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Abstract 

Increasing service user satisfaction levels is a goal for public service providers. Service user satisfaction surveys 
are often conducted to describe the level of service user satisfaction that services provided. However, service 
providers are less able to utilize the results of the surveys to conducting innovation or breakthroughs to improve 
service user satisfaction. This study used an explorative approach to analyze the level of satisfaction for service 
users in four public health centers (Puskesmas) in Bontang City, Indonesia. The method used was two stages 
survey of 1,449 respondents throughout 2019. The complaint in the first survey was the basis for innovating 
improvements in public services by using the concept of rapid innovation. The results showed that with the 
short-term innovations that had been implemented, there had been a significant increase in public satisfaction 
with the services of the Puskesmas.      
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1. Introduction 

The implementation of public services conducted by the government in various service sectors, especially to 
meet the civil rights and basic needs of the community, the performance is still not as expected. Dwiyanto's 
research (2002-2015) showed that public bureaucracy in Indonesia at that time still did not provide efficient, fair, 
responsive and accountable public services. At that time the government tended to develop into an inefficient 
institution and did not care about the public interest. This is, among others, seen from the many complaints of the 
community and the business world. The poor performance of public services is partly due to the lack of 
transparency and accountability in the implementation of public services.  

From the Ombudsman's Annual Report in 2020, complaints or public reports related to public servants that 
have been handled and completed throughout 2020 reached 7.204 reports. From the data, local governments 
were reported the most by society about public services as much as 39.59 percent (Ombusdman RI, 2020). 

This condition needs attention, where public services should be evaluated periodically. Customer 
satisfaction surveys can be a medium for improving public services. The survey was also conducted with the aim 
that the participation of the public as service users is able to assess the performance of service providers and 
encourage the improvement of the quality of public services itself. At least the satisfactory survey results can be 
used as a monitoring and evaluation tool for service provider leaders to be decision-making materials to improve 
services to the community. Thus, the principle of New Public Service (NPS) can be applied in public 
organizations and still pay attention to community service (Putra, 2020). 

Besides to know how customers perceive the services that have been provided, satisfaction surveys can also 
be used by the government as a source of innovation in public services (Simmons & Brennan, 2017). Public 
service providers should be able to assess the cause of the decline in the quality of services complained by the 
community, whether it is only needed a simple service recovery or whether it is necessary to redesign the service. 
If a redesign of the service is needed to rectify customer complaints, then the presence of innovation is 
indispensable. 

Some studies related to the satisfaction of public service users in the scope of local government in Indonesia 
tend to only show the results or value of public satisfaction, such as Savitri & Armando (2019) and Fahamsyah 
(2018). Relatively the research is still limited to the complaints of service users and use it as a basis for 
following-up to the results of public satisfaction. 

From the previous research, it can also be known that the knowledge and experience of the community 
getting a service can be investigated from the management of complaints (Siregar et.al., 2017; Hidayati & 
Novani, 2015). Due to the limited follow-up of complaint resolution, innovation needs to be found as one of the 
customer-based complaint solutions. Nowadays, the research has been widely associated with the improvement 
of the complaints system as a public service innovation, but the research that changes various public complaints 
as innovations that can be presented by service providers is still limited. Public complaints will become 
innovation input and process to produce public service innovation output. Then, it will provide better public 
service improvement. Organizations need to invest innovations to improve the quality of services perceived by 
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customers (Yaşlioğlu et.al., 2013). Therefore, this study tries to fill the existing gaps. Further discussion related 
to innovations produced based on community complaints, so this research is important to be done today. 

This research will be focused on public health services (Puskesmas) with the consideration that Puskesmas 
is a basic need and most influential for the community and they need the best service in Puskesmas. Also, 
Puskesmas needs a foundation or reference in the management, improvement and provision of optimal public 
services for people. The research question that will be reviewed in this study are, (1) What is the level of 
community satisfaction towards Puskesmas services? (2) What complaints arise regarding the services provided 
by Puskesmas? and (3) What are innovative ideas to improve public services to be implemented and how 
successful is the application of such innovations to the satisfaction of the community?  
 
2. Literature Review 

2.1 New Public Management (NPS) approach and customer focus for optimal satisfaction 

In today's competitive world, service providers need to continuously improve customer satisfaction because it is 
the determining factor of the superiority of the service provider's position in competing (Parobek et.al, 2015). 
Also, the service provider needs to explore the source of customer satisfaction information by understanding the 
customer's feelings after receiving the service (Yoon, 2010). So far, the service provider has known that the 
customer will demand a minimum balanced proof of the sacrifice given (Mouwen; 2:2015). Every customer has 
a certain expectation of each sacrifice. This level of customer satisfaction depends heavily on the quality of 
service provided by the service provider unit. The quality of service is basically a conformity between the 
perceived service (perceived service) with customer expectations (customer expectation), where the suitability of 
both will show the level of customer satisfaction. So, it can be said that if the level of customer satisfaction can 
be known, it will also be known the quality of services provided by service providers (Khan, Batool, Scholar, & 
Hussain; 2015:1040). 

At first customer satisfaction is a critical point of concern in the business sector. This is because a company 
must understand exactly what their customers feel about the services that have been provided. That way, they 
can maintain customer loyalty, double the profits and improve the company's competitiveness (Ghotbabadi, Feiz, 
Baharun; 2015:268). 

As for the public sector, customer satisfaction relates to the concept of customer orientation initiated by the 
private sector (Chatzoglou, Chatzoudes, Vraimaki & Diamantidis; 2013:586). This concept emphasizes the 
fulfillment of customer needs, which leads to improved organizational performance (Huang & Dastmalchian; 
2006:362). Therefore, although not profit-oriented, in reality the concept of customer satisfaction in the public 
sector becomes very relevant. This is because the input of the community can be used as input for government 
organizations in improving their performance (Akinboade, Kinfack, & Mokwena; 2012:184). 

On this occasion, we also need to see that there has been a paradigm shift in public services. The relevant 
paradigm and discussed in this paper is the New Public Service (NPS) paradigm. From NPS point of view, 
customers become the central point for service providers. So, the role of service providers is to help customers 
articulate and find their desire to receive services rather than just controlling the wishes of customers (Dendhardt 
& Denhardt, 2000). 

Solong (2017) expressed the view that the ability of service providers to respond to customer wishes will 
refer to how quickly problems with customer service results can be resolved. The response will be shown to 
customers through programs and actions of any service changes that have been done to improve services towards 
a more optimal quality of service. So that the seriousness of the service provider makes the customer as the 
center of attention of the service by providing alternative service improvement solutions to be the main value 
that will improve the quality of service. 

Therefore, paying special attention to customer satisfaction becomes an inevitability, no exception in the 
healthcare sector. This is because currently, government hospitals and health centers must compete with the 
private sector in providing health services. Even some research results in some countries show that people are 
more satisfied with private hospital services than government hospitals (Ahmed, Tarique & Arif, 2017; Bamfo, 
2017; Irfan &Ijaz, 2011). If government hospitals do not pay attention to customer satisfaction, then it is certain 
that very few patients will choose to seek treatment there, anything will be their last option (Javed & Ilyas; 
2018:2).  
 
2.2 The Importance of innovating in public services of health 

According to Delafrooz et al., a service innovation can make consumers very satisfied with the service provided 
by the company. In its implementation this happens because the company is able to present something new in the 
provision of services that can be seen from the technology used to serve consumers, improved interaction with 
consumers needed to serve consumers, improved interaction with consumers needed to maintain communication 
with consumers and the development of services provided to consumers (Antanegoro, Surya, & Sanusi, 2017).  

Innovation to improve the quality of public services has many factors to consider. This is because efforts to 
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improve the quality of service have a significant impact on the overall culture of the organization. Factors in 
improving the quality of service according to Tjiptono & Chandra (2005) include: 1) Identify the main 
determinants of service quality. Service providers need to understand the characteristics of the services provided 
so that it will be easy to assess a service. 2) Manage customer expectations. What has been promised to 
customers becomes the focus of the fulfillment of services from the service provider. 3) Manage proof of service 
quality. Customers tend to pay attention and perceive what they feel and experience from a service. So, service 
providers need to capture and manage customers' taste and experience through a certain measuring instrument in 
order to prove how quality the service is provided. 4) Provide knowledge to consumers about the services 
provided. Service providers are able to convey the necessary information from the services provided to 
customers by means of appropriate communication and information media. 5) Develop a culture of quality. 
Quality culture should be a value in the organization and be a sustainable reference of the service provider. 6) 
Creating automating quality. Automation has the potential to solve the problem of service quality variability 
caused by the lack of human resources owned by the organization. Before automating, service providers are 
required to review what aspects require hand touch (high touch) and elements that require automation (high tech). 
7) Follow up on the service. Follow-up of services provided is necessary to further improve the unsatisfactory 
aspects of the service and maintain or improve aspects of the service that are already good. the way that is done 
by figuring out the level of satisfaction and perception of customers to the quality of services they receive. 8) 
Develop quality information system service. The development of service information systems encourages the 
systematic integration of the entire service process to continuously improve and also improve the quality of 
services. An important aspect of this system is its base on digging and understanding what customers want from 
their experience getting the service. So that the service provider is able to continue to meet customer 
expectations optimally.  

Measuring customer satisfaction with the services provided by the government becomes an activity 
conducted the most in several countries. This is done to ensure that the services provided by the government are 
not solely to achieve the administrative objectives of the organization, but rather to the fulfillment of the needs 
and preferences of citizens (Howard; 2010:66). 

According to Denhardt & Denhardt, the New Public Service approach is more simply based on four 
concepts that are the ideas of the New Public Service, the four concepts in question are (1) democratic 
citizenship theory, (2) community and civil society models, (3) new humanism and public administration 
organizations, and (4) postmodern public administration. This concept then gives a different view in formulating 
the New Public Service approach (Wicaksono, 2018:26). 

The Government of Indonesia itself since 2004 already has regulations related to measuring public 
satisfaction with services provided by government agencies. Until now there have been three changes related to 
the measurement of community satisfaction. The change was made in line with technological advances and 
increasing public demands on the quality of services. 

The latest regulation governing the measurement of public satisfaction is Permenpan-RB No. 14, 2017. 
There are nine minimum elements that form the basis of the measurement of the public satisfaction index in this 
regulation. These elements are considered relevant, valid and reliable to be used as variables to know the 
performance of the service unit. These service elements include service procedures, service requirements, service 
speed, service suitability, service officer capabilities, courtesy and friendliness of officers, fairness of service 
costs, service facilities and infrastructure, and handling of public complaints. 

According to Tjiptono, if associated with the phenomenon of customer satisfaction from the perspective of 
psychology, there is a view called Contrast Theory introduced by Muzafer Sherif, Daniel Taub, and Carl I. 
Hovland which presents the view of the consumer evaluation process after the use of a product or service that 
causes prediction results contrary to performance to customer satisfaction. This phenomenon magnifies between 
expectations and product/service performance. That is, if the performance exceeds expectations, then the 
consumer will feel very satisfied and vice versa if the product performance is below expectations, then the 
consumer is very dissatisfied (Yulia, 2018:519). 

To get the community response to the quality of services provided, the method used in measuring 
community satisfaction in accordance to Permenpan-RB No. 14, 2017 is a survey. By using the survey method 
directly to service users, it will be obtained an aggregated index that represents overall community satisfaction 
and the results can be more accounted for methodologically (Howard; 2010:66). 

As for the health sector, Kalaja, Myshketa & Scalera (2016:558) concluded that customer satisfaction 
conditions can be measured through two types of service quality, namely technical and functional quality. 
However, from their explanation it can be known that functional quality measurements are more likely to be 
performed than technical quality measurements. Functional quality describes customer satisfaction with the 
health services provided to patients, while technical quality is performed to measure the accuracy of medical 
diagnoses and actions given to patients. Therefore, measuring customer satisfaction by looking at technical 
qualities is considered more difficult to do because the lack of patient knowledge regarding the accuracy of 
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medical diagnoses and actions. 
With various views of experts on the importance of innovation in services to continuously improve the 

degree of customer satisfaction is then began to think about how to make services, especially in the realm of 
public services in the field of health can meet the wishes of the public users of health services. Reorganization of 
the concept of public services is currently the main theme in the discussion of improving bureaucratic 
performance. The rapidly growing flow of information is causing people to assess the public services they 
critically receive. To be able to achieve the level of customer satisfaction through the services provided, it is 
necessary to make new breakthroughs in public services in the form of innovations (Hilda, 2009). 

Given the high public demands and the need to realize the best quality of public services, the concept of 
rapid innovation cycle, used in the study of McCoy, Chagpar, & Tasic (2012), can be used to produce 
innovations amid limited resources and time. The rapid innovation cycle consists of four stages, that are 
opportunity recognition, solution selection, market experimentation, and experimental results.    
 
3. Method 

3.1 Research method 

This research is explorative research. The survey that has been done used a quantitative approach method with 
Likert Scale measurement. On the Likert scale, respondents were asked to determine their agreement level on a 
statement by choosing one of the available answer choices. The answer choices were divided into 4 categories 
i.e., from 1 = poor to 4 = excellent. 

The execution of this Customer Satisfaction Survey (CSS) was held in two stages. The first stage was held 
on May – June 2019 to examine public satisfaction in the beginning and also the reference to design innovation 
programs as a follow-up the public service improvement. The mapping of these innovations is produced through 
the rapid innovation cycle concept approach. Hereafter, the second stage was held on October – November 2019 
to measure public satisfaction after short-term public service innovations were implemented. The purpose of this 
short-term innovation program implementation was to deliver quick wins to the public and to raise confidence in 
the public service providers. 

The scope of CSS includes entity written on Ministerial Regulation of the Empowerment of State Apparatus 
and Bureaucratic Reform Number 14, 2017 (Permenpan-RB No. 14/2017) concerning the Guidelines for 
Customer Satisfaction Survey for Public Service Providers that involves 9 elements of service value, namely, 
Requirements; System, Mechanism, and Procedure; Service Completion Time; Budget; Product Specification 
Type; Officer Competence; Officer Behaviour; Complaints Handling, Suggestions, and Feedback; and Facilities 
and Infrastructure 
                       
3.2 Determining the number of respondents  

The research was conducted at Puskesmas that has a large coverage of services to the public in Bontang City. 
Those are Puskesmas Bontang Selatan 1 (BS 1), Puskesmas Bontang Selatan 2 (BS 2), Puskesmas Bontang 
Utara 1 (BU 1), and Puskesmas Bontang Utara 2 (BU 2). The number of samples is determined proportionally by 
using the formula from Krejcie and Morgan. The total sample target is 1,449, with details of BS 1 (364), BS 2 
(340), BU 1 (372), and BU 2 (373). 1,449 are the sample targets both on phase 1 (May – June) and phase 2 
(October – November). The respondents who filled out the questionaire were those who had managed or 
received public services (Table 1). 
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Table 1. Mapping respondent profile 
Description BS1 BS2 BU1 BU2 

Gender: 
- Male 
- Female 

 
104 (29%) 
260 (71%) 

 
91 (27%) 

249 (73%) 

 
91 (24%) 

281 (76%) 

 
151 (40%) 
222 (60%) 

Last education: 
- Primary school 
- Middle school 
- High school 
- Bachelor 
- Master/ Doctor 

 
28% 
16% 
45% 
11% 
0% 

 
22% 
13% 
58% 
8% 
0% 

 
25% 
17% 
49% 
8% 
0% 

 
26% 
18% 
48% 
7% 
0% 

Profession: 
- Civil servants 
- Private employee / self-

employed 
- Student 
- others  

 
1% 

32% 
2% 

66% 

 
3% 

33% 
4% 

60% 

 
1% 

31% 
2% 

65% 

 
0% 

58% 
2% 

39% 

Age: 
- < 30 
- 30-40 
- 41-50 
- >50 

 
26% 
25% 
24% 
26% 

 
31% 
29% 
24% 
17% 

 
25% 
28% 
26% 
21% 

 
27% 
26% 
25% 
21% 

                      
3.3 Data processing  

Each element of survey question (9 elements of service) was given a value. Each of the elements of service has 
equal weight. Due to the 9 elements of service, so the value of the weight is 0.11. To obtain the value of CSS for 
the service unit, the weighted average value approach is used. The formula is dividing the total of perception 
value each element with total elements filled then multiply by weighting value (0.11). 

To simplify the interpretation of CSS, the assessment result was converted with the basic value 25 (CSS 
value multiplied by 25). The result of the converted CSS was compared with the Interval Value Table to obtain 
the assessment result of the service quality and the performance, as shown in table 2. 

The high target of quality and performance from CSS value (Table 2) will encourage the public service unit 
motivation to provide excellent services (effective, efficient, fast, safe, fair, and comfortable) and suits the needs 
of the customers. On the other hand, the high target of CSS value will encourage changes in bureaucratic style in 
serving the public to be more customer-satisfaction oriented. 

Table 2. The interval value, conversion interval value, service quality, and service unit performance 
Interval Value Conversion Interval Value Service Quality Service Unit Performance 
1.00 – 2.5996 25.00 – 64.99 D Poor 
2.60 – 3.064 65.00 – 76.60 C Low 

3.0644 – 3.532 76.61 – 88.30 B Good 
3.5324 – 4.00 88.31 – 100.00 A Very Good 

Source: Permenpan-RB No. 14/ 2017 
 
4. Results 

The customer satisfaction level is a success indicator of public service. The greater the benefit that the public 
feels, the better the quality of the services provided. Otherwise, the low satisfaction indicates that public services 
being poor. The high or low public satisfaction of public service providers can be discovered by monitoring the 
customers' opinion or complaint. The evaluation and monitoring of public service quality must be transparent 
and accountable by each government public service unit since the quality of public service performance has 
broad implications in achieving public trust. 

The target sample of respondents in this study can be met by distributing the demographic details in table 3. 
In general, the respondents are dominated by women. In terms of education, the latter is dominated by high 
school education, and occupations are dominated by private employees/self-employed. Meanwhile, the age 
distribution of the respondents is quite even. 

There are 9 types of services within Puskesmas that were being surveyed, those are Registration, General 
Polyclinic, Dental Polyclinic, Maternal & Child Polyclinic, Immunization Polyclinic, TB Polyclinic, Nutrition 
Clinic, Pharmacy, and Laboratory. From the results of accumulated opinions result of 1,449 respondents, CSS 
achievements were obtained in Table 3. 
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Table 3. The results of CSS phase I and II 

No. Public Health Center (Puskesmas) 
CSS 2019 
(Phase 1) 

Quality 
CSS 2019 
(Phase 2) 

Quality 

1 Bontang Utara I (BU 1) 78.51 B 97.30 A 
2 Bontang Selatan I (BS 1) 82.20 B 95.93 A 
3 Bontang Selatan II (BS 2) 79.43 B 93.74 A 
4 Bontang Utara II (BU 2) 79.31 B 89.68 A 

Average 79.86 B 94.16 A 
According to the CSS general result of Phase 1 and Phase 2 in Table 3 was found that there is an increasing 

CSS value from 79.86 with category Good Service (B) to 94.16 with category Excellent (A). All Puskesmas 
experienced increasing CSS results with the highest achievement on Puskesmas BU 1, which was the lowest 
CSS value compared to the other Puskesmas. 

This result shows that generally, the implemented innovation to improve the public service quality to a 
Puskesmas in Bontang City Government is successful and capable to raise the community satisfaction on the 
provided service. The increasing of CSS average value also indicates that innovation management as a follow-up 
from the public complaint on Phase 1 was improved optimally on CSS Phase 2. 

However, the Bontang Government still needs to develop and upgrading the innovation continually in 
improving the quality of public service so that society satisfaction will increase. The improvement priority starts 
from optimizing the service speed even though it is in the Good category but it becomes the element with the 
lowest value compared to the others. 

In a condition where there is a decreasing CSS value, it can be caused by several things, some of them are 
the innovation implementation does not go optimally as the follow-up of public complaint on the previous stage, 
which might be caused by a limited budget, human resource, and facility and infrastructure. Moreover, it can be 
caused by the decreasing of public service quality given to the community so there is a less optimal perception. 
Besides, it can be assumed that the public demand for better service increases. This condition needs serious 
attention to improve public service. 

On the CSS Phase I, the public service condition on average had good perception. However, if it was 
analysed based on service elements of CSS, it was discovered that the public service was not in good condition 
(Table 4). It was also discovered that the most complained by the public about the service element of CSS was 
the speed service which was identified in all health centers, also the quality of facility and infrastructure got 
complained in 3 Puskesmas. The other elements that had good perception were complaints handling and the fees 
adjustment. BU2 became the Puskesmas with the most service element that needed improvement. The service 
user certainly hoped that all 7 service elements that still had complaints had improved immediately from the 
service provider. 

From a deep analysis of the questionnaire on 1,449 respondents on 7 elements of service that is considered 
bad, it can be identified that the complaints from the respondents are relevant to the given service. First, it is 
related to the speedy service, the service users still complain about the long queue, the staff are not nimble 
enough, the doctor or staff arrival is not on schedule or late. Second, it is related to the quality of the facility and 
infrastructure, the service users complain about the small waiting room and limited chairs, limited air 
conditioners, the unclear sound from the loudspeaker, small parking lot, and also there is no supporting facility 
such as books. 

Table 4. Value of service elements from CSS phase I 
No.  Service Elements BS 1 BS 2 BU 1 BU 2 

U1 Conformity Requirements 3.11 3.17 3.01 3.05 
U2 Service Procedure 3.15 3.07 3.04 3.03 
U3 Speed of Service 2.81 2.85 2.99 3.02 
U4 Suitability/Fairness Cost 3.95 3.96 3.40 3.34 
U5 Service Suitability 3.19 3.01 3.13 3.04 
U6 Officer Competency 3.25 3.20 3.22 3.03 
U7 The behavior of Service Officers 3.18 3.01 3.17 3.06 
U8 The handling of complaints 3.80 3.29 3.27 3.99 
U9 Quality of Facilities and Infrastructure 3.18 3.06 3.06 3.03 

Average Value of Service Elements 3.29 3.18 3.14 3.18 
Third, it is related to the service suitability, the service users complain about the information related to the 

suitability of the product they receive. Fourth, it is related to the requirements suitability, the service users 
complain about the lack of information about the requirements of the service. Fifth, it is related to staffs’ 
behaviour, the users complain about the inpatient staff in serving patients and also the difficulty to talk to the 
staff. Sixth, it is related to the service procedures, the service users complain about there are no clear procedures 
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so they have to go back and forth. Seventh, it is related to staff competence, the service users assess that some 
staff are still slow in giving service. 

From all of the complaints, it is necessary to make improvements through short-term innovation ideas 
preparation on public service that the Puskesmas have to do. The innovation ideas contain innovative 
program/activity, implementation time target, the responsible person of the program/the activity. This is 
necessary to monitor and evaluate the program/activity development of the public service improvement 
optimally. There is a chosen innovation idea (Table 5) which has been calculated carefully at the Puskesmas 
level especially on the ease of the actualization so it does not require a large cost and resources. 

Table 5. Short-term innovations as a follow-up to improving public services 
No. Service Elements Public Service Innovations 
1. Speed of Service Using SMS/ WhatsApp for registration. The procedure for registration is informed 

on social media, YouTube, Facebook and TV at the Health Center Promotion 
Display service standards in each service unit with an eye-catching display and 
officers explain related service standards on the side-lines of service 
Improvements of Standard Operational Procedure (SOP) to speed up the service 
process 
Signing commitments by service officers to implement SOP and service standard 

2. Quality of 
Facilities and 
Infrastructure 

The arrangement of service waiting rooms, including painting/installation of 
wallpaper, provision of reading corners, and nursing rooms, the addition of waiting 
chairs and air conditioners, sound system improvements, and dismantling of some 
room dividers to expand service rooms 
Parking arrangement, separation of 2 wheels and 4 wheels and installation of CCTV 

3. Service 
Suitability, 
Suitability 
Requirements & 
Procedures 

Provide officers with special clothing that can give a full explanation of the product, 
requirements and service procedures for service users 
To conduct socialization and publication service standards in public spaces with an 
eye-catching display 
To optimize social media, YouTube, Facebook, and TV Promoting Health Center for 
socialization and publication of Service Standards 

4. The behavior of 
Service Officers 

Excellent service training 
Strengthening employee integrity in the form of leadership motivation and routine 
evaluation through a coffee morning 
Selection of the best service personnel 

5. Officer 
Competency 

To Increase staff competency through the process of sharing knowledge among 
officers 
To carry out staff capacity building training such as excellent service and training in 
competency gaps 
Provide assistance (mentoring and coaching) for new officers to better understand 
their duties 

To produce the innovation tabulation in table 5, adaptation of the rapid innovation cycle concept was 
carried out into four stages. The first stage is known as the opportunity recognition phase, where at this stage an 
effort is made to map the problems that arise in each dimension of public services, then brainstorm innovative 
ideas by seeing problems as opportunities. The next stage is solution selection, which is choosing the innovation 
that will be realized by looking at the time and available resources. the third stage is market experimentation, or 
the application of selected innovations in each dimension of public service for approximately four months. Then 
the last stage is experimental results, to see the impact of the innovations carried out, and the easiest measure or 
approach to determine the success of these innovations is to re-measure public satisfaction with all dimensions of 
public services previously received. 

Several other quantitative studies have also found that service innovation has a positive effect on service 
user satisfaction (Mahmoud, Hinson, & Anim., 2018; Daragahi, 2017; Utami & Wartini, 2015; Saddique, Hayat, 
& Abbas., 2013; Nemati, Khan, & Iftikhar., 2010). 

Some breakthrough is closely related to the availability of the service standards that become references to 
the service provider in giving service to the public. The service standard component that must be known by the 
public at least is the service delivery component that consists of six elements, which are requirement, procedure, 
a period of time, cost, product, and complaint handling management. This service standard becomes an 
innovation target from some service elements which require improvement. 

The public service improvement innovation is then followed up by the action of change by all Puskesmas. 
Innovation in Table 5 is the early innovation which is short-term and relatively does not require a lot of resources 
so that the impact and the achievement will be seen immediately and measured. Nonetheless, the other 
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innovation which is the medium term and long term are still identified as a plan and public service improvement 
program at the Puskesmas level for the future. 

After the implementation of the innovation less in 4 months, the next step is surveying the customer 
satisfaction phase 2. The analysis result on 9 elements of service forming CSS phase 2 has been done that is 
shown in Table 6. The result is all of the service elements are in a Good category and Excellent category. The 
perception of the service users evenly gave positive feedback and showed that the Service Unit's effort is optimal 
enough to encourage increased community satisfaction. The complaints from the service users were also not 
found since the short-term innovation effort was implemented. It is different from the condition in CSS Phase I 
can be seen in Table 4. 

Table 6. Value of service elements of CSS phase 2 
No. Service Elements BS 1 BS 2 BU 1 BU 2 

U1 Conformity Requirements 3.78 3.77 3.85 3.63 
U2 Service Procedure 3.80 3.75 3.87 3.58 
U3 Speed of Service 3.66 3.50 3.74 3.11 
U4 Suitability/ Fairness Cost 3.99 4.00 3.99 3.84 
U5 Service Suitability 3.85 3.57 3.88 3.63 
U6 Officer Competency 3.88 3.87 3.95 3.60 
U7 The behavior of Service Officers 3.83 3.64 3.91 3.63 
U8 The handling of complaints 3.99 3.99 3.99 3.84 
U9 Quality of Facilities and Infrastructure 3.80 3.68 3.88 3.46 

Average Value of Service Elements 3.84 3.75 3.90 3.59 
 
5. Discussions 

This research purpose is to measure the quality of Puskesmas in Bontang City through CSS that was held in 2 
stages and used the complaints from the service users as the basis to do some innovations and improvements in 
service quality. The chosen innovation was the quickly realized one, gave a direct impact on service users, also 
solved the problems that were complained about by the community. The result showed increasing public 
satisfaction. The implemented innovation increased the public trust in the government and also increased the 
service providers' confidence. This achievement still needs encouragement and development. 

Innovation is the key to give a significant difference in a routine condition encountered. Innovation source 
can be from a problem faced by the organization, and the biggest problem source was found from the users' 
complaints and feedback. As stated by Ueki & Martinez (2019) that a problem can be considered a source of 
knowledge to innovate. Furthermore, all the complaints and feedback relevance needed to be inventoried with 
the given service. The related feedback can be classified based on the existing service element and then all the 
service management discussed the innovation ideas. The innovation ideas then needed to be compared to the 
availability of the existing source so that there will be a priority list about the innovation that soon will be 
implemented. 

Therefore, public service providers need to manage the problems raised by the public as part of improving 
service quality and public satisfaction. The ability to identify problems and solve problems with innovation will 
be an important combination in managing perfect service for public satisfaction. If it can be implemented 
optimally, every public service will provide a new experience for its users. 

In the public service context, the service users tend to wanting a quick result or wanting to see the change 
immediately, so that choosing an innovation context that can be actualized in short term will fulfill public 
satisfaction immediately. The public can immediately feel there is a change and gain a different experience when 
dealing with public service and hopefully can spread to all service users so the positive image will be formed on 
the given service. In the middle of the technology advances, information about the success of public service can 
easily spread by using digital technology such as social media. 

Furthermore, in order to implement the innovation effectively and continuously, Bontang City Government 
needs to be committed to supporting the innovation effort in public service improvement through strengthening 
policies needed starts from regulation policy, budgeting, human resources, information, and technology system, 
up to the supporting facilities and infrastructure of the public service. Giving an appreciation to the public 
service provider can be implemented to encourage the quality of public service improvement and innovation. 
This is in accordance with a study conducted by Rajapathirana & Hui (2018) which states that innovative 
abilities apart from depending on employee creativity, are also closely related to the organizational culture that 
supports innovation. 
 
6. Conclusion 

This research was qualitatively analyzing the community satisfaction level in four public health centers 
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(Puskesmas) in Bontang City. The method used was two stages of the survey on 1.449 respondents in 2019 and 
used the service users' complaints as the basis to implement innovation to improve the public service. Customer 
satisfaction before and after the innovation showed a significant enhancement. The innovation was short-term 
obtained from the effort to respond to complaints and feedback from the public on the service condition given by 
Puskesmas. The most complained elements by the public are the service speed and the quality of facility and 
infrastructure. The increasing customer satisfaction on the public service element became indicators to enhance 
the quality of the public service.  

Based on the results of these studies, theoretical and practical implications can be stated. The theoretical 
implication provides the view that problems that arise and are disclosed transparently by the public in public 
services can be used as the basis for generating ideas or ideas for implementing public service innovations. The 
involvement of service users and all public service implementing officers to share ideas and innovative ideas will 
facilitate strengthening the quality of services provided to increase service user satisfaction. Thus, innovation 
becomes an important activity that will affect service user satisfaction. 

The practical implications of the results of this study are useful for the agency of the public service to foster 
innovation by using the feedback and complaints from the service users. The perception that says that innovating 
is quite difficult to do in the public sector can be overcome by methods and processes as in this study. Innovation 
needs to be promoted as a culture, and a leader's commitment is needed to create a climate of innovation that 
supports it. 

The limitations of this research, which then can be used as the basis for further research, are: first, the time 
was too short between the survey and the innovation implementation which were planned. Second, the 
innovation result did not pass the trial process and was immediately executed. The next execution, simulation, or 
trial needs to be done first by involving the community representation to get feedback to strengthen the 
innovation. Third, it needs to calculate the innovation that can be implemented not only for the short-term but 
also for the medium term and long term in the form of a road map of innovation to increase public service 
quality. 
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