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Introduction: The service of an institution is a measure of public
satisfaction with employee performance. Therefore, innovation in
service is needed to keep customers happy and coming back. In
addition, public service is also crucial in government, because the
public needs comfort in receiving service. This study aims to first
explore the practice of excellent service in government institutions.
Second, analyze the new public management model in services in
government institutions. Third, analyze the Islamic values
contained in the new public management in services in government
institutions. Fourth, create an Islamic new public management
model in services in government institutions.

Methods: This study uses a qualitative approach with a case study
type. The case focused on in this study is the presence of one-stop
service in Investment and One-Stop Integrated Services Agency in
Jember Regency. The determination of research subjects was
carried out purposively, with the criteria for selecting informants
who were directly related to the one-stop service model. Data were
collected using observation, interview and documentation
techniques. Data were analyzed using the Miles and Huberman
interactive model technique and tested through source
triangulation.

Results: This study provides results, first, excellent service that is
carried out leads to digital transformation making licensing services
faster to complete, previously 1 week to 1 month, after the
transformation it became only 1 day. The innovation is to make the
licensing service a one-stop service. Thus, employee performance
is maximized because the public does not need to move from
location to location when doing licensing. Second, the new public
management model that is carried out is to present the OSS (Online
Single System) system in service. Third; Islamic values that are
present in the practice of new public management, namely the
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value of siddiq (honesty) which is in the form of transparency, the
value of amanah (integrity) which is the commitment of employees,
fathonah (smart) which is innovative and creative, the value of
discipline and the value of efficiency. Fourth, the Islamic new public
management model offered to maximize excellent service, namely
the model of integrating Islamic values in service, so that service is
not only technology-based but also ethics-based.

Conclusion and suggestion: The conclusion is that digital
transformation in the licensing office with a one-stop model is a
model for maximizing employee performance and has an impact on

public satisfaction.

Keywords: Digital Transformation, Service, Islamic Values

Paper type: ALAMWAL CC BY license. Copyright © 2026, the author(s)
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INTRODUCTION

Service is the key to the success of an institution in attracting the hearts of its
customers (Masruroh et al., 2024). Good service is a service that positions the customer as
king (Ong et al., 2024). Good service in management theory is known as excellent service,
which is urgently implemented by both government and private institutions (Romi et al., 2024).
In Indonesia, so far the public knows public services in private institutions better than
government institutions (Agustina & Lismawati, 2024). Thus, not a few people often criticize
public services in government institutions (Cikusin & Anadi, 2024). In providing public services,
the main thing that must be prioritized is customer comfort. The more customers feel
comfortable and satisfied with the service provided, the better the agency (Gutium, 2023). The
3 S principle (Greetings, Smiles and Greetings) should not just be a slogan, because the object
of service is humans. So, this principle must be truly implemented so that the public trusts the
institution (Pereira Filho et al., 2024) . According to Parasuraman A, Zeithamal V, Malhotra A
(2005), service quality consists of dimensions, namely tangible, reliability, responsiveness,
assurance and empathy (Parasuraman et al., 2005). These 5 dimensions must be present in
the service if the service is to be categorized as excellent service. Especially in modern times
and entering the metaverse era, every society wants fast and effective service, because
nowadays people want everything to be instant and fast (Zeithaml et al., 2002).

Therefore, digital transformation needs to be carried out in order to accelerate services,
in addition to employee performance in the agency also being effective and optimal
(Lakemond et al., 2024). The modern era or era 5.0 technology is not something foreign, in
fact it has become an obligation for all lines of agencies, especially those in the service sector
(Butt et al., 2024). Services no longer need to have a long flow but the presence of service
technology must be in one hand (Muller et al., 2024). Therefore, in Jember Regency, like other
regencies, implementing a one-stop service program. One-Stop Integrated Service is one of
the government's programs to improve public services, reduce bureaucracy in licensing and
non-licensing services and as an effort to achieve good governance and improve ease of doing
business (Ease of Doing Business/ EoDB).

Improving the quality of public service delivery has become a central concern in
contemporary public sector governance, particularly amid growing demands for transparency,
accountability, and service excellence. The New Public Management (NPM) paradigm has
been widely adopted by government institutions as a reform strategy aimed at enhancing
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efficiency, performance orientation, and managerial effectiveness through private-sector
practices. However, in societies with strong religious and ethical foundations, particularly
Muslim-maijority contexts, the conventional NPM framework reveals inherent limitations, as it
largely prioritizes economic rationality and performance metrics while underemphasizing
moral, spiritual, and social justice dimensions. Existing studies on public service excellence
predominantly focus on operational efficiency, customer satisfaction, and administrative
performance indicators, with limited integration of Islamic governance principles such as
amanah (trustworthiness), ihsan (excellence), adl (justice), and maslahah (public welfare). As
a result, there remains a significant conceptual gap between modern public management
practices and Islamic ethical values that should underpin public service delivery in government
institutions serving Muslim communities. Moreover, the application of NPM without an ethical—
spiritual framework has been criticized for encouraging managerialism and performance-
driven behavior that may overlook social equity and moral accountability.

Furthermore, empirical research that develops and tests an integrated Islamic New
Public Management (INPM) model remains scarce. Prior studies tend to be either normative
or fragmented, offering limited operational frameworks that systematically combine NPM
efficiency mechanisms with Islamic value-based governance. This lack of a comprehensive
and empirically grounded model constitutes a critical research gap. Therefore, this study seeks
to address this gap by proposing and examining an Islamic New Public Management model
for excellent service in government institutions, integrating managerial effectiveness with
Islamic ethical and spiritual values to promote sustainable, equitable, and high-quality public
service delivery.

Table 1. Implementation of New Public Management (NPM)

Agency NPM
DPMPTSP Already
Civil Registry Already
Department of Public Works and Public Already
Works

Cooperatives Department Already

Source: Processed, 2025

Table 1 presents the implementation status of the New Public Management (NPM)
approach across selected government agencies. The findings indicate that all observed
institutions namely the Department of Investment and One-Stop Integrated Services
(DPMPTSP), Civil Registry Office, Department of Public Works, and Cooperatives
Department—have already adopted NPM principles in their organizational practices. The
implementation of NPM in these agencies is reflected in the application of efficiency-oriented
service mechanisms, performance-based management, standard operating procedures, and
an increased focus on service quality and accountability. The uniform adoption status
suggests that NPM has become an institutionalized governance framework within these
government agencies, particularly in managing public service delivery and administrative
functions. However, while NPM has been formally implemented, the table does not capture
the extent to which ethical, social, and value-based dimensions especially Islamic principles
are integrated into daily service practices. This indicates that the existing NPM implementation
primarily emphasizes managerial efficiency and administrative effectiveness, leaving room for
further enhancement through the incorporation of Islamic ethical values to support excellent
and socially responsible public services. Therefore, Table 1 serves as an empirical baseline,
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highlighting that although NPM implementation is already established across government
agencies, there remains a strategic opportunity to advance toward an Islamic New Public
Management (INPM) model that integrates efficiency with ethical and spiritual accountability.

The One-Stop Integrated Service Model (PTSP) based on the comparative table data
above shows that the agency provides the implementation of New Public Management (NPM)
in Jember Regency, which has been implemented by several agencies including the
Investment and One-Stop Integrated Service Office, Dukcapil, PU Cipta Karya Office,
Cooperative Office. From the comparison of the service agencies engaged in services, of
course, these agencies are interconnected and engaged in the field of public services in
Jember. The service system between the four Agencies is not much different, but the
Investment and One-Stop Integrated Service Office has used the OSS system, the
implementation of which has been carried out since August 4, 2021. Business licensing is
integrated electronically or Online Single Submission (OSS) with the aim of being a form of
reform in the field of business licensing, applicants do not need to go directly to the Office to
take care of permits, it is enough in the OSS system. Before the OSS, people used a manual
system because initially the permits submitted had to go through a long process and
bureaucracy and had to be physically present. With the OSS, people can take care of business
permits more practically, quickly, without having to leave their homes or offices.

The Investment and One-Stop Integrated Services Agency of Jember Regency is an
agency under the auspices of the government, the authority of the Investment and One-Stop
Integrated Services Agency of Jember Regency is based on the Regent Regulation Number
56 concerning the position, organizational structure, duties and functions and work procedures
of the Investment and One-Stop Integrated Services Agency of Jember Regency. With the
existence of a service model through a digital basis, it will provide effectiveness in the
performance of managing community permits, so that there is no gap between the government
and the community.so that the community can communicate with the government.

Based on these facts, there are several Islamic values that emerge in New Public
Management through ethical values and nubuwwah values (Ali Sya’bana et al., 2023) .
Transparency and accountability are important points in every public service implemented by
government agencies (AF et al., 2023). Therefore, this research is important to be conducted
with the aim of, first, explore the practice of excellent service in government institutions.
Second, analyze the new public management model in services in government institutions.
Third, analyze the Islamic values contained in the new public management in services in
government institutions. Fourth, create a model of Islamic new public management in services
in government institutions. The new thing offered by this study is to create a model of Islamic
New Public Management in public services, especially through the Investment and One-Stop
Service Office of Jember Regency.

LITERATURE REVIEW
New Public Management

Definitively, NPM means an approach to public service using a new management
model (Krogh & Triantafillou, 2024). Actually, this theory has been developing since the 1980s
in the field of public administration of private companies that want to be accepted publicly
(Lewis, 2024). However, NPM has been applied in various agencies including government
agencies in order to improve excellent service to the community (Roberts, 2024). NPM focuses
on public sector management that is performance-oriented, not policy-oriented (Goldfinch &
Halligan, 2024). The use of the NPM paradigm has several consequences for the government,
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including demands for efficiency, cost cutting, and tender competence (Cordery & Hay, 2024).
NPM provides a fairly drastic change in public sector management from a traditional
management system that seems rigid, bureaucratic, and hierarchical to a flexible public sector
management model that better accommodates the market (McDonald-Kerr & Boyce, 2024) .
These changes are not just small and simple changes. These changes have changed the role
of government, especially in terms of relations between government and with the community
(Mahmoud & Othman, 2024).

Some NPM components in accordance with NPM objectives include: first; professional
management in the public sector, namely professional management in the context of HR is
the implementation of these functions in developing HR quality professionally. The
characteristics of professional management in developing HR quality can be seen from the
operational and managerial side, namely: obtaining top management support, beneficial for
internal and external interests of the organization, having long-term and sustainable programs,
oriented to the future with a holistic approach (touching the elements of feeling/spiritual),
implementing the principles of efficiency and effectiveness, taking action in a
planned/programmed manner, monitoring, evaluating and receiving feedback, having
employees and unit leaders who: have competence or expertise and long experience in their
fields, thirsty and brave for challenges, innovative, creative, initiative, and efficient, have high
integrity, respect other professions, always ready to face all risks and be responsible for every
word and deed (Wicaksono, 2019).

In addition, the characteristics of professional management in developing human
resource quality are: being able to use appropriate technology, leadership in building
commitment, all levels actively participate in all activities, solid teamwork, giving awards to
every employee who excels (compensation including opportunities for further training and
career promotion) and persuasion to employees who underperform to be the best through
consultation, guidance and continuous training, having a corporate culture: transparency
(open), independence (not dependent), responsiveness (quick response), accountability (can
be accounted for) and honest. From the explanation above, it is clear that professional
management in the NPM public sector requires public sector organizations to be managed
professionally. The consequence of implementing professional management in the public
sector is the freedom and flexibility of public managers to manage the organizations they lead
accountably (Strohmeier, 2020; Zhang & Chen, 2024).

Second, the existence of performance standards and performance measures. In
conducting performance evaluations, standards called performance standards are needed.
Performance standards are essential, because performance evaluations are carried out by
comparing assessed performance with established standards. In other words, performance
evaluations cannot be carried out without performance standards (Mulia et al., 2024). The
function of performance standards has several functions (DoD, 2020; Wahyuni et al., 2022),
including: first, as a benchmark to determine the success and failure of assessed performance.
Second, to motivate employees to work harder to achieve standards. To make performance
standards that can truly motivate employees, they need to be linked to rewards or
compensation in the compensation system. Third, to provide direction for the implementation
of work that must be achieved, both in quantity and quality. Fourth, to provide guidelines to
employees regarding the process of implementing work in order to achieve the established
performance standards.

Performance indicators is often equated with performance measure, but is actually
different even though both are used in performance measurement. Performance indicators
refer to indirect performance assessment, namely things that are only indicative, so that the
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form tends to be qualitative only (Siom, 2020). While performance measures are criteria that
refer to direct performance assessment so that they are more quantitative or can be
calculated. In this performance assessment there is a main area of success called Critical
Success Factors (CSF) (Agustin Simatupang et al., 2022). To be a guide for management in
determining what is the measure of performance indicators in practice, it usually only contains
between 3 to 10 performance indicators for each level or level of the organization according
to its complexity (Aini & Maulana, 2023; Virnanda et al., 2023). For example, performance
measures can be grouped into the following six categories, but each organization can develop
them according to the mission of each organization. The six categories of performance
measures according to Moeheriono (2021) are as follows: 1) effective, this indicator measures
the degree of conformity produced in achieving something desired. 2) efficient, this indicator
measures the degree of conformity of the process of producing output using the lowest
possible cost. 3) quality, this indicator measures the degree of conformity between the quality
of the product or service produced and the needs and expectations of consumers. 4)
punctuality, this indicator measures whether the work has been completed correctly and on
time. 5) productivity, this indicator measures the level of effectiveness of an organization and
6) safety, this indicator measures the overall health of the organization and the work
environment of employees in terms of health aspects (Hidayat, 2021).

Third, greater emphasis on output and outcome control. In the NPM concept, all
organizational resources must be mobilized and directed to achieve performance targets. The
emphasis is on meeting outcomes, not on policies. Output and outcome control must be the
primary focus of the organization's attention, no longer just input control, such as budget, staff
numbers, materials and so on. One example of this change is the use of performance
budgeting (DoD, 2020). Fourth, breakdown of work units in the public sector. The breakdown
of work units in the public sector, the traditional public sector organizational model is very
much dominated by bureaucratic organizations. The bureaucratic organizational model
developed by Max Weber was initially very strong in increasing organizational efficiency, but
over time this pattern failed because the public sector organization grew and became more
complex, resulting in the occurrence of organizational institutions because this nature is
centralized (Adair-Toteff, 2015; Kurz, 2021). Fifth, creating competition in the public sector.
Creating competition in the public sector NPM doctrine states that public sector organizations
need to adopt market mechanisms and create competition. The purpose of creating
competition in the public sector is to save costs (Reiter & Klenk, 2019).

Sixth, adoption of management styles in the business sector into the public sector.
Adoption of management styles in the business sector into the public sector NPM concept
assumes that management practices in the private sector are much better than public sector
management. Some management practices that are considered better include performance
appraisal, compensation and promotion systems based on performance, cost management,
flexible structures, accounting systems, and more advanced budgeting. Almost all echelon 1
in the Ministry of Finance have implemented it, with the modernization of offices both in the
Directorate General of Taxes, the Directorate General of Treasury, and the Directorate
General of Customs and Excise, also related to the provision of remuneration according to
employee job grades. Likewise, in the BPK, in addition to office modernization and
remuneration, the relationship between superiors and subordinates is increasingly dynamic,
the seniority gap only appears in matters of professionalism that are needed (Alamsyah,
2022).

Seventh, emphasis on greater discipline and economy in using resources. New Public
Management requires public sector organizations to pay great attention to the use of
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resources economically and efficiently. This doctrine requires public sector organizations to
make savings on direct costs, improve employee discipline, and activities that lead to improved
quality at low cost. These characteristics emphasize that NPM is closely related to the
increasing importance of service to service users, devolution, regulatory reform towards better
quality public services (Colak, 2019).

Excellent Service

Excellent service is the best service provided by a company or agency to provide
comfort and satisfaction for customers. In excellent service, the customer is king. According
to Tjiptono, (2002) service excellence is formed with 4 pillars, namely speed, accuracy, ease
and comfort of service (Tjiptono, 2005; Tjiptono & Tjiptono, 2012). Meanwhile, according to
Zeithaml (1990) it consists offrom the dimensions of tangible, reliability, responsiveness,
assurance and empathy. According to Gronross in Gerson (2002), "Service is an activity or
series of activities that are invisible (cannot be touched) that occur as a result of interaction
between consumers and employees or other things provided by the service provider company
which is intended to solve consumer or customer problems" (Tontini et al., 2022). According
to Daryanto (2014), the functions of excellent service include the following. a) Serving
customers in a friendly, precise, and fast manner b) Creating an atmosphere so that customers
feel important c) Placing customers as business partners d) Creating a good market share for
products/services e) Winning market competition f) Satisfying customers, so that they want to
do business with the company again g) Providing benefits to the company (Kusuma, 2024).

Dimensions of excellent service that are usually applied in government agencies
include (Zeithaml et al., 2002). First, tangible. In service, tangible is a physical activity carried
out to provide service to customers. This physical activity can be in the form of infrastructure
or service activities from the physical side, for example the appearance of customer service,
how to speak and so on that are related to the physical. This tangible can be seen from the
physical manifestation carried out by the agency to fulfill the satisfaction of its customers.
Second, reliability. It is the accuracy of the service provider in providing services according to
the specified time and the right way. This reliability can include timeliness, speed, consistency
of service, compliance with promises that have been made, handling problems appropriately
and quickly. Third, responsiveness, namely the willingness and ability to provide public
services. Aspects that must be present are speed in responding, readiness to help, solving
problems quickly and conducting effective communication. Responsiveness is a reflection of
the readiness of the agency in providing services to customers.

Fourth, assurance, namely a guarantee from the service owner to customers regarding
the comfort of the service provided. Fifth, empathy, at this point the service provider also feels
the things experienced by the customer. The ability to listen, feel and provide feedback is
important for customers. The aspects that are considered are, listening attentively, providing
appropriate responses, conveying concern sincerely, providing an understanding of the
customer's perspective and using an approach to understanding customers rather than just
providing queue numbers (Parasuraman et al., 1991).

These dimensions are used in measuring service quality. In the service sector,
Parasuraman, Zeithaml & Berry (1985) provide the main indicators that influence, namely
expected service and perceived service. If the service that has been felt is in accordance with
expectations, then the quality of the service can be perceived as good and satisfying. If the
service received exceeds consumer expectations, then the quality of service is perceived as
ideal service quality. However, if the service received is lower than perceived, then the quality
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is bad (Parasuraman et al., 1985). According to Zeithaml (1996), good service quality can
produce satisfaction. The resulting satisfaction can improve the quality of service again
(Zeithaml et al., 1996).

Islamic Values in Public Services

In the service carried out to provide satisfaction and comfort to the public, there are
several Islamic values that are present in every practice carried out. Islamic values in service
include First, nubuwwah value. This value comes from the prophetic traits of the prophet
Muhammad. In his nature, he always prioritizes others in terms of service (Junoh et al., 2019).
So, the Islamic values of nubuwwah that can be adopted include, siddiq (honest), which is the
trait most favored by Islam(Anwari & Dzikrulloh, 2024). The Prophet applied this trait until he
was nicknamed "al amien". Honesty always prioritizes transparency in every activity.
Conveying things as they are without covering them up. So, in service, honesty is needed to
see the quality of the service provided. If in service, the value of honesty is prioritized, then
customers will never doubt the service provided. For example, being honest in words and
actions (Ni'am & Nurhayati, 2018; Taufik, 2023). Amanah (maintaining trust/integrity), having
integrity in work is the main thing in service (Fauzi, 2022). Especially in public service,
employee performance must reflect sincerity in providing service. In addition, in practice, it
does not discriminate and is fair in treating customers (Agung & Husni, 2017). Furthermore,
the nature of tabligh (informative), conveying information related to customer needs but
covering it up. Clear and straightforward in explaining, and not convoluted. Through this
nature, there is openness of information and educational delivery to customers by conducting
easy-to-understand communication. The bureaucratic changes that occur are conveyed
communicatively and educationally to all people who need services (Nirwana & Rahim, 2020).
Fathonah (innovative), always innovates and collaborates to improve services (Muhammad et
al., 2019). In this innovation, it is necessary to internalize technology, because now without
technology, services cannot be efficient and effective (Nirwana & Rahim, 2020; Zahroh & Nafik
HR, 2015).

Second, discipline value. Islam teaches its servants to always be on time in carrying
out their duties (Pratiwi et al., 2018). Discipline has been outlined in the Qur'an through the
letter al-Ashr which talks about time (Azwar, 2023). That in service, time is important to pay
attention to. If the service does not pay attention to service, customers will usually leave, so
that certainty and punctuality are given (Claudia & Pujiarti, 2023; Idariany, 2018; Marthasari &
Kurniawan, 2022). Third, efficiency value (Juniar et al., 2021). This efficiency is closely related
to innovation from Human Resources, the more innovative employees are in providing
services, the more efficient the time required and the more time-saving (Twizeyimana &
Andersson, 2019). Fifth, ethical and moral values. Ethics and morals are always important in
every action (Andarsari, 2024). In service, ethics are the main thing that must be prioritized to
satisfy customers. Employees must have good ethics and morals in providing services, such
as greeting, greeting well, empathizing and serving well. Can understand customer conditions.

Previous Studies

The position of the novelty of this research is very important, so that in this research it
is necessary to study several previous studies. The theme of new public management is not
a new theme in government studies or in the business world, so research on new public
management has been widely conducted. According to the year of publication, the research
of Korgh A, Triantafillou P (2024) is a new study that talks about the development of the
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concept of new public governance as a model of public management reform. This research
not only talks about service but explores new concepts in government as a form of reform in
implementing government programs (Krogh & Triantafillou, 2024). This study has a difference
in terms of the scope of discussion, because the research of Korg A, Triantafillon P (2024) is
broader on bureaucratic reform in government. While this study focuses more on public
services carried out by government agencies. In this study, there are Islamic values that are
internalized in service. Similar research was also conducted by Henriquesz-Aravena A,
Gomez-Poblete M (2024), discussing new public governance on the internationalization of
universities that occurred in Chile (Henriquez-Aravena & Gémez-Poblete, 2024). This study
has similarities with previous studies from the side of public bureaucracy and related to reform.
However, this study is more on bureaucratic reform from the service side only and includes
Islamic values. In addition to the two titles, many previous studies talk about excellent service
or other service themes. However, researchers have not found research that discusses Islamic
values in service. So, this study is still relevant to be carried out, especially talking about
Islamic values in carrying out public services.

Research Framework
Based on previous theoretical and research studies, and based on the problems
raised, the research framework can be described as follows:

»| Excellent
service
A
. . Islamic New
Public service ]
Public
Management
Model
v
L 5| Islamic <«
values Quality Public
Services

Figure 1. Theoretical Framework

METHOD

The data collected in this study is primary data, because in qualitative research all data
obtained becomes the main source in answering the problems raised in the study (Chu, PH.
and Chang, 2017). The data in the study is in the form of data from observations of the
condition of public services carried out by The Investment and One-Stop Service Office of
Jember Regency and the excellent service practices that have been carried out. Data on the
implementation of the new public management model in services at the Investment and One-
Stop Service Office, as well as data on Islamic values applied to public services carried out.
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Data is supported by documents related to public services carried out. After the data was
collected, this study created a model based on the analysis of public service practices and
analysis of Islamic values, so that it could become a new public management model with
integration with Islamic values. The model built in this study is an integration of new public
management that has recently developed and is referred to in public services with Islamic
values. These values are developed into a model that can be used as a reference in carrying
out public services and providing benefits to the community, especially customers.

The approach used is a qualitative approach, namely a research approach that
explores the facts that occur behind the phenomenon (Cohen & Saisana, 2014). A qualitative
approach does not measure relationships or influences but explores data (Creswell, 2003b).
The type of research used in this study is a case study. The use of this type, because the
Investment and One-Stop Service Office of Jember Regency has a different strategy from
other offices. This office has used digital transformation with applications using the OSS
system, the implementation of which has been carried out since August 4, 2021. Business
licensing is integrated electronically or Online Single Submission (OSS) with the aim of being
a form of reform in the field of business licensing, applicants do not need to go directly to the
Office to take care of licensing, it is sufficient in the OSS system. Before the OSS, people used
a manual system because initially the permits submitted had to go through a long process and
bureaucracy and had to be physically present. With the OSS, people can take care of business
permits more practically, quickly, without having to leave their homes or offices. So, the stages
in this research are described in the following image:

Stage 1 Stage 2 Stage 3
Data collection: Data analysis with Data validity test
Observation L, | interactive rTlodeIs, namely: Spurce |
Interview Data collection, Data triangulation
Documentary reduction, Data Triangulation
presentation and drawing technique
conclusions. Through this
model, if the data is not yet

valid, it will be returned to
collecting data.

Figure 2. Research Stages

Figure 2 based on these stages, the data obtained continues to be verified as the steps
that have been carried out in both stages 2 and 3. In qualitative research, depth and
completeness of data are needed (Creswell & Creswell, 2018). Therefore, the interactive
model of Miles and Huberman is appropriate in this study (Miles & Huberman, 2014). Because,
if after the data analysis is not valid, the researcher must return to the field to find the data
again (Harahap, 2021). In addition, source triangulation is carried out to confirm one piece of
data information from one source to another. In addition, it is also strengthened by techniques
that support each other in data acquisition. So, after conducting interviews, researchers can
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immediately confirm through the documents they have, researchers can also see directly the
practice of public services provided (Creswell, 2003a).

RESULT AND ANALYSIS
Excellent Service Practices at the Investment and One-Stop Integrated Services Office
of Jember Regency

In providing services to the community, the Jember Investment and One-Stop Service
Office or commonly abbreviated as DPMPSP has a vision of making. Jember is friendly to
investment friendly services. The vision is clarified in the mission that is owned, namely to
provide public services to the community with easy, fast, transparent and accountable services
and can fully contribute to the progress of investment in Jember Regency, East Java Province,
Indonesia and even the world. This means that DPMPSP provides excellent service in granting
permits for entrepreneurs, especially MSMEs and investment and capital investment. The
Jember Regency Investment and One-Stop Integrated Service Office is here to be one of the
best service providers for anyone who wants to invest and become an entrepreneur in Jember
Regency. The Jember Regency Investment and One-Stop Integrated Service Office continues
to improve quality and performance to provide the best service to the community as a form of
the Jember Regency government's support for MSMEs. The Jember Regency Investment and
One-Stop Integrated Service Office strives to provide excellent service by approaching
stakeholders with socialization programs and accelerating the licensing process with more
representative rooms, supported by more complete facilities, co-working spaces, investment
lounges, supporting agency counters, disabled facilities, meeting rooms and comfortable
workspaces.

The Office of Investment and Integrated Services which functions to serve the
community, is now friendlier, safer, faster and more comfortable, with service requirements:
facilities for disabled homes, facilities for elderly homes, child-friendly spaces. The Office of
Investment and Integrated Services one-stop supports MSMEs and investment in Jember
Regency to continue to grow, through licensing services and investment facilities. In practice,
this Service also uses the principle of excellent service, which is manifested through the
principle, first, speed and efficiency, the application of this principle by having a time standard
in service. The implementation of this principle is implemented by paying attention to the skills
and efficiency of time in service. In shortening service time, this service has innovated services
through technological transformation by creating the One Single System Risk Based Approach
(OSS RBA) application since October 5, 2021. All permits are only through this system, so
that people who initially had to go through various institutions to obtain permits, since this
system has been in place, it has also been through one service. Through this system, people
do not have to come to the service office to register and queue, they can just do it from home.
This system simplifies and accelerates services for the community. In addition, time efficiency
also has an impact on the performance of MSMEs that are granted permits. Because, if
business permits are granted faster, then applicants for permits such as MSMEs will
immediately get their legality. When legality is already owned, the productivity and
performance of MSMEs can be increased immediately. In addition, MSMEs can penetrate the
market with the legality they already have.

Second, openness of information. The agency conducts socialization through various
social media to make it easier for the public to understand the licensing procedures that can
be carried out. This openness of information is also provided in the context of transparency
related to public services carried out by the agency. The information provided is not only
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related to procedures but also related to the cost of licensing if needed. The social media used
is not only websites, but also uses Instagram, Tiktok, Facebook and even YouTube media for
education. The use of these media makes it easier for the public to access the information
needed regarding services. Third, friendliness and empathy. Employees in the office use the
3 S principle, namely greeting, smiling and greeting. Every person who comes is served
according to the applicable SOP, even though they are disabled and small business owners,
the employees treat them equally. The BUMN principle in service is also applied by the
Investment and One-Stop Integrated Service Office, the principle is AKHLAK (Trusted,
Competent, Harmonious, Loyal, Adaptive and Collaborative). This principle is relevant and in
accordance with the practices implemented by the Investment and One-Stop Integrated
Service Office of Jember Regency. Fourth, accuracy. The licensing section is definitely related
to various information and data, so employees must be accurate in conducting checks. This
accuracy shows that there is thoroughness in checking incoming documents. Through proper
accuracy, errors in providing information will be minimized. Thus, the party that handles the
licensing also does not need to repeat the administrative and filing process carried out by the
applicant. Theoretically, according to Zeithaml, excellent service is measured from several
aspects. These aspects are practiced by the Investment and One-Stop Service Office of
Jember Regency. The aspects in question are:

Table 2. Relevance of Service Practices to Zeithaml's Service Quality Theory

No Aspect Form in service

1 Tangible Physical activities carried out are with 3 S and AKHLAK. In
addition, good performance of employee performance and
office performance such as facilities, starting from parking
lots to the provision of bathroom facilities

2 Reliability Discipline, never late especially in service. Fast and
responsive in providing service, consistent with SOP, not
breaking promises and resolving community problems
quickly and accurately

3 Responsiveness Providing a quick response to complaints from the public,
readiness to provide solutions to problems faced by the
public regarding licensing

4 Assurance Providing guarantees for the issuance of legality and
business permits submitted
5 Empathy In service, employees use a family approach. Through this

approach, a close relationship is established between
employees and the community on duty.

Source: Processed, 2025

Table 2 illustrates the relevance of service practices in government institutions to
Zeithaml’s Service Quality Theory, which emphasizes five key dimensions of service quality:
tangibles, reliability, responsiveness, assurance, and empathy. The findings demonstrate that
public service practices align closely with these theoretical dimensions, indicating a structured
and comprehensive approach to service excellence. In terms of tangibles, service quality is
reflected through the implementation of the 3S (Smile, Greeting, and Salutation) culture and
the institutionalization of AKHLAK values, alongside employees’ professional appearance and
performance. Adequate office facilities, ranging from parking areas to restroom availability,
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further support a conducive service environment, reinforcing the importance of physical
evidence in shaping public perceptions of service quality. The reliability dimension is
demonstrated through employee discipline, punctuality, and consistency in service delivery.
Services are provided in accordance with established Standard Operating Procedures
(SOPs), with officers fulfilling commitments, avoiding service delays, and resolving community
issues accurately and efficiently. This consistency strengthens public trust in government
institutions.

Regarding responsiveness, the table highlights the readiness and speed of service
providers in addressing public complaints and licensing-related issues. Employees actively
respond to community needs and provide timely solutions, reflecting a proactive service
orientation that aligns with expectations of modern public service management. The
assurance aspect is evident in the provision of legal certainty for licenses and business permits
issued by the institution. Employees demonstrate competence, credibility, and accountability,
ensuring that service users feel secure and confident in the legitimacy and reliability of
administrative outcomes. Finally, empathy is manifested through a family-oriented approach
to service delivery.

New Public Management Model in Public Services

New Public Management (NPM) a new public management technique to change public
administration for the better by incorporating various principles from the private sector into the
public sector. New Public Management (NPM) provides a fairly drastic change in public sector
management from the traditional management system that seems rigid, bureaucratic, and
hierarchical to a flexible public sector management model that better accommodates the
market. The change is not just a small and simple change. The change has changed the role
of government, especially in terms of the relationship between government and society.
Implementation of New Public Management (NPM) at the Investment and One-Stop Service
Office of Jember Regency.

First, professional management in the public sector the requirement for public sector
management to be professional is by making a clear division of main tasks and functions, who
does what is responsible to whom. The implementation of this principle has been carried out
by compiling a description of the duties and functions of each position and the Standard
Operating Procedure (SOP). The main tasks and functions are based on Perbup no. 24 of
2022 in accordance with the Work Organizational Structure (SOTK). Through this, licensing
has exceeded the predetermined target. The target is 10,000 permits per year, it turns out that
there are approximately 12,000 thousand permits through the new system, namely OSS, both
from Professional permits, Industrial business permits and Building and Spatial Planning
permits. The Perbup is also in line with Perbup no. 19 of 2021 concerning the position of the
latest organizational structure and functions.

Second, the existence of performance standards and performance measures. New
public management requires every public sector organization to have clear goals and set
performance targets to be achieved, both organizational and individual targets that are
measurable and standardized in the Investment and One-Stop Integrated Service Office.
Every leader or manager and employee member is obliged and jointly responsible for
achieving the target. The government has stipulated "Presidential Regulation No. 29 of 2014
concerning the Government Agency Performance Accountability System (SAKIP)" as an
instrument for assessing accountability and improving performance that is oriented towards
results (outcomes). Performance standards and performance measures are carried out
according to their respective duties, such as: secretariat, investment sector, licensing sector,
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functional job groups. Performance standards and performance measures in the duties of the
investment sector: conducting promotions, socialization for investors and bringing in business
actors (Covi morning) with the aim of business actors. The licensing sector has the task of
planning, implementing, coordinating, analyzing and evaluating licensing service activities and
data processing as well as other tasks assigned by the Head of the Service. The main task
and function of the licensing sector is related to the technical control of licensing, from filling
in data to issuing a recommendation letter according to the permit required by the applicant.
The standardization of performance measurement of the Investment and One-Stop Integrated
Service Office prioritizes speed and accuracy in achieving predetermined targets. The speed
of service in accordance with PP 5 of 2021 is a maximum of 28 working days. In addition,
accuracy in the performance measurement of its application is the accuracy of officers when
checking applicant files for licensing before going to the technical field.

Third, greater emphasis on output and outcome control. In output and outcome control
by means of a public satisfaction survey through a suggestion box filled in by applicants when
they have finished taking their permits. In improving human resources, there is discipline in
working, employees from 7:30-15:00 the service continues to run, in taking breaks only during
breaks, prayers, eating which are done alternately, in the service process to be able to make
it easier and more practical with the OSS application system. So, there is an increase.

Fourth, breakdown of work units in the public sector. The existence of NPM offers a
concept of breaking down organizational units, so that authority is not centralized in only one
hand (centralistic) but is broken down into organizational units below it (decentralization) and
devolution. So that it can provide broader authority to subordinates with the aim of making
work units more efficient and effective by cutting bureaucracy that causes the organization to
run slowly. The breakdown of performance units in the public sector is divided into several
areas that are directly related to the applicant, including a waiting room that can provide
direction, the CS area is tasked with checking the completed files, and the technical licensing
area is tasked with making a recommendation letter that will be sent to the Technical Service,
the three areas of the work unit are directly related to the service of the permit applicant.

Fifth, creating competition in the public sector. NPM as an approach in public sector
management is adopting a market mechanism where there is competition in attracting
consumers. Competition here in the context of the public sector provides fast, transparent and
cheap services. Things that attract consumers by providing fast, transparent and cheap
services, this is related to licensing is done free of charge related to costs only in its levies
such as IMB and advertising permits (taxes), for payment through Bank Jatim.

Sixth, adoption of management styles in the business sector into the public
sector. If the public sector wants to advance, it must be willing to adopt the management
concept applied in the private sector which has been proven to be better because it always
follows developments. Management in the private sector that can be adopted, for example:
performance appraisal, compensation system, employee placement and promotion based on
performance, careful planning. The performance appraisal of the Investment and Integrated
One-Stop Service Office uses a system for ASN employees which is seen from the discipline
of absence, for example before 07.00. Later, they will be absent again at 15.00, for ASN, the
absence is manual when they have arrived at the secretariat, this assessment is seen from
often attending roll calls, never being late, often not asking for permission and others.
Compensation system with employee placement and promotion cannot be determined by the
Office itself, but from the superior directly, the Regent, for the addition of new employees, the
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direction is from the Head of the General and Personnel Sub-Division, such as training,
dismissal of civil servants, and discipline of civil servants.

Seventh, emphasis on discipline and greater savings in using resources. In the concept
of NPM, the public sector must pay attention to the use of various existing resources, both
economically and efficiently. Saving does not mean reducing quality, but maintaining quality
but at a low cost. Saving resources can be done by the government through controlling
expenditure costs so that there is no mismanagement, misallocation that can cause waste and
what is important to note is that resource management must not damage the environment. In
maintaining quality or quality in its human resources and to reduce bureaucracy in services,
namely by following BIMTEK and IPTEK, both secretariat, treasury, service section and
determination of permits from ASN and Non ASN employees. In saving resources, it is done
through controlling expenditure costs so that there is no mismanagement. The use of the
budget comes directly from Bapeda, and every budget that comes out is equally distributed to
the Investment, Licensing, Secretariat, General Affairs and Personnel Sub-Divisions: the
Investment sector has socialization activities for MSMEs, the Licensing sector has
socialization related to licensing procedures, the secretariat has facilities andinfrastructure
(sarpras), both office stationery, broken AC.

Implementation NPM at the Investment and One-Stop Integrated Service Office of
Jember Regency has been implemented in the service system and supporting infrastructure
to provide comfort to the community (applicants), this implementation can be seen from the
seven principles of NPM. Performance standards and performance measures in services
based on Perbup 24 2022 according to SOTK, one of which is the secretariat, the task is
related to office facilities, infrastructure (sarpras), and personnel. The Investment Sector by
conducting promotions, socialization for investors and bringing in business actors (Covi
morning). The Licensing Sector is tasked with controlling its permits from filling in data to
issuing a recommendation letter. Of the three sectors engaged in services, apart from
performance standards, there are also performance measures for their implementation at the
same speed as accuracy in achieving targets, the speed in performance measures according
to PP 5 2021 is 28 working days at the longest, in processing accuracy in service is required,
namely the accuracy of officers when checking applicant files before going to the Technical
Division.

In the licensing sector to cut bureaucratic processes bymore effective and efficient
objectives of the Investment and One-Stop Integrated Services Office there is a breakdown of
work units in the public sector that are directly related to the applicant, including a waiting room
that can direct to the CS field, then the CS field is tasked with checking the completed files,
after the applicant's files are declared complete the next stage in the Technical Licensing Field
is tasked with making a recommendation letter that will be sent to the Technical Service
according to the permit requested by the applicant. From the licensing flow stage that is owned
is done free of charge related to costs, only levies such as IMB permits, advertising (taxes)
are paid through Bank Jatim. Applicants in taking care of permits from the licensing flow until
the permit is issued at the Investment and One-Stop Integrated Services Office in controlling
the output and outcome of the community (applicant) fill in the suggestion box that has been
provided satisfied or dissatisfied with the applicant during the licensing process this is done to
find out the results of the community satisfaction survey, satisfaction seen by the applicant on
facilities and infrastructure, discipline of HR in working, and the OSS application system to
make it easier and more practical.
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Discussion
Islamic values in New Public Management in services at the Investment and Integrated
Services Office

In the practice of NPM in public services at the Investment and One-Stop Integrated
Service Office, after analysis, there are several Islamic values that are practiced. These values
are internalized in daily service activities starting from the registration process to the issuance
of permits. The Islamic values contained in the service process are in synergy with the
AKHLAK principle carried out by the Investment and One-Stop Integrated Service Office. The
Islamic values that are practiced include:

Table 3. Islamic Values in Service

No Value Form/practice

1 Siddiq Employees in serving the community are always
honest in words and deeds. Open to all information
and do not cover up new things in the service.

2 Trust This value is in line with AKHLAK, which means in
terms of language it can be trusted, but in practice
the service is integrity and maintains credibility. So
that the public trusts that their affairs will be resolved
quickly. This integrity is proven by the commitment
to complete the licensing process on time, not doing
things that are not their job description. Especially
when carrying out tasks

3 Tabligh Conduct cross seling and always provide
information and offer new products or new services
owned by the Department. Informative and do not
cover up any information related to the service.
Always inform the things asked by the public and do
not cover up any information related to the service

4 Fathonah Smart, creative, innovative and solution-oriented.
So that it is able to solve licensing problems
experienced by the community. Always innovate
services so that there is always improvement and
always change. Changes are intended to accelerate
services

5 Discipline This value is practiced with services that are always
on time according to the time set. In addition, it is
also careful in checking the submission files
provided by the community. This discipline is
closely correlated with integration, because if there
is no discipline, public trust will not be realized.

6 Efficiency This value is related to tabligh, every time creating
innovations that can streamline services. So that
day by day, services are getting faster and more
precise.

Source: Processed, 2025
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Table 3 the above values are internalized in every service process carried out. These

values are synergized with the AKHLAK principle so that it is more perfect. The following is
the registration flow until the permit is issued which contains Islamic values.

Registration

amanah)

(discipline, siddiq and

l

Issuance of
building/advertising
permits (tabligh,
fathonah and efficient)

Registration and handover

by Front Office (siddiq,

Inspection of files by
the Back Office (BO)
(siddig, amanah,
commitment/discipline)

— | tabligh)
Payment of —
SKPD/SKROD to the Determination of Field review of
bank or regional Retribution (SKRD) technical team and/or
t and/or SKPD Tax issuance of
reasury o .
(siddig, amanah) (fathonah, efficiency) relcor.nmendanons
— (siddigq, Amanah,
fathonah)

Figure 4. Islamic Values in the Flow of Registration for Permits for Fees

Framework of Islamic New Public Management Model in Public Services

Based on the data presented above, this study tries to create a model framework in
strengthening NPM in public services. So that NPM is not seen as a change that does not
contribute anything other than speed, because in addition to technological changes that lead
to efficiency, there must also be a change in character in employees who provide services to
the community. Islamic values must become a culture in serving the needs of the community,
not forced. Through the analysis of Islamic values in public services provided by the
Investment and One-Stop Integrated Service Office, it becomes more integrative and has a
strong character strength. Because society needs high service and appreciation as God's
creatures. Public services should prioritize moral values in every performance that is carried
out. The following is the framework of the Islamic new public management model based on
the analysis of the data presented above:
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Figure 5. Islamic Values in the Flow of Registration for Permits for Fees

Table 5 the framework above explains that Islamic New Public Management is not only
present from NPM concepts, but is integrated with Islamic values in the form of prophecy,
discipline and efficiency. In addition, it also adopts the principles developed by BUMN as a
reference in managing state institutions, namely AKHLAK. In its refinement, because it is
related to service practices, in measuring service quality, it uses the theory developed by
Zeithaml and Berry, which includes tangible, reliability, responsiveness, assurance and
empathy. These three things are then integrated with NPM which has 7 dimensions, so that it
becomes Islamic New Public Management. In practice, it is realized with technological
integration, namely through the OSS RBA application which should be integrated with morality.
Thus, the goal of excellent service for public services can be met, namely customer or
community satisfaction

CONCLUSION

The findings of this study state that in carrying out public services, institutions must
innovate services. The innovation is integrated with the NPM model developed with the
framework of Islamic values. The integration includes the values of nubuwwabh, discipline,
efficiency with the principle of AKHLAK. Then integrated with technology that is realized
through the OSS RBA application. Based on the existing findings, the recommendation of this
study is that institutions should always update information and innovations related to services,
so that the public can experience fast and precise services

71



REFERENCES

Adair-Toteff, C. (2015). Fundamental Concepts in Max Weber's Sociology of Religion.
Fundamental Concepts in Max Weber's Sociology of Religion, 4823, 1-206.
https://doi.org/10.1057/9781137454799

AF, A., Wahab, A., & Rahmawati, R. (2023). Prinsip-Prinsip Ekonomi Syari’ah. AL-MIKRAJ
Jurnal Studi Islam Dan Humaniora (E-ISSN 2745-4584), 4(1).
https://doi.org/10.37680/almikraj.v4i1.3394

Agung, |. M., & Husni, D. (2017). Pengukuran Konsep Amanah dalam Pendekatan Kualitatif
dan Kuantitatif. Jurnal Psikologi, 43(3). https://doi.org/10.22146/jpsi.11233

Agustin Simatupang, Afif Rahman, Jesman Hasibuan, Juniman Telaumbanua, Agnes
Hutabarat, Gad Edison, Yolanda Yunifer Pateh, & M. L. Denny Tewu. (2022). Manajemen
Risiko Berbasis Key Performance Indicator Pada Credit Union. JURNAL MANAJEMEN
RISIKO, 3(1). https://doi.org/10.33541/mr.v3i1.4484

Agustina, E. T., & Lismawati, L. (2024). The Influence Of Good Corporate Governance On
Product And Service Disclosure Of Islamic Banks With Corporate Social Responsibility
Disclosure As A Moderating Variable. Journal of Economic, Bussines and Accounting
(COSTING), 7(3). https://doi.org/10.31539/costing.v7i3.8279

Aini, A., & Maulana, A. (2023). Sosialisasi Sosialisasi Key Performance Indikator (KPI) Bagi
Industri Dalam Mengukur Efektivitas Hasil Produksi. Jurnal Pengabdian Masyarakat
Sehati, 2(2). https://doi.org/10.33651/jpms.v2i2.571

Alamsyah, A. (2022). Perkembangan Paradigma Administrasi Publik (New Public
Administration, New Public Management dan New Public Service). Jurnal Politik Profetik,
4(2).

Ali Sya’bana, Y., M. Yasir Nasution, & Sugianto. (2023). Bisnis Ala Rasulullah Dalam
Perspektif Pemasaran. AT-TIJARAH: Jurnal Penelitian Keuangan Dan Perbankan
Syariah, 4(2). https://doi.org/10.52490/attijarah.v4i2.1198

Andarsari, P. R. (2024). Earning Management from The Perspective Of Insan Kamil. Jurnal
limiah Bisnis Dan Ekonomi Asia, 18(1). https://doi.org/10.32815/jibeka.v18i1.1968

Anwari, Moh. A., & Dzikrulloh, D. (2024). Islamic Corporate Governance Based on Sharia
Enterprise Theory Grounded in Nubuwwah Morals. Ulumuna: Jurnal Studi Keislaman,
9(2). https://doi.org/10.36420/ju.v9i2.7185

Azwar, B. (2023). Pembentukan Disiplin Santri dengan Pembiasaan dalam Teori Behavioristik
di TK Ummatan Wahidah Curup. PAUDIA : Jurnal Penelitian Dalam Bidang Pendidikan
Anak Usia Dini, 12(1). https://doi.org/10.26877/paudia.v12i1.13494

Butt, A., Imran, F., Helo, P., & Kantola, J. (2024). Strategic design of culture for digital
transformation. Long Range Planning, 57(2). https://doi.org/10.1016/j.Irp.2024.102415

Chu, PH. and Chang, YY. (2017). John W, Creswell, Research Design: Qualitative,
Quantitative, and Mixed Methods Approaches. Journal of Social and Administrative
Sciences, 4(June).

Cikusin, Y., & Anadi, Y. R. (2024). Innovations and Challenges to Reform in Public Service in
Realizing Good Governance. International Journal of Business, Law, and Education,
5(1). https://doi.org/10.56442/ijble.v5i1.489

Claudia, M. D., & Puijiarti, P. (2023). The Effect of Organization Culture, Work Discipline, and
Communication on Employee Performance in PT Tjikko Sentral Industrial. ECo-Buss,
5(3). https://doi.org/10.32877/eb.v5i3.696

72


https://doi.org/10.1057/9781137454799
https://doi.org/10.37680/almikraj.v4i1.3394
https://doi.org/10.22146/jpsi.11233
https://doi.org/10.33541/mr.v3i1.4484
https://doi.org/10.31539/costing.v7i3.8279
https://doi.org/10.33651/jpms.v2i2.571
https://doi.org/10.52490/attijarah.v4i2.1198
https://doi.org/10.32815/jibeka.v18i1.1968
https://doi.org/10.36420/ju.v9i2.7185
https://doi.org/10.26877/paudia.v12i1.13494
https://doi.org/10.1016/j.lrp.2024.102415
https://doi.org/10.56442/ijble.v5i1.489
https://doi.org/10.32877/eb.v5i3.696

Cohen, A., & Saisana, M. (2014). Quantifying the Qualitative: Eliciting Expert Input to Develop
the Multidimensional Poverty Assessment Tool. Journal of Development Studies, 50(1).
https://doi.org/10.1080/00220388.2013.849336

Colak, C. D. (2019). Why the new public management is obsolete: An analysis in the context
of the post-new public management trends. Croatian and Comparative Public
Administration, 19(4). https://doi.org/10.31297/hkju.19.4.1

Cordery, C. J., & Hay, D. (2024). Public sector audit: new public management influences and
eco-system driven reforms. Journal of Public Budgeting, Accounting and Financial
Management. https://doi.org/10.1108/JPBAFM-07-2023-0124

Creswell, J. W. (2003a). Creswell, J.W. (2003). Chapter One, “A Framework for Design.”
Research Design Qualitative Quantitative and Mixed Methods Approaches.
https://doi.org/10.3109/08941939.2012.723954

Creswell, J. W. (2003b). Research design Qualitative quantitative and mixed methods
approaches. Research Design Qualitative Quantitative and Mixed Methods Approaches.
https://doi.org/10.3109/08941939.2012.723954

Creswell, J. W., & Creswell, J. D. (2018). Research Design: Qualitative, Quantitative, and
Mixed Methods Approaches - John W. Creswell, J. David Creswell - Google Books. In
SAGE Publications, Inc.

DoD, D. O. D. USA. (2020). Global Positioning System Standard Positioning Service
Performance Standard. Www.Gps.Gov, 5th Edition.

Fauzi, M. I. (2022). Konsep Amanah Dalam Al-Qur'an. Jurnal al Irfani lImu Al Qur an Dan
Tafsir, 3(1). https://doi.org/10.51700/irfani.v3i1.213

Goldfinch, S., & Halligan, J. (2024). Reform, hybridization, and revival: the status of new public
management in Australia and New Zealand. Public Management Review, 26(9).
https://doi.org/10.1080/14719037.2024.2329770

Gutium, M. (2023). Perfectionarea Politicilor Publice Privind Gestionarea Serviciului Vamal in
Contextul Asigurarii Securitatii Nationale A Republicii Moldova.
https://doi.org/10.36004/nier.cecq.iv.2022.16.29

Harahap, M. N. (2021). Analisis Data Penelitian Kualitatif Model Miles Dan Huberman.
Manhaj, 18(1).

Henriquez-Aravena, A., & Gomez-Poblete, M. R. (2024). University Internationalization in
Chile: New Public Governance and Defiance. Revista Iberoamericana de Educacion
Superior, 15(42). https://doi.org/10.22201/iisue.20072872e.2024.42.1660

Hidayat, F. (2021). Kompetensi Da’i Dalam Melakukan Kegiatan Dakwah Dikecamatan
Rambatan Kabupaten Tanah Datar. In Frontiers in Neuroscience (Vol. 14, Issue 1).

Idariany, D. (2018). Pengaruh Disiplin Dan Kepribadian Pegawai Terhadap Kinerja Pegawai
Rumah Sakit Islam Siti Khadijah Palembang. Creative Research Management Journal,
1(2). https://doi.org/10.32663/crmj.v1i2.629

Juniar, A., Fadah, |., Utami, E. S., & Puspitasari, N. (2021). The Effect of Risk-Based Efficiency
Value on Firm Value: A Case Study in Indonesia. Journal of Asian Finance, Economics
and Business, 8(2).

Junoh, N., Mat Zin, M. N., & Hashim, I. (2019). Konsep Nubuwwah Menurut Shah Wali Allah
al-Dihlawi. Journal of Fatwa Management and Research.
https://doi.org/10.33102/jfatwa.vol13no1.144

Krogh, A. H., & Triantafillou, P. (2024). Developing New Public Governance as a public

73


https://doi.org/10.1080/00220388.2013.849336
https://doi.org/10.31297/hkju.19.4.1
https://doi.org/10.1108/JPBAFM-07-2023-0124
https://doi.org/10.3109/08941939.2012.723954
https://doi.org/10.3109/08941939.2012.723954
https://doi.org/10.51700/irfani.v3i1.213
https://doi.org/10.1080/14719037.2024.2329770
https://doi.org/10.36004/nier.cecg.iv.2022.16.29
https://doi.org/10.22201/iisue.20072872e.2024.42.1660
https://doi.org/10.32663/crmj.v1i2.629
https://doi.org/10.33102/jfatwa.vol13no1.144

Management Reform Model. Public Management Review.
https://doi.org/10.1080/14719037.2024.2313539

Kurz, H. D. (2021). Max Weber on The “Spirit Of Capitalism” Economic Growth And
Development in The Antechamber of The Industrial Revolution. Investigacion
Economica, 80(318). https://doi.org/10.22201/FE.01851667P.2021.318.80813

Kusuma, F. K. (2024). Efektivitas Transformasi Organisasi dan Manajemen Pemerintahan
Serta Masyarakat yang Partisipatif Menuju Pelayanan Publik Unggul. Journal of
Education, Humaniora and Social Sciences (JEHSS), 6(3).
https://doi.org/10.34007/jehss.v6i3.2042

Lakemond, N., Holmberg, G., & Pettersson, A. (2024). Digital Transformation in Complex
Systems. IEEE Transactions on Engineering Management, 71.
https://doi.org/10.1109/TEM.2021.3118203

Lewis, J. M. (2024). New Public Management, Performance Measurement, And Measuring for
Governance. In Handbook on Measuring Governance.
https://doi.org/10.4337/9781802200645.00011

Mahmoud, M. H., & Othman, R. (2024). Effects of New Public Management Reforms on
Human Resource Practices: A Case Study in Jordan. Management and Labour Studies,
49(1). https://doi.org/10.1177/0258042X231185216

Marthasari, L. M., & Kurniawan, M. I. (2022). Implementation of Discipline Character Values
in Grade 4A Students at Elementary School. Academia Open, 6.
https://doi.org/10.21070/acopen.6.2022.2288

Masruroh, N., Fatika Sari, R., Dwi Putri Novitasari, I., Amanda Septia Rini, A., (2024).
Internalization of Smart Service Management in Improving Service Quality: The Case of
Regional Library. 5. https://doi.org/10.60090/kjm.v4i2

McDonald-Kerr, L., & Boyce, G. (2024). Neoliberalism And New Public Management:
Decision-Making And Accountability In A Public—Private Partnership. Accounting,
Auditing and Accountability Journal, 37(1). https://doi.org/10.1108/AAAJ-01-2020-4392

Miles, M., & Huberman, A. (2014). Miles and Huberman. In Qualitative Data Analysis: An
expanded sourcebook.

Muhammad, H., Moeljadi, Indrawati, N. K., & Djazuli, A. (2019). Understanding islamic spiritual
Leadership Applied In Business: A Case Study At Baitul Mal Wat Tamwil Usaha
Gabungan Terpadu Sidogiri Indonesia. International Journal of Engineering and
Advanced Technology, 8(5C). https://doi.org/10.35940/ijeat.E1016.0585C19

Mulia, R. A., Putri, R. P., Ananda, B. R., Saputra, N., & Syamsir, S. (2024). Model of Good
Governance Principles in Improving the Performance and Quality of Services of
Regency/City Population and Civil Registration Services in West Sumatera. JESS
(Journal of Education on Social Science), 7(3). https://doi.org/10.24036/jess.v7i3.536

Muller, S. D., Konzag, H., Nielsen, J. A., & Sandholt, H. B. (2024). Digital Transformation
Leadership Competencies: A Contingency Approach. International Journal of Information
Management, 75. https://doi.org/10.1016/}.ijinfomgt.2023.102734

Ni‘am, S., & Nurhayati, A. (2018). Pemikiran Kebangsaan K.H. Achmad Siddiq Dan
Implikasinya Dalam Memantapkan Idiologi Pancasila Sebagai Dasar Negara Di
Indonesia. AKADEMIKA: Jurnal Pemikiran Islam, 23(2).
https://doi.org/10.32332/akademika.v23i2.1106

Nirwana, S., & Rahim, R. (2020). Strategi Mewujudkan Pasar Niaga Daya Menjadi Pasar
Islami Berbasis Fast (Fathonah, Amanah, Siddiq, Tabliq) Di Daya Kota Makassar. Ar-

74


https://doi.org/10.1080/14719037.2024.2313539
https://doi.org/10.22201/FE.01851667P.2021.318.80813
https://doi.org/10.34007/jehss.v6i3.2042
https://doi.org/10.1109/TEM.2021.3118203
https://doi.org/10.4337/9781802200645.00011
https://doi.org/10.1177/0258042X231185216
https://doi.org/10.21070/acopen.6.2022.2288
https://doi.org/10.60090/kjm.v4i2
https://doi.org/10.1108/AAAJ-01-2020-4392
https://doi.org/10.35940/ijeat.E1016.0585C19
https://doi.org/10.24036/jess.v7i3.536
https://doi.org/10.1016/j.ijinfomgt.2023.102734
https://doi.org/10.32332/akademika.v23i2.1106

Ribh: Jurnal Ekonomi Islam, 3(1). https://doi.org/10.26618/jei.v3i1.3299

Ong, A. K. S., German, J. D., Dangaran, P. C., Jethro B. Paz, J., & Roniel G. Macatangay, R.
(2024). Service Quality and Customer Satisfaction Analysis Among Motorcycle Taxi
Transportation In The Philippines Through SERVQUAL Dimensions And Social
Exchange Theory. Case Studies on Transport Policy, 15.
https://doi.org/10.1016/j.cstp.2023.101139

Parasuraman, A., Berry, L. L., & Zeithaml, V. A. (1991). Perceived Service Quality As A
Customer-Based Performance Measure: An Empirical Examination Of Organizational
Barriers Using An Extended Service Quality Model. Human Resource Management,
30(3). https://doi.org/10.1002/hrm.3930300304

Parasuraman, A., Zeithaml, V. A, & Berry, L. L. (1985). A Conceptual Model of Service Quality
and Its Implications for Future Research. Journal of Marketing, 49(4).
https://doi.org/10.2307/1251430

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). E-S-QUAL A Multiple-Item Scale For
Assessing Electronic Service Quality. Journal of Service Research, 7(3).
https://doi.org/10.1177/1094670504271156.

Pereira Filho, E., AAez, M. E. M., Nobrega, K. C., & Fernandes, L. T. (2024). How To Offer
Good Service? A Study on Behavior of Consumer Expectations Over Time In
Educational Service. International Journal of Quality and Reliability Management, 41(7).
https://doi.org/10.1108/IJQRM-04-2021-0116

Pratiwi, N. F., Senen, S. H., & Sumiyati, S. (2018). Gambaran Disiplin Dan Budaya Kerja
Terhadap Perilaku Kewargaan Organisasional Karyawan PT. Inti (Persero) Di Bandung.
Journal of Business Management Education (JBME), 3(2).
https://doi.org/10.17509/jbme.v3i2.14261

Reiter, R., & Klenk, T. (2019). The Manifold Meanings Of ‘Post-New Public Management’ — A
Systematic Literature Review. International Review of Administrative Sciences, 85(1).
https://doi.org/10.1177/0020852318759736

Roberts, R. (2024). The New Public Integrity Management and the Protection of the
Impartiality of Bureaucratic Decision-Making. Public Integrity.
https://doi.org/10.1080/10999922.2023.2297118

Romi, M. V., Subagyo, A., & Nuradhawati, R. (2024). E-Government Based as Good
Governance Implementation Model and Public Service Motivation in Cimahi City
Government Civil Apparatus. https://doi.org/10.2991/978-2-38476-106-7 22

Siom, F. (2020). Analisis Key Performance Indikator (Studi Kasus pada PT. Asgility). Majalah
limiah Bahari Jogja, 18(2). https://doi.org/10.33489/mibj.v18i2.247

Strohmeier, S. (2020). Digital Human Resource Management: A conceptual clarification.
German Journal of Human Resource Management, 34(3).
https://doi.org/10.1177/2397002220921131

Taufik, T. (2023). Determination of Islamic Leadership: Amanah, Fatonah, Tabligh, Siddigq.
International Journal of Advanced Muiltidisciplinary, 2(2).
https://doi.org/10.38035/ijam.v2i2.271

Tjiptono, F. (2005). Tjiptono, Fandy. 2005. Strategi Pemasaran. Strategi Pemasaran.
Tjiptono, F., & Tjiptono, F. (2012). Service Management: Mewujudkan Layanan Prima (2012).

Tontini, G, Irgang, L., Kroenke, A., Hadlich, I., Picolo, J. D., & Mikulic, J. (2022). How To Use
Spontaneous Customer Comments to Identify Nonlinear Background of Satisfaction with

75


https://doi.org/10.26618/jei.v3i1.3299
https://doi.org/10.1016/j.cstp.2023.101139
https://doi.org/10.1002/hrm.3930300304
https://doi.org/10.2307/1251430
https://doi.org/10.1177/1094670504271156
https://doi.org/10.1108/IJQRM-04-2021-0116
https://doi.org/10.17509/jbme.v3i2.14261
https://doi.org/10.1177/0020852318759736
https://doi.org/10.1080/10999922.2023.2297118
https://doi.org/10.2991/978-2-38476-106-7_22
https://doi.org/10.33489/mibj.v18i2.247
https://doi.org/10.1177/2397002220921131
https://doi.org/10.38035/ijam.v2i2.271

Restaurant Services. Benchmarking, 29(2). https://doi.org/10.1108/BIJ-08-2020-0409

Twizeyimana, J. D., & Andersson, A. (2019). The Public Value of E-Government — A Literature
Review. In  Government Information  Quarterly  (Vol. 36, Issue 2).
https://doi.org/10.1016/j.9ig.2019.01.001

Virnanda, V., Prakasa, M. B., & Budi Santoso, R. T. P. (2023). Analisis Kinerja RS Siloam
Hospitals Bali Diukur dari Key Performance Indikator dengan Metode BSC. Seminar
llmiah Nasional Teknologi, Sains, Dan Sosial Humaniora (SINTESA), 5(0 SE-Articles).

Wahyuni, T. I. E., Ricardianto, P., Harits, A., Thamrin, M., Liana, E., Anggara, D. C., Abidin,
Z., Setyowati, T. M., Sugiyanto, & Endri, E. (2022). The implementation of minimum
service standards on ship operational performance: Empirical evidence from Indonesia.
Uncertain Supply Chain Management, 10(4). https://doi.org/10.5267/j.uscm.2022.7.010

Wicaksono, K. W. (2019). Transforming The Spirit of New Public Service Into Public
Management Reform In Indonesia. Jurnal Manajemen Pelayanan Publik, 2(1).
https://doi.org/10.24198/jmpp.v2i1.20190

Zahroh, F., & Nafik HR, M. (2015). Nilai Fathonah Dalam Pengelolaan Bisnis di Pesantren
Mukmin Mandiri Sidoarjo. Jurnal Ekonomi Syariah Teori Dan Terapan, 2(9).
https://doi.org/10.20473/vol2iss20159pp745-758

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The Behavioral Consequences of
Service Quality. Journal of Marketing, 60(2), 31-46. https://doi.org/10.2307/1251929

Zeithaml, V. A., Parasuraman, A., & Malhotra, A. (2002). Service Quality Delivery Through
Web Sites: A Critical Review of Extant Knowledge. In Journal of the Academy of
Marketing Science (Vol. 30, Issue 4). https://doi.org/10.1177/009207002236911

Zhang, J., & Chen, Z. (2024). Exploring Human Resource Management Digital Transformation
in the Digital Age. Journal of the Knowledge Economy, 15(1).
https://doi.org/10.1007/s13132-023-01214-y

76


https://doi.org/10.1108/BIJ-08-2020-0409
https://doi.org/10.1016/j.giq.2019.01.001
https://doi.org/10.5267/j.uscm.2022.7.010
https://doi.org/10.24198/jmpp.v2i1.20190
https://doi.org/10.20473/vol2iss20159pp745-758
https://doi.org/10.2307/1251929
https://doi.org/10.1177/009207002236911
https://doi.org/10.1007/s13132-023-01214-y

