigger studies on co-production and co-creation 
to improve public services (Ramadani et al., 2020) in various areas (Amann & Sleigh, 2021; 
Bharosa et al., 2020; Brandsen et al., 2018; Voorberg et al., 2017; Wei et al., 2020). PSL allows 
public organizations to offer public services to the community as needed. These challenges arise 
from several attributes of the New Public Service (NPS) as an antithesis of NPM.  

The increasing demands for fair, cheap, and fast public services cannot be separated from 
the flow of urbanization and urban development (Hou et al., 2021). It also happened in several 
cities in Indonesia, one of which was Batu. As a tourist destination, development in all fields 
continues to increase. As a tourist city, opportunities to improve public services can attract 
investors (Yonanda, 2013). According to Neshkova & Guo (2018), transforming public services is 
considered the right strategy to realize quality services. An integrated service mechanism is 
needed (Anu, 2015).  

Currently, the Batu City government has a One-Stop Integrated Service under the direct 
supervision of the Investment and One-Stop Integrated Service and Labor Office. One hundred 
eighteen (118) services and permits from various OPD (Regional Apparatus Organizations) are 
integrated. However, implementing One-Stop Integrated Service as the second generation has 
not run optimally due to the limited technical team in the field, service mechanisms to the 
broader community, and lack of coordination between OPDs. It is evidenced by interviews with 
several people who need services at One-Stop Integrated Service. Therefore, more advanced 
development is needed to realize excellent public services (Laitinen et al., 2018; Roziqin & 
Fajrina, 2021).  

Public service development efforts that can be developed in Batu City are the Public 
Service Mall (Public Service Mall). It is reinforced by the survey as follows.  

 
 

Figure 1. Agreement from community to Public Service Mall 
Source: Primary data collection 
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Based on Figure 1, some people agree with developing public services in a Public Service 
Mall. According to Ministerial Regulation of The Ministry Empowerment of State Civil Apparatus 
- Bureaucratic Reform (Kemenpan RB), Number 23 of 2017 concerning the Implementation of 
Public Service Malls, Public Service Mall can make it easier for the public to obtain services, 
licensing, non-licensing, or service information or complaints from government agencies. Public 
Service Mall can integrate services in Ministries, Institutions, Regional Governments, State-
Owned Enterprises, Regional-Owned Enterprises, and the private sector to make it easier for the 
public to ask for not only one service but all services in one place. In addition, a Public Service 
Mall can provide benefits such as shorter time, affordable and convenient costs to provide 
services (Ristiani, 2020). Meanwhile, the general purpose of the Public Service Mall is to provide 
convenience, speed, affordability, security, and convenience to the public in obtaining services, as 
well as being able to increase global competitiveness in providing ease of doing business in 
Indonesia.  

Public service integration refers to a single access point to services and information offered 
by different public authorities (Wimmer, 2002). By being placed in one place, the public can 
access various public service providers, both public and private. Furthermore, integrating public 
services through the Public Service Mall is Indonesia's third generation of integrated public 
service development. Previously, there were PTSA and PTSP (One-Stop Integrated Service). 
Public Service Mall must adhere to integration, efficiency, coordination, accountability, 
accessibility, and convenience in its implementation. Public Service Mall is organized by regional 
apparatus organizations that carry out tasks and functions in investment and one-stop integrated 
services. 

In 2017, the Public Service Mall was first inaugurated in the community, namely Surabaya 
Public Service Mall. The development of the Public Service Mall in Indonesia continues to grow, 
especially from the side of the local government. Data from the Ministry of Administrative 
Reform and Bureaucratic Reform reported 24 Public Service malls from 514 districts/cities 
throughout Indonesia. In contrast, in 2021, the Ministry of Administrative Reform and 
Bureaucratic Reform received commitments to develop Public Service Mall from the region as 
many as 48 local governments. After Surabaya, several areas in East Java have also moved to 
develop Public Service Malls, including Banyuwangi, Sidoarjo, and Magetan. However, Batu City 
is still in preparation, so a preliminary study on developing integrated public services in Batu 
City is interesting to discuss as an initial framework.  
 
RESEARCH METHODS 

This study used a mixed-methods approach (Creswell & Tashakkori, 2007; Daigneault & 
Jacob, 2014; Leech et al., 2010; Mertens, 2011). The mixed-methods approach is defined as 
combining qualitative and quantitative methods. Researchers using mixed methods aim to 
understand the phenomenon under study deeply. The quantitative approach in this study was 
used to obtain statistical information about the public service process and potential locations 
helpful in developing integrated public services in Batu City. The qualitative approach obtained 
in-depth descriptive and narrative information from informants about the phenomenon under 
study.  
 This research was carried out in three stages. The first stage focused on the current 
service processes and the identification of institutional readiness. Data was acquired primarily 
through surveys of the selected society (300 respondents), focus groups discussion, and 
structured interviews with influential policymakers at local governments, supplemented by 
secondary documentary research. The second stage focused on the development strategy to 
integrate public services in Batu City. The third stage analyzed data results with secondary data. 
The data analysis technique in this study was explanatory sequential, prioritizing quantitative 
techniques and then analyzing them with qualitative techniques.  
 
RESULTS AND DISCUSSION 
Potential for Integrated Public Service Development 

Public Service Mall in Indonesia was inspired by the Public Service Hall (PSH) in Georgia 
and ASAN Xidmat, Azerbaijan, both of which have signed an MoU in cooperation with the 
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Ministry of Administrative Reform and Bureaucratic Reform (KEMENPAN RB) to strengthen 
institutions and increase apparatus resources (Puryatama & Haryani, 2020). In Georgia, twelve 
(12) services of ministries/agencies have been integrated, such as ease of doing business ranging 
from ease of business registration, in-house notary to obtaining land rights, and ease of 
ratification of marriages. They have a tagline, "15 minutes for every service". Meanwhile, ASAN 
Xidmat, Azerbaijan, is a public service institution that combines government and private sector 
services for business purposes. Learning from these examples is then adapted to the Public 
Service Mall of Indonesia. 

 Batu City can further develop excellent public services by implementing the Public Service 
Mall. Public Service Mall in Batu City has been described in the Batu City Regional Long-Term 
Plan (RPJPD) for 2005-2025. The application of integrated information technology will facilitate 
and improve the quality of public services (Karwan & Markland, 2006). Therefore, it is crucial to 
map and prepare human resources and IT infrastructure and decide on a strategic location to 
realize Public Service Mall.  

Based on Regional Regulation (Perda) number 7 of 2011 concerning the Spatial Planning of 
Batu City in 2010-2030, the leading public service is government administration which the city 
needs, called the city service center. As explained in article 12, paragraph 3, the city government 
service center is for government activities and is equipped with government offices and other 
public service support facilities. The Batu City government has prepared an alternative place to 
be used as a public service mall. These places include Balai Kota Among Tani, the former 
Diaspora building, the KPP building, and Ganesha. 

The location and building of the Public Service Mall need serious considerations because 
the strategic location will make it easier for people to access it. Based on the survey, some people 
chose the Ganesha building as Public Service Mall, as shown in Figure 2.  

 

 
Figure 2. Option Mall Public Service locations 

Source: Primary data collection 
  

The three locations with the most significant number each have advantages and 
disadvantages. Based on the indicators of accessibility and infrastructure, the Ganesha Building is 
considered the most ideal for building a Public Service Mall, which requires ample space to 
accommodate various services and supporting facilities. Moreover, the plan for constructing the 
Ganesha Building will be five floors. The Ganesha building is strategically located in the middle of 
the city, making it easier for people to access. Meanwhile, the Public Service Mall will be prone to 
traffic density and cause congestion due to its location. Meanwhile, the Office Block and the 
former Diaspora Office have a strategic location, but the building area is relatively small, and the 
supporting facilities are still minimal. If Public Service Mall is built in this location, it will require 
a lot of additional facilities.  
 Public Services Integrated through the Public Service Mall has six main principles: 

1. Integration, both in terms of information technology, character, and procedure 
mechanism 
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2. Effective, where the construction of the Public Service Mall must have efficiency 
3. Coordination is the key to uniting the culture of each agency to be more harmonious 
4. Accountability 
5. Accessibility, namely the ease of access for the public to all types of services 
6. Convenience; people feel comfortable both in terms of human resources, mechanism 

transparency, and ease of obtaining service standards 
 
In Batu City, although there is an increase in the quality of bureaucratic work every year, 

it still needs significant improvement. The One-Stop Integrated Service (PTSP) of Batu City is also 
not optimal, and the sectoral ego of each agency is still average. Thus, Public Service Mall, which 
integrates licensing and administrative services through the help of information technology, is 
needed to provide maximum satisfaction to the people of Batu City. Public Service Mall can be 
used as a public service innovation to provide convenience, speed, affordability, security, and 
convenience to the community in obtaining services (Anu, 2015; Flumian, 2018). It combines 
several central, regional, and private government services in one building. Services in the Public 
Service Mall (integrated) are expected to increase public satisfaction and make it easier for 
business permits in Batu City and Indonesia (Ease of Doing Bussiness index). It includes data 
integration to create Alignment of Operating System Procedures, Alignment of Service Standards, 
Utilization of single data, and strengthening information technology-based services (e-services) 
for the sake of efficiency of public services. 

 
General Overview of Public Services in Batu City 
 As a newly formed city in 2001, Batu City continues to experience rapid development. In 
2020, Batu City will have 219,470 people (BPS, 2021) and 29 OPDs, divided into three sub-
districts, Bumiaji, Batu, and Junrejo. For integrated public services in Batu City under the 
Investment Agency of One-Stop Integrated Service-Labor (DPMPTSP-Naker). Through One-Stop 
Integrated Service (PTSP), the Batu City government provides 118-130 services/licenses divided 
into 11 service sectors (Appendix 1). In supporting the technical implementation of these 
services, the Batu City Government has formed a technical licensing team consisting of various 
cross-sectoral Regional Apparatus Organizations for one year. The Head of the Investment 
Agency of One-Stop Integrated Service-Labor (DPMPTSP-Naker) chairs this team, and the 
Director is the mayor. Thirty-one employees are members of the technical team. 
  

 Based on the interview with one of the technical team, DM said that: 
 
"The existing system is well developed. It means that even though the staff members are 
changing, the mechanism for implementing the technical team is still running well, even if a new 
member joins the team." (Anonymous informant, November 2020) 
 

With the limited number of permits and organizational capacity and SOTK 
(Organizational Structure of Work), there are often obstacles and delays in the survey process to 
impact the length of the licensing process and services to the community, especially with the 
number of service users that tends to increase.  

Based on the internal evaluation conducted by each Regional Apparatus Organization 
through the Community Satisfaction Survey, most of the public services in Batu City are pretty 
good. These include licensing at the Department of Population and Civil Registration, City 
Planning Framework (KRK), Building Construction Permit (IMB), Health Facility Establishment 
Permit, and others. It is evidenced by the SKM (Survey of Community Satisfaction) score with an 
average of 80.    

Nevertheless, with the growing demand for public services and the development of 
information technology, it is necessary to have an integrated effort to develop public services. 

 

 "According to the Regulation of the Minister for Empowerment of State Apparatus and 
Bureaucratic Reform of the Republic of Indonesia Number 23 of 2017 concerning the 
Implementation of Public Service Malls, Public Service Malls are a constitutional mandate 
that must be carried out. So, the spirit is that public services must be improved to improve 
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existing services. Moreover, the Public Service Mall will become one of the region's 
evaluation criteria for public services". FA statement in FGD (Focus Group Discussion) 
 

With all the tourism potential and continuing development in Batu City, a Public Service 
Mall is much needed. Some essential aspects include institutional capacity; the parties 
concerned must consider human resource management. Collaboration and synergy between 
OPDs are crucial to realizing Public Service Mall in Batu City. Infrastructure also needs to be a 
concern because developing integrated public services must follow the NPS (New Public 
Services) paradigm, emphasizing public interest. It means focusing on what services are 
provided and the comfort aspect (Denhardt & Denhardt, 2000; Waller, 2017). So that people will 
feel satisfied and change the bad stigma of society about the bureaucracy so far. 

 
Integrated Public Services in Batu: A Preliminary framework 

Although the central and local governments have implemented integrated public services 
such as One-Stop Integrated Service, including Batu City, Public Service Mall emerged as an idea 
needed in modern society by combining the development of ICT (Information Communication 
and Technology) for system integration of various types of services and convenience for service 
users. Integrating public services through the Public Service Mall combines two views, namely a 
public-oriented internal view and a customer-oriented external view (Karwan & Markland, 2006; 
Wimmer, 2002).  

As a preliminary study, preparing an excellent Public Service Mall requires supporting 
institutions, management, and resources; those are as follows. 
 
Institutional 

Public services provided by the Office of Investment, One-Stop Integrated Services, and 
other Regional Apparatus Organizations in Batu City have been running quite well. However, 
innovations are needed to increase more efficient and integrative public services, one of which 
can be done through Integrated Public Services through the Public Service Mall. The Public 
Service Mall is a third-generation renewal step because it is seen as a correction and refinement 
of the previous two generations, namely the Generation of Integrated Public Services and One 
Stop Services (PTSP), which are considered to have not boosted the performance of the public 
service bureaucracy in Indonesia. 

Public Service Mall carries six essential principles. First is the principle of integration, both 
in terms of information technology, character, and procedural mechanisms; second is efficient, 
where the construction of the Public Service Mall must have efficiency. Third, the principle of 
coordination is the key to uniting the culture of each agency to make it more harmonious. Fourth 
is the principle of accountability, which is related to accountability. Fifth is accessibility, the ease 
of access for the public to all services. Finally, the principle of convenience where people feel 
comfortable both in terms of human resources, transparency of mechanisms, and the ease of 
obtaining service standards. 

In Batu City, although there is an increase in the quality of bureaucratic work every year, it 
still needs significant improvement. The One-Stop Service (PTSP) of Batu City is also not optimal 
because the sectoral ego of each agency is still typical. Thus, a Public Service Mall that integrates 
licensing and administrative services through information technology is needed to provide 
maximum satisfaction to the people of Batu City. Public Service Malls can be used as public 
service innovations to provide convenience, speed, affordability, security, and convenience to the 
public. It combines several central, regional, and private government services in one building. 
Public satisfaction and facilitate business licenses in Batu City and Indonesia/ Ease of Doing 
Business index (EoDB). It includes data integration to create Alignment of Operating System 
Procedures, Alignment of Service Standards, Utilization of single data, and Strengthening of 
information technology-based services (e-services) for the sake of efficiency of public services. 

Furthermore, Public Service Malls, as part of the development of integrated public services, 
need to integrate all licensing and non-licensing services under the authority of the Central and 
Regional Governments and the services of State-Owned Enterprises/Regional Owned Enterprises 
and private companies in a strategic location. 



Page | 88 

 

 

 

 

 

 

 

 

Figure 3. Public Service Mall Institutional Model 
Source: Authors' Analysis 

Public Service Malls under the Regulation of the Minister for Administrative Reform and 
Bureaucratic Reform Number 23 of 2017 aims to make it easier for the public to get services by 
service providers in one building, both licensing services, non-licensing, and service 
information/complaints about services at the mall. Public service. Furthermore, a more rigid 
institutional arrangement is needed. In this case, the Public Service Mall is an improvement in 
implementing the second generation of integrated public services, which has been the 
responsibility of the Investment Service and One-Stop Integrated Services. A Public Service Mall, 
as a non-structural institution, provides public services and integrated licensing services to the 
community in ideally the area under the coordination of the Office of Investment and One-Stop 
Services. The form can be a Technical Service Unit (UPT), which is responsible for the technical 
operation of the Public Service Mall.  

The Office of Investment and One-Stop Integrated Services then need to design the 
institutional governance of the Public Service Mall, including the organizational structure and its 
duties and functions, rules and regulations, and standard operating procedures (SOPs) for 
services. The Office of Investment and One-Stop Integrated Services needs to build synergies, 
coordination, and cooperation with other services within the internal scope of the Batu City 
Government, the private sector, the Provincial Government, and the Central Government. It 
means that the One-Stop Service and Investment Service determines the types of licensing and 
non-licensing integrated into the Public Service Mall. In addition, in the process of preparing the 
Public Service Mall, the Investment and One-Stop Service Office needs to coordinate with the 
agencies whose services will be integrated to provide buildings and facilities for the Public 
Service Mall, determine the provisions and rules of the Public Service Mall (Service Standards, 
Standards of Procedure, and Code of Conduct).  A service in a Public Service Mall can be done 
well if it involves an effective and efficient governance model from the Regional Apparatus 
Organizations. 
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Figure 4. Public Service Mall Institutional New Model 
Source: Author's Analysis 

Figure 4 explains that the Public Service Mall needs an effective strategy to create public 
services following community applicants. The strategy includes how the service mechanism will 
be implemented, SOPs, and Service Declarations, supported by the quality and quantity of 
apparatus resources at the Public Service Mall because the Public Service Mall is a policy that 
requires cross-sectoral attention coordination (Sari & Rahayu, 2021). 

Meanwhile, the budgeting and operational costs of the Public Service Mall it is charged to 
the Batu City Regional Revenue and Expenditure Budget, which the One-Stop Integrated Service 
and Investment Service coordinates. At the same time, it also establishes rules and regulations 
that must be obeyed by all agencies that are members of the Public Service Mall. As for service 
providers outside the regional authority of Batu City, it is regulated following the provisions of 
the applicable legislation.  

 
Governance 

Good service will only be realized if, in the internal environment of an organization 
providing services to the community, there are several factors, namely, a service system that 
prioritizes the interests of customers, a service culture in a service organization, and human 
resources that prioritize the interests of the community and adequate resources (Ristiani, 2020). 
Thus, service users can get the main priority and support from various factors, including:   

a. Service organization culture that prioritizes the interests of the community, 
especially service users   

b. Service systems in service delivery organizations  

c. Service user-oriented human resources  

Good service can be realized if service users or the community as customers are placed in 

a center that gets support from an organizational culture oriented to the community's interests, 

such as vision and mission, commitment, and division of labor. In addition, service users can get 

support from a community-oriented organizational service system. In this case, it is easy for the 
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community to get services such as technology and the clarity of an organizational procedure 

that does not make it difficult for the community.  

For this reason, the leading infrastructure key to implementing the Public Service Mall 

includes representative buildings, servers, service stands, integrated computer networks, 

independent platforms, and information media. As the third generation of integrated public 

services, a Public Service Mall must be able to improve the previous integrated service (PTSP). 

In this case, the utilization and creation of a system to simplify the service mechanism must be 

carried out. Public Service Mall must remain its good service. The Batu City Communication and 

Information Office is the leading system and network infrastructure facilitation sector. Of 

course, it considers the service mechanisms in each Regional Apparatus Organization. So far, the 

one-stop integrated public service is under the authority of the Investment and One-Stop 

Integrated Service and Employment Service. As a Regional Apparatus Organization in charge of 

licensing for One-Stop Integrated Services, it is a government agency that is the goal of the 

community in managing specific permits and services.  

 

 

Figure 5. Investment and One-Stop Integrated Service and Employment Service Licensing Flow in Batu 
City  

Source: Primary data collection 

Based on Figure 5, the flow is quite long, and not all people who care about licensing 

understand it. In addition, the imperfect socialization process impacts the flow of information 

regarding licensing procedures and services. In specific licenses, from the licensing process, 

surveys, and issuance of permits, it takes quite a long time because coordination between offices 

in the One-Stop Integrated Services technical team requires coordination. Furthermore, 

information and communication technology has not been widely used in licensing at One-Stop 

Integrated Services. Suppose ICT can be used correctly, then services can be optimized. The 

creation and mechanism of information technology service systems need to improve public 

services. If the Batu City government already has a service application, it needs to be developed 

and optimized. 

The service flow previously long through the Public Service Mall must be simplified by 

integrating service mechanisms and systems. The following pestles can be developed in 

implementing the Public Service Mall.  

 



Formulating Integrated Public Services in Batu City: A Preliminary Study I Dedik F. Suhermanto, Ali Roziqin, Iradhad T. Sihidi, 
Temmy Indrawan, and Yusrin Rahmawati I Vol 9, No 2 (2022): June 2022 

 

Page | 91  

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 6. Flowchart model of Public Service Mall Service (Manual and Semi online) 
Source: Author's Analysis 

  

Based on Figure 6, the management of services at the Public Service Mall can use online 

and direct dating. It depends on the type of service and the agency that serves. Some services, 

such as ID cards, and family cards, which should be online, can be done online, and the public 

can upload files independently and wait for the verification results. If it is complete, it will be 

processed, get the file, notify the collection date, and bring the original file uploaded. 

Human Resources Management 
The Public Service Mall is a renewal and a strategic step in improving public services 

combined with information technology. However, the regulation regarding Human Resource 
Management, especially the implementing apparatus, must be considered. Human Resources in 
public services have a reasonably significant role and influence. First is the role of operating the 
system under a framework oriented towards public services, and second, it indirectly affects the 
community's service process or mechanism. Thus, human resources in the Public Service Mall 
must adhere to integration, efficiency, coordination, accountability, accessibility, and 
convenience. 

Therefore, in the arrangement of Human Resources (HR) / Public Service Mall employees, 
especially those placed at the administrative service counter, the personnel are the responsibility 
of each service provider agency. Each agency can send 2-3 people to become stand officers. 
Seventy-two (72) officers consist of internal Batu City government agencies, State-Owned 
Enterprises, Regional-Owned Enterprises, and private agencies, not including other supporting 
officers. The 72 front officers get their capacity development through training excellence service, 
which is the responsibility of the One-Stop Service Investment Office.  

Furthermore, the success of the Public Service Mall in providing convenience and comfort 
in service heavily depends on the quality of the Human Resources (HR) or personnel placed. In 
quantity and the level of education of human resources in Batu City is quite representative of 
Public Service Mall. 
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Figure 7. Number of Civil Servants by Education Level in Batu City (BPS Kota Batu, 2020)  
Source: Batu City Personnel and Human Resources Agency 

 
On the other hand, 505 non-civil servants in Batu City work as officers stationed at the 

Public Service Mall. The next thing remains whether those who are placed at the service counter 
officers are non-civil servants while the civil servants work in the back office, the determination 
of which depends on the technical design of the management of the Public Service Mall formed 
by the One-Stop Integrated Service Investment Office of Batu City. 

Furthermore, regarding service font line officers who are placed by Regional Apparatuses 
who provide services to the Public Service Mall, the administration of personnel is also the 
responsibility of each agency following the Minister of Administrative and Bureaucratic Reform, 
including the organization of services provided by the private sector, regionally owned 
enterprises, and business entities—owned by the State, Provincial Government and Central 
Government. Meanwhile, apart from the counter and administrative officers, it is the 
responsibility of the One-Stop Integrated Service Investment Office, the coordinator of the Public 
Service Mall. 

HR is a service spearhead in direct contact with the community, so it must be able to 
provide professional and excellent service. For this reason, the determination of employees 
placed in the Public Service Mall must be based on professional knowledge, expertise, skills, 
attitudes, and behavior.  

There is a transfer of new information technology and new habits for employees in the 
Public Service Mall, continuous technical training, mentoring, and evaluation are needed. 
Technical training related to information technology in providing services plus operational work 
standards that every employee must carry out. Assistance is needed to ensure the transformation 
process in Public Service Mall services optimally runs because there may be obstacles, especially 
those experienced by employees and evaluation functions, to provide a quick response to repair 
problems.  

 
CONCLUSION 

This article aims to provide an initial framework for policymakers as guidance for 
developing integrated public services, in the case of Batu City Public Service Mall. As a city 
experiencing rapid economic growth due to the tourism industry, Batu City needs public 
services emphasizing integration and inclusiveness. However, since it is still planning and 
maturing, this article only focused on the initial framework process, so the approach used was a 
preliminary study. Researchers identified the types of services integrated into the Public Service 
Mall Kota Batu. The result was that 130-140 services originated from local, provincial, and 
private government agencies that could be included in the Public Service Mall from the previous 
118-130 services under One-Stop Integrated Services. 

The researchers explained the preliminary study framework by focusing on three critical 
points; The first is the institution: The Public Service Mall institution remains under the 
supervision of the Regional Integrated Service Investment Office following the Regulation of the 
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Minister for Administrative Reform and Bureaucratic Reform Number 23 of 2017 concerning 
the implementation of Public Service Malls. The One Integrated Service Investment Service can 
also determine service standards, SOPs, and rules in the Public Service Mall. The second is 
management; Service Mall operation requires physical and network infrastructure in the service 
process to summarize service time and speed. The third is HRM; the HR department needs to be 
concerned for policymakers to adjust the competency skills needed in the Public Service Mall. 
Regardless of the technology used, humans remain essential to the service as implementers and 
control systems. 

Exploring the experience of Batu Integrated Services, this study implies that scholars and 
practitioners must pay attention to three critical aspects (institutional, management, and HRM) 
to develop or transform public services into a Public Service Mall. These three aspects are the 
antithesis of technology, which policymakers always emphasize in improving public services so 
that the process of improving public services is a modification of the technology system used 
and the existing conditions of the three aspects. 

 
ACKNOWLEDGEMENT 

The authors would like to thank DPPM (Directorate of Research and Community Service), 
Universitas Muhammadiyah Malang, for funding this research [No8.2.a/133/BAA-
UMM/II/2021]. Also, the Agencies of Regional Planning, Research, and Development, Batu City, 
supported collecting the data and coordinating this project.  

 
REFERENCES 
Adawiyah, P. R. (2018). Inovasi Dalam Pelayanan Publik Di Mall Pelayanan Publik Kabupaten 

Banyuwangi. Politico, 18(2), 265–275. https://doi.org/10.32528/politico.v18i2.1659 

Amann, J., & Sleigh, J. (2021). Too Vulnerable to Involve? Challenges of Engaging Vulnerable 
Groups in the Co-production of Public Services through Research. International Journal of 
Public Administration. https://doi.org/10.1080/01900692.2021.1912089 

Anu, P. (2015). Integrated Public Service Delivery in Agile e-Government System through 
Service-Oriented Enterprise Model in the Context of India. Electronic Government and 
Electronic Participation: Joint Proceedings of Ongoing Research and Projects of IFIP WG 8.5 
EGOV and EPart 2015, December, 295–302. https://doi.org/10.3233/978-1-61499-570-8-
295 

Apriliyanti, I. D., Kusumasari, B., Pramusinto, A., & Setianto, W. A. (2020). Digital divide in 
ASEAN member states: analyzing the critical factors for successful e-government 
programs. Online Information Review. https://doi.org/10.1108/OIR-05-2020-0158 

Bharosa, N., Meijer, K., & Van Der Voort, H. (2020). Innovation in public service design: 
Developing a co-creation tool for public service innovation journeys. In E. S.-J. & L. J. (Eds.), 
21st Annual International Conference on Digital Government Research: Intelligent 
Government in the Intelligent Information Society, DGO 2020 (pp. 275–284). Association for 
Computing Machinery. https://doi.org/10.1145/3396956.3396981 

BPS Kota Batu. (2020). Batu Dalam Angka tahun 2020. 

Brandsen, T., Steen, T., & Verschuere, B. (2018). Co-production and co-creation: Engaging 
citizens in public services. In Co-Production and Co-Creation: Engaging Citizens in Public 
Services. Taylor and Francis. https://doi.org/10.4324/9781315204956 

Creswell, J. W., & Tashakkori, A. (2007). Editorial: Developing Publishable Mixed Methods 
Manuscripts. Journal of Mixed Methods Research, 1(2), 107–111. 
https://doi.org/10.1177/1558689806298644 

Daigneault, P. M., & Jacob, S. (2014). Unexpected but Most Welcome: Mixed Methods for the 
Validation and Revision of the Participatory Evaluation Measurement Instrument. Journal 
of Mixed Methods Research, 8(1), 6–24. https://doi.org/10.1177/1558689813486190 



Page | 94 

 

Denhardt, R. B., & Denhardt, J. V. (2000). The new public service: Serving rather than steering. 
Public Administration Review, 60(6), 549–559. https://doi.org/10.1111/0033-3352.00117 

Flumian, M. (2018). The Management of Integrated Service Delivery: Lessons from Canada (Issue 
March). 

Hou, X., Wu, S., Chen, D., Cheng, M., Yu, X., Yan, D., Dang, Y., & Peng, M. (2021). Can urban public 
services and ecosystem services achieve positive synergies? Ecological Indicators, 124, 
107433. https://doi.org/10.1016/j.ecolind.2021.107433 

Ikhsan, K., Samin, R., Akhyary, E., Negara, I. A., Maritim, U., Ali, R., Publik, M. P., Ahead, T., Again, 
T., & Across, T. (2020). Implementasi Dynamic Governance Dalam Penyelenggaraan Mal 
Pelayanan Publik Kota Batam. Dinamika: Jurnal Ilmiah Ilmu Administrasi Negara, 7(3), 
385–401. https://doi.org/http://dx.doi.org/10.25157/dinamika.v7i3.3561 

Karwan, K. R., & Markland, R. E. (2006). Integrating service design principles and information 
technology to improve delivery and productivity in public sector operations: The case of 
the South Carolina DMV. Journal of Operations Management, 24(4 SPEC. ISS.), 347–362. 
https://doi.org/10.1016/j.jom.2005.06.003 

Laitinen, I., Kinder, T., & Stenvall, J. (2018). Street-level new public governances in integrated 
services-as-a-system. Public Management Review, 20(6), 845–872. 
https://doi.org/10.1080/14719037.2017.1340506 

Leech, N. L., Dellinger, A. B., Brannagan, K. B., & Tanaka, H. (2010). Evaluating mixed research 
studies: A mixed-methods approach. Journal of Mixed Methods Research, 4(1), 17–31. 
https://doi.org/10.1177/1558689809345262 

Mertens, D. M. (2011). Publishing mixed methods research. Journal of Mixed Methods Research, 
5(1), 3–6. https://doi.org/10.1177/1558689810390217 

Neshkova, M. I., & Guo, H. (David). (2018). Policy Target Populations and Public Participation in 
Agency Decision Making. International Public Management Journal, 21(2), 297–325. 
https://doi.org/10.1080/10967494.2016.1160012 

Osborne, S P, Radnor, Z., & Strokosch, K. (2016). Co-Production and the Co-Creation of Value in 
Public Services: A suitable case for treatment? Public Management Review, 18(5), 639–653. 
https://doi.org/10.1080/14719037.2015.1111927 

Osborne, Stephen P. (2018). From public service-dominant logic to public service logic: are 
public service organizations capable of co-production and value co-creation? Public 
Management Review, 20(2), 225–231. https://doi.org/10.1080/14719037.2017.1350461 

Puryatama, A. F., & Haryani, T. N. (2020). Pelayanan Prima Melalui Penyelenggaraan Mal 
Pelayanan Publik di Indonesia. Kybernan : Jurnal Studi Kepemerintahan, 3(1), 40–54. 

Ramadani, V., Anggadwita, G., Welsh, D. H. B., & Permatasari, A. (2020). Social innovation in 
public sector services. International Journal of Public Sector Performance Management, 
6(3), 416–433. 

Ristiani, I. Y. (2020). Manajemen Pelayanan Publik Pada Mall Pelayanan Publik di Kabupaten 
Sumedang Provinsi Jawa Barat. Coopetition: Jurnal Ilmiah Manajemen, XI(2), 165–178. 

Roy, J., & Langford, J. (2008). Integrating Service Delivery Across Levels of Government : Case 
Studies of Canada and Other Countries Collaboration : Networks and Partnerships Series 
Integrating Service Delivery Across Levels of Government : Case Studies of Canada and 
Other Countries. Integrating Service Delivery Across Levels of Government, 1–65. 

Roziqin, A., & Fajrina, A. N. (2021). Understanding Public Sector Innovation from A Local 
Perspective: Contra War (Contraceptive for Women at Risk) Innovation Study in Malang 
Regency. Jurnal Borneo Administrator, 17(2), 205–222. 
https://doi.org/10.24258/jba.v17i2.803 



Formulating Integrated Public Services in Batu City: A Preliminary Study I Dedik F. Suhermanto, Ali Roziqin, Iradhad T. Sihidi, 
Temmy Indrawan, and Yusrin Rahmawati I Vol 9, No 2 (2022): June 2022 

 

Page | 95  

 

Sari, R. P., & Rahayu, A. Y. S. (2021). Analysis Of Factors Affecting Policy Implementation Of 
Public Service Hall. Perspektif, 10(1), 218–229. 
https://doi.org/10.31289/perspektif.v10i1.4300 

Sicilia, M., Guarini, E., Sancino, A., Andreani, M., & Ruffini, R. (2016). Public services management 
and co-production in multi-level governance settings. International Review of 
Administrative Sciences, 82(1), 8–27. https://doi.org/10.1177/0020852314566008 

Valenduc, G., & Vendramin, P. (2017). Digitalisation, between disruption and evolution. Transfer, 
23(2), 121–134. https://doi.org/10.1177/1024258917701379 

van der Wal, Z., & Demircioglu, M. A. (2020). Public sector innovation in the Asia-pacific trends, 
challenges, and opportunities. Australian Journal of Public Administration, 79(3), 271–278. 
https://doi.org/10.1111/1467-8500.12435 

Velsberg, O., Westergren, U. H., & Jonsson, K. (2020). Exploring smartness in public sector 
innovation - creating smart public services with the Internet of Things. European Journal of 
Information Systems, 00(00), 1–19. https://doi.org/10.1080/0960085X.2020.1761272 

Voorberg, W., Bekkers, V., Timeus, K., Tonurist, P., & Tummers, L. (2017). Changing public 
service delivery: Learning in co-creation. Policy and Society, 36(2), 178–194. 
https://doi.org/10.1080/14494035.2017.1323711 

Waller, P. (2017). Co-production and co-creation in public services: Resolving confusion and 
contradictions. International Journal of Electronic Government Research, 13(2), 1–17. 
https://doi.org/10.4018/IJEGR.2017040101 

Wei, M., Bai, C., Li, C., & Wang, H. (2020). The effect of host-guest interaction in tourist co-
creation in public services: evidence from Hangzhou. Asia Pacific Journal of Tourism 
Research, 25(4), 457–472. https://doi.org/10.1080/10941665.2020.1741412 

Wimmer, M. A. (2002). Integrated Service Modelling for Online One-stop Government. Electronic 
Markets, 12(3), 149–156. https://doi.org/10.1080/101967802320245910 

Yonanda, I. (2013). Efektivitas Pelayanan Izin Mendirikan Bangunan (IMB) Dalam Sektor 
Industri Pariwisata Di Kota Batu (Studi Pada Kantor Pelayanan Perizinan Terpadu Kota 
Batu). Jurnal Administrasi Publik Mahasiswa Universitas Brawijaya, 1(1), 70–78. 

 


