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Abstract 
Facing a new paradigm in the field of government, in the areas of management personnel have been issued law 
number 5 Year 2015 about Staffing Management. Some of the new things that are important and need to get 
attention, namely: (1) the emphasis of the construction of civil servants based on the system of feats work, 
competence and professionalism, (2) the professionalism of civil servants which the state apparatus/government 
should be able to maintain neutrality by separating the country office with the Office of the land, and (3) 
decentralized local government against staffing authority which is one unified network system bureaucracy in 
staffing nationwide.The phenomenon exists in the staffing agency of the education and training area (BKPPD) 
Ponorogo as establishments that have the function of giving civil service administration services effectively and 
efficiently and to optimize the performance of the apparatus the maintainer staffing: employee dissatisfaction 
against the ministry in dealing with the complaints, the work has not been completed on time in accordance with 
the time limit which has been specified, it is still an error-error in typing the Letter Decision (SK), SK Promotion, 
Periodic salary increases as well as SK, SK Placement in the position.The purpose of this research is to find out 
and describe the performance of the State’s Civil Apparatus Staffing Agencies In The Education And Training 
Area Ponorogo (BKPPD) in this case the performance views of corporate responsibility, responsiveness and 
accountability. The main data source in the form of the words and actions of the rest is additional data, such as 
documents, photos, statistical data. The source of the data used in this research is the Informant/resource person 
i.e. interview and document/archive. The data collected is reduced in the form of selection and simplification of 
data and then taken the conclusion as well as evaluate how far the indicator responsiveness, corporate 
responsibility and accountability to the performance of the apparatus BKPPD. The methods used in this research 
is descriptive qualitative. Data gathering with purposive sampling technique with interviews to 12 employees, 
during the period 6 April – 31 March 2017. The results of this research show that the performance of the 
apparatus at the BKPPD Ponorogo categorized better. The study also shows that (1). BKPPD Ponorogo quite 
responsive to complaints that there are though still there is some weakness (2) level of corporate responsibility 
BKPPD Ponorogo is quite good, but there are still some flaws (3) accountability of the BKPPD has been very 
well, the look of the work and reporting implemented. Each policy taken accounted for starting from planning to 
results achieved. In each time period of service there are already standard with the Standard operational 
procedure ( SOP) in BKPPD Ponorogo. So there is already a rule that raw about each type of service.The study 
also gives suggestions about the need for complaints management and service in accordance with standard 
operational procedures resulting in the granting of service going on harmonious relationships between employees 
and recipients of services BKPPD staffing 
Keywords: performance, responsiveness, responsibility, accountability 
 
1. Introduction 
The deterioration of the nation of Indonesia in the multidimensional crisis prolonged showed Indonesia's 
inability to align with the position of other countries in Southeast Asia. The existence of bureaucracy in order 
practices often provoke controversy and debate because of attitudes and performance of the apparatus of 
Government is still low. Problems of KKN (corruption, collusion, and nepotism) as well as the complicated 
bureaucratic procedures have become a burden to the country to face competition in global scope. 

At present, the performance of the bureaucracy into a spotlight of many parties, especially since the 
existence of the Reformation who demanded a more democratic climate in implementing governance and 
development. Law Number 32 Year 2004 about local governance gives existence to the authority the area 
accompanied by the granting of the rights and obligations of the organizer of the autonomous region in the unity 
of the system of organization of State Government. 

The performance is "results obtained by a good organization the organization is non-profit oriented and 
non-profit oriented produced during one period" (Fahmi, 2014). Performance in an organization can be 
demonstrated by how the process of the ongoing activities to achieve those goals. In this process of 
implementation activities must always be done on monitoring, assessment and review or the review on 
performance of human resources. Implement performance management will provide benefits for organizations, 
teams, and individuals. 

The phenomenon exists staffing agencies in the education and training (BKPPD) Ponorogo as 
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establishments that have the function of giving civil service administration services effectively and efficiently 
and to optimize the performance of the apparatus the maintainer staffing: employee dissatisfaction against the 
ministry in dealing with the complaints, the work has not been completed on time in accordance with the time 
limit which has been specified, it is still an error in typing the letter decision (SK), SK Promotion, Periodic 
salary increases as well as SK, SK Placement in the position. Therefore, BKPPD as a public organization 
Ponorogo being required to improve the performance of the organization be optimized both in terms of the 
implementation of the work programme as well as the awarding of services to the whole scope of civil servants 
Ponorogo. View of the duties and functions that are so big, the claim for optimal performance results is a 
necessity that should be realized. 

 
1.1 Formulation Of The Problem 
"How can the performance of the state’s civil apparatus in the staffing of the Agency's education and training 
area (BKPPD) Ponorogo in this performance views of responsibility, responsiveness and accountability?" 
 
1.2 Research Objectives 
The purpose of this study was to describe the performance of the state’s civil apparatus in the staffing of the 
Agency's education and training area (BKPPD) Ponorogo in this performance views of corporate responsibility, 
responsiveness and accountability 
 
1.3 Benefits of Research 
1.3.1 Theoretical Benefits 

a. The related application gives an overview of the science of public administration particularly on issues 
related to the assessment of performance against the employees in environmental red tape as well as 
donations for researchers who will be conducting further research. 

b. as material evaluation for performance assessment program enacted in the institutions of local 
governance. 

1.3.2 Practical uses 
a. The results of this research are expected to be input to the development of the assessment and 

performance improvement program for employees so that they can berdayaguna in conducting 
development and community service. 

b. this study can serve as a reference material human resources management at the local government 
organization. 

 
2. Review Of The Literature 
2.1 The concept of Performance 
2.1.1 Understanding the performance 
The term performance is the translation of the performance that is often defined as the appearance, performance 
or achievements. Essentially the performance can be seen in terms of the other two, namely the performance of 
the employees (individuals) and organizational performance. Employee performance was the work of an 
individual within an organization. While the performance of the organization is the totality of the work that is 
within an organization. 

The performance is "results obtained by a good organization the organization is non-profit oriented and 
non-profit oriented produced during one period" (Fahmi, 2014). "Performance is the result of the work that has a 
strong relationship with the strategic objectives of the Organization, our satisfaction consumer, and contributes to 
the economy" (Armstrong and Baron Wibowo, 2010). While Bastian (2006) States that the performance was "a 
reflection of the level of achievement of the implementation of an activity/program/wisdom in realizing the 
objectives, goals, mission, vision of the Organization contained in the formulation of the strategic scheme 
( strategic planning) of an organization. " "Performance is a note about the results obtained from certain job 
functions or specific activity during the specified time" (Bernardin & Russel in Rakhmat, 2009). Performance is 
the implementation of the functions required of a person. Understanding according to Whitmore is the sense that 
demands the most minimal needs to succeed. Therefore posited notions of performance Whitmore deems 
representative, then tergambarnya the great responsibilities of the job a person (Whitmore in the Uno and 
Lamatenggo, 2012).  

In addition, the performance was "the activity of a person in performing basic tasks charged to him" (King 
in the Uno and Lamatenggo, in 2012). According to Prawiro Suntoro (Tika, 2005) that the performance was "the 
work of a person or a group of people in an organization in order to achieve the goal of orgnisasi in a certain 
time period." 

Based on some understanding of the performance of the above, the researcher defines that performance as a 
result of the work of the person/group to achieve the goals of an organization in a certain period. It is understood 
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that the concept of performance not only on individual performance, but the performance of the group in the 
organization. 

Performance as a result of the work of the person/group to achieve the goals of an organization in a certain 
period. It is understood that the concept of performance not only on individual performance, but the performance 
of the group in the organization. 
2.1.2 Understanding the performance assessment 
Performance assessment is essentially a key factors in order to develop an organization effectively and efficiently 
because of the policies and programs that better over existing human resources in the organization. Individual 
performance appraisal is very beneficial to the dynamics of the growth of the Organization as a whole, according 
to the assessment of the actual conditions can be known about how the performance of employees. 
2.1.3 Performance indicators 
Agus Dwiyanto (2006:50) public bureaucracy performance measure based on the existence of an indicator that is 
further explained as follows: 

a. Productivity 
b. quality of services 
c. Responsiveness 
d. corporate responsibility 
e. Accountability 

The author chose to use performance measurement theories advanced by Agus Dwiyanto (2006) as is seen 
fit, more precise and better able to measure the performance of the state’s civil apparatus in the staffing of the 
Agency's education and training area (BKPPD) Ponorogo. 

Performance measurement indicators expressed by Agus Dwiyanto (2006:50) includes five indicators, i.e. 
productivity, service quality, responsiveness, accountability and corporate responsibility. Of the five indicators 
above, researchers prefer to use three indicators alone, namely responsiveness, corporate responsibility and 
accountability. These three indicators were chosen on the grounds that this weaker indicators has represented 
some of the indicators used to assess the performance of a public organization from within and outside the 
organization. 

Based on performance indicators according to some sources above, researchers using performance 
indicators in accordance with the conditions of the employees in the Agency's staffing of regional education and 
training (BKPPD) Ponorogo, namely: 

a) Responsiveness; bureaucratic ability to identify community needs, drawing up the agenda and the 
priorities of the ministry, as well as develop programs services according to needs and aspirations of the 
community. Includes: 
(1) No complaints from service users over the last year 
(2) The attitude of the bureaucracy officials in responding to complaints 
(3) The use of the complaint a reference for improvement of organizing services in the future; 
(4) action to provide satisfaction services 

b) Responsibility; explain whether the implementation of the organization's activities are conducted in 
accordance with the principles of correct administration or in accordance with the organization's policy, it 
is the responsibility of the person towards his duties associated with the role to the person served. Include 
the following: 
(1) Attend regularly and on time. 
(2) Follow the instructions and compliance with procedures 
(3) Technical competence 
(4) Complete the task and fulfill the responsibility of the appropriate time limits specified 

c) Accountability; have the sense of responsibility which is one of the characteristics of the applied good 
governance, in the public administration is the issue toward clean government or a Government that is 
clean. Accountability is seen from the point of view of control is an action on the achievement of 
objectives, including: 
(1) Avoidance of corruption and collusion 
(2) The existence of a public service that is carefully 
(3) Responsibility have been made 
(4) Guarantee his policies that have been taken. 

This research uses the theory of institutions or institutional theory because the staffing agency for the 
education and training Area Ponorogo according the opinion of John w. Meyer and Brian Rowan (1977) that 
"many of the positions, policies, programs and procedures modern organizations are influenced by public 
opinion, the views of constituents, the legitimate knowledge through the education system, social prestige, the 
law, and the courts. So according to this view essentially tells us that organizational behavior or decisions taken 
by the Organization will be affected by the existing institutions outside the organization. Organizations will be 
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able to adjust to the pressure from the outside to the mempertahakankan of its existence. 
 

2.2 The factors that affect performance 
Of the opinions above, it can be concluded that generally factors under the performance of employees, namely: 

1) Individual Factors, including ability, creativity, innovation, initiative, willingness, confidence, motivation 
and commitment of the individuals. 

2) Organizational Factors), including clarity of purpose, compensation is given, leadership, work, or the given 
infrastructure organization, process organization and the working culture in the organization. 

3) Social Factors), including the quality of the support and encouragement given by teammates, trust of fellow 
team members, equality and the cohesiveness of the team members, as well as security. 

 
2.3 The civil State Apparatus 
In a society that is always evolving, human beings always have more important positions, although Indonesia is 
heading to the community-oriented work, which looked at work is something noble, does not mean ignore 
humans who carry out such work. Similarly in an organization, a very human element to determine whether or 
not walking all as an organization towards the achievement of the objectives specified depends on the ability of 
man to move the organization toward has been set. Humans are involved in this organization, also known as the 
civil State apparatus 
 
2.4 Organization 
The organization is a system consisting of a person or group of people consisting of superiors and subordinates 
are mutually interact and cooperate to achieve the goals and specific targets. Staffing Agencies in this Area is an 
organization of Ponorogo public which has objectives, goals, mission, and vision of the organization. 
 
2.5 The framework of thought 
Performance appraisal is a very important coming together because activity can be used as a measure of success 
in achieving the objectives of an organization and its vision and mission. By conducting assessment of 
performance, then an effort to improve performance can be done in a purposeful and systematic so that the 
Organization could walk effectively, efficient, and responsive in providing service. In addition the performance 
assessment can also be used to acknowledge and assess how much service provided by the Organization to meet 
expectations and satisfy customers. 

The phenomenon exists in the staffing of the agency's education and training area (BKPPD) Ponorogo as 
establishments that have the function of giving civil service administration services effectively and efficiently 
and to optimize the performance of the apparatus the maintainer staffing: employee dissatisfaction against the 
ministry in dealing with the complaints, the work has not been completed on time in accordance with the time 
limit which has been specified, it is still an error in typing the letter decision (SK), SK Promotion, Periodic 
salary increases as well as SK, SK Placement in office. 

The indicators used to measure performance according to researchers that is is responsifitas, responsibility 
and accountability. These indicators were selected because of the indicators rated third by researchers as an 
indicator of the most appropriate and can serve as a yardstick to assess the performance of the Agency's 
Personnel training and education District Ponorogo in service. Through performance measurement by using such 
indicators can we know whether the performance of Agency Personnel education and training Area Ponorogo 
already optimally or not. With the optimal performance of the employees, then the employee will be expected to 
settle against the ministry staffing of the Agency's education and training area (BKPPD) Ponorogo  

 
3. Research Methods 
3.1 The location of Research 
This research was carried out in Ponorogo, East Java province, in the Office of the civil service agency of the 
education and training area (BKPPD) Ponorogo. As for the selection of the location of the research done by the 
consideration that the BKD Ponorogo is a government agency which has the function of giving civil service 
administration services effectively and efficiently to optimize the performance of the apparatus staffing manager. 
View of the duties and functions that are so big, the claim for optimal performance results is a necessity which 
should be realized 
 
3.2 Types of Research 
This research uses qualitative descriptive method. The research method is closely associated with this type of 
research is used, since every study done of course in order to reach a goal of research itself. 
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3.3 Data source 
The main qualitative research data sources in the form of the words and actions of the rest is additional data, 
such as documents, photos, statistics, and others (Moleong, 2012). Related to this, then the type of qualitative 
research data in the form of words and actions, the data source is written, photographs and statistics. 
The source of the data used in this research are: 

1. Informant/resource person 
2. Documents/archive 

 
3.4 Data collection Techniques. 

1. Interview 
2. Observations 
3. Documentation 

 
3.5 Techniques in determination of the informant 
The informant/resource person is consenting really know about issues that will be examined. Data obtained 
directly from the informant/this resource is primary data. The informant/resource person selected by the method 
of purposive, i.e. based on consideration and specific objectives (Sugiyono, 2015). Researchers tend to choose 
informants that are considered trustworthy and know to be the source of the data to know the performance 
problems in the civil servants Agency Personnel education and training Area Ponorogo in depth 
 
3.6 Data analysis techniques 

1. Data Reduction 
2. Presentation of data 
3. The verification conclusion and Withdrawal 

The data collected is reduced in the form of selection and simplification of data and then taken the 
conclusion. Data obtained from the interview against the parties pertaining to the staffing of the Agency's 
performance in the assessment of the education and training Area Ponorogo. From those results and then drawn a 
conclusion. 

 
4. Discussion 
Based on research results, then it can be said that the performance of BKPPD Ponorogo researched through three 
indicators, namely, responsibility, responsiveness, and accountability can be summed up good well. This means 
that the level of responsibility, responsiveness, and accountability of the public service is carried out BKPPD 
Ponorogo is good enough. 

The results of research that States that the degree of responsiveness of Ponorogo BKPPD enough, means 
that the employees or the bureaucracy that existed at BKPPD Ponorogo quite able to live up to expectations, 
desires and aspirations and demands of its customers i.e. the government environmental employees in Ponorogo. 

But the ministry still showing weakness, where still on the case BKPPD Ponorogo this weakness has not 
been developed due to the external communication effectively by the bureaucratic ranks of the service, so there 
is still a gap between customer expectations with real conditions. External communication that has not been 
developed yet from look real existence of a complaints handling management tersistematika and well 
documented. 

In realizing the government's efforts in improving the quality of public services, have a strategic role 
responsiveness so that each activity has a value added of service bureaucracy in an effort to increase customer 
satisfaction. 

Research results also showed that the level of responsibility BKPPD Ponorogo is enough, so that it can be 
said that the responsibility service on BKPPD Ponorogo quite capable of providing service to the customers, but 
still found some weaknesses. Corporate responsibility refers to the condition of the human resources ministry 
apparatus, so that existing conditions is able to provide a good service. This condition not only things that looks 
at the behavioral apparatus, but also attitudes associated apparatus service. 

The Ministry apparatus describing the behavior of corporate responsibility services and where it is still 
lacking is the level of technical competence of Ministry apparatus. This is because the presence of standard of 
competence yet apparatus service, so that the Ministry can be done by anyone who is sometimes less technical 
ability which ultimately impact on the corporate responsibility services less anyway. 

The last indicator is accountability, which the results showed that BKPPD service accountability Ponorogo 
is also quite good. This means that accountability over the service of process is done by BKPPD Ponorogo is 
quite good, but also still found certain things that still need to be improved. 

Accountability services implemented BKPPD Ponorogo quite fulfill the value of transparency because it 
reveals clearly the procedure the Ministry through the assignment procedure the Ministry and information 
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Ministry. But of the value of Justice, still not all be met because a certain person (such as acting) treated 
differently with others in providing services. 

Based on the entire description, then it can be said that the services provided by BKPPD Ponorogo quite a 
good run though a few things are still likely to be increased so that it is able to improve the satisfaction of 
employees in the environment The Government of Ponorogo as customers BKPPD Ponorogo. 

Table 1. Summary Of Research Results 

Aspects Indicator Interpretation 
Results Proof 

Responsiveness A With the least or no complaints from 
users of the service for the past year 

Less complaints is very small 
less than 20 complaint 

  B Bureaucratic apparatus Attitude in 
responding to complaints 

Good 85% of complaints are 
processed in the field 

  C Use of complaint referrals for 
improvement of organization of the 
ministry in the future 

Good A decrease in the number 
of complaints in the last 3 
years 

  D Action to provide satisfaction services Enough Community Satisfaction 
Index Value 

 
 

   
Responsibility A Attend regularly and on time Good 90% of employees have 

filled the list present 
  B Follow the instructions of obedience to 

the procedure 
Good There is never any 

penalties employee 
discipline 

  C Technical competence Less Less than 20% of 
employees have the 
appropriate training 
certificates with his work 

  D Complete the tasks and fulfill the 
responsibility of the appropriate time 
limits specified 

Enough 50% of the work was 
carried out on time or less 
than a specified time 

 
 

   
Accountability A The avoidance of corruption and 

collusion 
Good Findings of the BPK 

  
B The existence of public services that are 

closely 
Less List of errors/fixes 

  C Charge has been made Good Performance reports 

 D Guarantee his policies that have been 
taken are determined 

Good The value of the SAKIP 
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Tabel 2. Matric Research Data 

Aspects Indicator Data There 
Is/Are Not 

Responsiveness A With the least or no complaints from 
users of the service for the past year 

List of Complaints and 
follow-up 

There is 

  B Bureaucratic apparatus Attitude in 
responding to complaints 

List of Complaints and 
follow-up 

There is 

  C Use of complaint referrals for 
improvement of organization of the 
ministry in the future 

The number of complaints in 
the last 3 years 

There is 

  D Action to provide satisfaction services Customer satisfaction survey 
instrument 

There is 

     Responsibility A Attend regularly and on time Presensi civil state apparatus There is 
  B Follow the instructions of obedience 

to the procedure 
SOP Service There is 

  C Technical competence Certificate of training There is 
  D Complete the tasks and fulfill the 

responsibility of the appropriate time 
limits specified 

List of service 
karsu/karis/karpeg 

There is 

     Accountability A The avoidance of corruption and 
collusion 

The findings of the BPK the 
year 2016 

There is 

  
B The existence of public services that 

are closely 
List of errors/fixes There is 

  C Charge has been made Performance reports There is 

  
D Guarantee his policies that have been 

taken are determined 
SAKIP There is 

 
5. Conclusions 
5.1 Responsiveness 
Based on the results of the research in the future, then it can be inferred that BKPPD Ponorogo quite responsive 
to complaints that there are though still there is some disadvantages include : 
1) Handling complaints have yet to become a priority of the work, as evidenced by the existence of a complaints 

handling SOP yet 
2) has not been terdokumentasikannya complaints, so the difficulty when will conduct an evaluation of whether 

any complaints been handled properly 
3) Yet the existence of means to find out the level of customer satisfaction, so there is no identified whether or 

not already satisfied customers 
4) there is no mechanism to guarantee the BKPPD bureaucracy Ponorogo making complaints as a basis for 

improvements to the service system as a whole. 
 
5.2 Responsibility 
Based on the results of the research in the future, then it can be concluded that the level of corporate 
responsibility BKPPD Ponorogo is quite good, but still there are some disadvantages include: 
1) Yet he arranges standard of competence for the position of general functional, so it could not be known with 

certainty level of competence of employees providing services 
2) Haven't done sorting service responsibilities on BKPPD Ponorogo services became the responsibility of the 

other party so still impressed yet can finish the job on time according the time limit which has been specified 
 
5.3 Accountability 
Based on the results of the research, it can be inferred that any policy taken in Ponorogo BKPPD can 
pertanggungjawabkan ranging from planning to results achieved. Officially for each time period of service there 
are already standard with the SOP in BKPPD Ponorogo. So there is already a rule that raw about each type of 
service. 

Thus it can be said, that the accountability of BKPPD is quite good. Employees already are transparent and 
clearly according to standards of service that is in a SOP in providing information to the community, especially 
with regard to time 
6. Suggestions 
Based on the research results and conclusions presented, then to improve the performance of employees BKPPD 
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Ponorogo so that service is implemented can be improved, then suggested a few things, namely: 
1. Develop and establish the management of complaints on services performed at BKD Ponorogo, so that 

complaints can be identified well, acted upon and used the base to enhance the quality of service; 
2. Compile and set the standard of competence of Ministry apparatus at BKD Ponorogo, thus increasing the 

chances for the establishment of service given the task to realize the performance of better service 
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