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Abstract

Leadership Strategy to Improve Service Quality at the Secretariat of the Regional House of Representatives of Asmat
Regency. Thesis. Yogyakarta: Faculty of Education and Psychology, Yogyakarta State University, 2024.

Research on Leadership Strategy to Improve Service Quality at the Secretariat of the Regional House of Representatives of
Asmat Regency aims to find out: 1). To describe how the quality of service at the Secretariat of the Regional House of
Representatives of Asmat Regency. 2). To identify what strategies the leadership applies in improving services at the
Secretariat of the Regional People's Representative Council of Asmat Regency. 3). To find out the inhibiting factors for
implementing strategies in improving services at the Secretariat of the Regional People's Representative Council of Asmat
Regency. This research uses descriptive methods through a qualitative approach. The research location was DPRD Asmat
Regency. The subjects of this research were employees in the Asmat Regency DPRD secretariat, leadership elements in the
Asmat Regency DPRD secretariat. Data collection techniques use interviews, observation and documentation. Data analysis
techniques using data collection, data reduction, data display and conclusion drawing. The research results show that: (1) The
quality of service at the Asmat Regency DPRD secretariat shows good results. In general, employees provide transparent
services by providing the information needed without being covered up. (2) The strategies used by leaders in improving
services at the Asmat Regency DPRD secretariat include: a) guidance; b) clarity of instructions; c) openness; d) formulating
goals, e) firm, humanist and fair; f) communication; g) subordinate involvement; h) rewards and punishments; and i) trust in
employees. (3) Factors inhibiting the implementation of strategies in improving services at the Asmat Regency DPRD
secretariat include: a) lack of responsiveness of employees in understanding instructions conveyed by the leadership; b) lack of
available infrastructure; c) there are still employees who are not proficient in operating computers.

Keywords: Leadership strategy, service quality, secretariat of the regional house of representatives

Introduction Based on initial observations, the service performance of the
Leadership is an interrelationship between a person's Asmat Regency DPRD Secretariat has not been optimal due
personality and his or her capacity to influence and inspire to the lack of understanding of members about laws and
individuals or groups toward a particular goal or objectives. regulations, the limited capacity of professional human
Terry (2021, p. 31) 9 defines leadership as the actions resources who understand their duties and functions, the
taken to exert influence on others in motivating them to unavailability of regulation books as a form of service in
collaborate toward the achievement of common goals. order to support the smooth running of the duties of DPRD
Leadership strategy refers to a systematic approach used by members, the wunoptimal utilization of information
a leader to influence and guide subordinates or human technology facilities in assisting the performance of DPRD
resources towards organizational goals. This is done with Secretariat services to the information needs of DPRD
the aim of achieving these goals more effectively and members, the implementation of service systems and
efficiently. Human resources refer to individuals in a procedures that are not optimal.

company who are involved in various activities. Human Annas et al. (2019, p. 78) in their research showed that to
resources are unique because they have emotions, improve service performance, it is necessary to optimize
aspirations, skills, knowledge, motivation, influence, and organizational functions and increase the availability of
productivity (efficiency, preferences, and goals). Each of  facilities to support the knowledge and performance of
these human resource capabilities has an impact on the members of an institution. In his findings, Sutanti (2016, p.

organization's efforts to achieve its goals. An organization is
a collection of individuals in a structured environment
where managerial tasks are performed and common goals
are achieved.

Human resource management in an institution includes three

67) 28 outlines a strategy to improve the services of the
DPRD secretariat by: placing employees according to their
abilities or skills so that they are able to do work in
accordance with the job description and main functions;

main components: leadership, staff and systems. The Seeking to increase human resources tailored to employee
integration of these three factors is expected to create a  Needs to be more useful and able to support their activities,
conducive work environment so that both employees and and optimally utilizing the available budget and planning
leaders can carry out their duties optimally. This will ensure future budget needs to overcome the lack of office facilities
the successful achievement of service quality targets and the and infrastructure supporting service activities.

performance of the resources of the Asmat Regency Details of the availability of Human Resources at the
Regional People’s Representative Council Secretariat. Secretariat of the Regional House of Representatives of
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Asmat Regency based on the latest education can be
detailed as follows:

Table 1: Data on State Civil Apparatus based on Last Education at
the Secretariat of the Regional Representative Council of Asmat

Regency
No Last Education Position Sum
1 Magister Head of Segtipr_l 1 person
' Head of Subdivision | 1 person
Regional House of
Representatives 1 person
Secretary
2. Undergraduate Head of Section 1 person
Head of Subdivision | 3 people
Executive 9 people
3. Diploma-3 Executive 1 person
4. | Senior High School Executive 12 people
5. | Junior Hight School Executive 2 people
Sum 31 people

Source: Asmat Regency DPRD Secretariat, 2023

Data on the State Civil Apparatus based on the latest
education at the Secretariat of the Regional Representative
Council of Asmat Regency is then elaborated through
Education and Training (Diklat). This is done in an effort to
support the implementation of the main tasks at the
Secretariat of the Regional Representative Council of Asmat
Regency.

Table 2: Data on State Civil Apparatus based on Leadership
Education and Training (Diklat) at the Secretariat of the Regional
Representative Council of Asmat Regency

. Echelon Last Training that
No Position . has been
/ Rank | Education
attended
Regional House
1. |Of Representatives| Il.b |Undergraduate| PIM Il
Secretary
Head of General .
2. Section Il.a Magister PIM IV
Head of Local
3. |Government Policy| Ill.a |Undergraduate PIM 111 dan
- . v
Analysis Section
Head of Section PIM 111 dan
4. Trial Ill.a |Undergraduate v
5. Executive Undergraduate| PIM IV
6. Executive Undergraduate| PIM IV

Research on leadership strategy is very important to
overcome the problems faced during its implementation. For
this reason, researchers are interested in taking the title
“Leadership Strategy to Improve Service Quality at the
Secretariat of the Regional House of Representatives of
Asmat Regency”.

Type of research

This research uses a qualitative approach with
phemomenology. Qualitative research is conducted because
researchers want to explore phenomena that cannot be
quantified which are descriptive in nature. Thus, qualitative
research is not only an effort to describe data but the
description is the result of valid data collection or through
in-depth interviews, observation and documentation. Data
collection tools or instruments used directly in the field
(Moleong, 2017) 142,
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Research sites

Location or place: This research was conducted at the
Asmat Regency Regional House of Representatives
Secretariat office.

Research time

The implementation of the research was carried out in
coordination with the Human Resources Section at the
Secretariat of the Regional House of Representatives of
Asmat Regency. The time allocated for this research was
from February to March 2024.

Data sources

Quialitative research relies on data sources such as
documentation, observation, and interviews with actors who
are deliberately chosen to help researchers understand the
problem (Sugiyono: 2020) 21 the types of data that will be
obtained from data sources are 2, namely primary data and
secondary data.

Data collection instrument techniques

Data collection methods involve techniques used by
researchers to collect various information, data, and facts
supporting research. In most cases, data collection methods
are determined by the specific problem being investigated
and the research methodology chosen.

For accurate data collection in interview research,
observations, and documentation studies, it is important to
use appropriate data collection methods and adhere to
research standards. In collecting data at the Secretariat of
the Regional House of Representatives of Asmat Regency

Data analysis

The data analysis technique used is interactive data analysis
technique (Sugiyono, 2014: 91) 21 suggests that activities in
qualitative data analysis are carried out interactively and
take place continuously until completion, so that the data is
saturated. The meaning of saturated data is that the data
analyzed is accurate, there is no doubt about the truth. Data
analysis is carried out during data collection and after data
collection is completed within a predetermined time.
Activities in data analysis are: 1) Data collection, 2) Data
reduction, 3) Data reduction, 4) Conclusion Drawing.

Data Analysis Results

Leadership strategy data needs to be carried out starting
from the Secretariat of the Regional House of
Representatives of Asmat Regency. To improve the quality
of the current data, the data obtained by researchers is as
follows:

a. How is Quality of Service at the Secretariat of the
Regional House of Representatives of Asmat
Regency?

Quality of Service at the Secretariat of the Regional

House of Representatives of Asmat Regency

The results showed that the services carried out by

employees generally showed good results, although in some

cases there was employee performance that was not optimal

in carrying out tasks. This was expressed by KSB 1I:

“The performance of employees is generally high and

satisfactory. There are some employees whose work

commitment is low, their work is not satisfactory.”
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The totality of services performed by employees can be seen
from the neat and excellent appearance when providing
services. Employees can also provide explanations that are
easily understood by others so that the service process can
run effectively. This was expressed by KB 1I:

“The appearance of employees when carrying out work is
quite excellent in carrying out services. The work
performance of satisfactory employees such as at the time of
service provides a brief and concise explanation but can be
understood by others. While those that are not satisfactory
when needed or needed are not in place or permission to
leave the office does not provide information to the
leadership or colleagues.”

In general, employees provide transparent services by
providing the information needed without being covered up.
Employees also explain in detail about the estimated
completion of documents needed by the community so that
there is clarity that can be used as a reference. This was
expressed by KB I:

“employees in providing services to the community are very
open by providing information, especially regarding the
documents needed and the completion time. The only
obstacle is if there are additional documents requested and
those related to signatures (Interview/KB I).”

b. What is the Leadership Strategies in Improving
Services at the Secretariat of the Regional House of
Representatives of Asmat Regency?

Leadership Strategies in Improving Services at the

Secretariat of the Regional House of Representatives of

Asmat Regency

The results showed that there were several strategies

implemented by leaders in improving services at the Asmat

Regency DPRD secretariat. Leaders take part in providing

guidance in improving services carried out by employees.

Leadership involvement can be seen by providing an

overview or example related to the tasks that must be

carried out by employees. Each task and function of each
employee is explained in detail so that it can be understood
and applied properly. This was expressed by KSB Il and

KB I

“Direct superior officials always provide an overview or

examples of the explanation of the division of tasks and

functions of each employee, both Echelon 1V officials and
implementers in detail, the aim is that we easily carry out
and complete these tasks and functions (Interview / KSB

11)”

“I myself as a leader who serves Echelon III try to explain

in detail as possible about work problems to employees

(implementers) in an interesting and sympathetic manner

with the aim of always creating harmonization in

completing work between leaders and employees.”

Every task or responsibility that must be carried out by

employees is conveyed by the leadership in the form of

instructions or orders conveyed directly in the form of oral
or indirect or written dispositions. Employees can ask for
clarity if the delivery is not understood. This was expressed

by KSB III:

“Instructions or orders given from the leadership are clear in

the form of direct orders (verbally) or indirectly (in writing

in the form of dispositions). If the instructions or orders are
unclear or not understood by subordinates, an opportunity is
given to ask or communicate again with the leadership.”
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Leaders provide a sense of security and comfort for
employees by providing privacy in conveying their
thoughts. This was expressed by KSB I1I:

“Yes. Leaders always provide opportunities or facilities for
employees or subordinates to convey feelings and attention
from the leadership. Where every employee communicates
directly with the leader in the leader's office (Interview/KSB
IIL.”

Various ways are done by leaders to improve employee
performance, one of which is giving awards to employees
who have good performance. The award given is in the form
of a periodic salary increase. However, employees who are
negligent and undisciplined in carrying out their duties
receive sanctions in the form of salary cuts, so that there is
no competition between employees but rather focus on
efforts to improve themselves.

to improve their own quality. This was expressed by KB I:
“Leaders use rewards for employees who have high
performance and work achievements, for example giving
Periodic Salary Increases (KGB) while sanctions are given
to employees who are not disciplined at work, for example
cutting additional income based on attendance. This
indirectly creates healthy competition between employees.”
Efforts to give awards made by the leadership were
welcomed by employees. Employees realize that the awards
received are in line with the performance carried out so that
it indirectly encourages employees to continue to make
improvements for better performance. This was expressed
by PS VI:

“Most employees have understood that good work needs to
be rewarded. It is given variously by the leaders. For low-
class employees, the award is an economic gift, while for
high-class employees it is given the meaning of self-
actualization.”

In addition to receiving awards, employees who have good
performance receive full trust by the leadership. Employees
are given the authority to determine steps in carrying out
work. The trust given by the leadership makes it easier for
employees to carry out their duties, because they are given
the space to determine the steps chosen. This was expressed
by Ps IV:

“The leadership is very trusting of employees who have
proven to work with high quality. Trust is given in the form
of giving authority to determine steps in carrying out work.”

c. What are the Inhibiting Factors in the
Implementation of Strategies to Improve the Quality
of Service of Employees of the Secretariat of the
Regional House of Representatives of Asmat
Regency?

Inhibiting Factors in the Implementation of Strategies to

Improve the Quality of Service of Employees of the

Secretariat of the Regional House of Representatives of

Asmat Regency

The results showed that there were several factors inhibiting

the implementation of strategies to improve the quality of

service of employees of the Asmat Regency DPRD
secretariat. Employees are less responsive in understanding
the goals and objectives given by the leadership, so that
some services do not run as expected. This was expressed

by Ps V:

“the lack of responsiveness of employees in translating the

goals and objectives of the leader in providing services so

that it has an impact on the desired results.”
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In addition, the implementation of the strategy also requires
adequate facilities and infrastructure to support the
performance of employees. The provision of facilities and
infrastructure must be in line with an adequate budget to
fulfill the facilities needed. This was expressed by KP I:

“In improving service performance, it needs to be supported
by adequate office equipment and equipment, one of which
is an information technology system. These equipment and
supplies can be available if supported by sufficient budget
resources.”

One of the facilities needed is technology-based equipment.

The lack of availability of technology-based equipment has
an impact on services that are less effective and efficient.
Some work such as the provision of documents is slightly
hampered, so it takes time to complete. This was expressed
by Ps 11l and KB I:

“One of the problems faced by employees in terms of
service because equipment and equipment based on
information technology systems are not fully available so
that services are less effective and efficient.”

“This is directly related to one of the previous questions,
namely the lack of availability of adequate office equipment
and equipment, which affects the quality of service.”

The availability of technology-based facilities must be
supported by the ability to operate them. The results showed
that some employees were not proficient in using office
equipment such as computers. This was expressed by KB I1:
“There needs to be special training for employees
(implementers) so that they can improve skills such as using
office equipment (computers) and communication such as
coordinating with leaders and the community in terms of
services.”

Discussion and Findings

After the researcher collected data from research results
obtained from interviews, observation and documentation,
all the data above is research data regarding the leadership
strategy data in inland at the Secretariat of the Regional
House of Representatives of Asmat Regency. The main
focus of this research is Quality of Service at the Secretariat
of the Regional House of Representatives of Asmat
Regency, Leadership Strategies in Improving Services at the
Secretariat of the Regional House of Representatives of
Asmat Regency, and Obstacles to the Implementation of
Strategies to Improve the Quality of Service of Employees
of the Secretariat of the Regional House of Representatives
of Asmat Regency. The discussion and findings obtained are
as follows:

1. Quality of Service at the Secretariat of the Regional
House of Representatives of Asmat Regency
The results showed that the services carried out by
employees generally showed good results, although in some
cases there was employee performance that was not
maximized in carrying out tasks. The totality of services
carried out by employees can be seen from the neat and
excellent appearance when providing services. In line with
the opinion (Sudirman et al., 2022) [2°] that looking neat is a
form of totality of self in providing good service.
Employees can also provide explanations that are easily
understood by others so that the service process can run
effectively. This is also expressed by (Novia et al., 2021) [4]
that a form of service can be said to be excellent if its
implementation provides convenience to the community,
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does not make it difficult and is easily understood by
anyone. The totality shown by employees is a form of
readiness to serve the community.

In general, employees provide transparent services by
providing the information needed without being covered up.
In line with (Nengsih et al., 2019) 23 that public services

must provide accurate and adequate information.
Transparency is carried out to build public trust in the
government  that  provides relevant information

(Kushartiningsih & Riharjo, 2021) ©l. From the results of
the interviews, it is known that employees try to provide
accurate information so that the public gets the information
and documents needed. In addition, employees also explain
the estimated completion of the documents needed by the
community which can be used as a reference about the
clarity of the documents. This has an impact on public trust
which is still maintained to date in the services provided by
the Asmat Regency DPRD secretariat.

2. Leadership Strategies in Improving Services at the
Secretariat of the Regional House of Representatives
of Asmat Regency

A leader needs personal power that is able to arouse work
enthusiasm and direct subordinates so that subordinates can
provide performance in accordance with predetermined
tasks and functions (Djadjuli, 2017) Bl A leader must be
able to provide guidance to his subordinates so that success
in management can be achieved. In line with the results of
this study, it shows that the involvement of leaders provides
guidance in improving services carried out by employees.
Leaders try to provide an overview or example related to the
tasks that must be carried out by employees. The success of
a leader can be seen from the ability to direct, encourage,
and regulate all elements in the group or organization to
achieve a desired goal (Mauliza, 2020) 1. This is done by
leaders in the Asmat Regency DPRD secretariat by
explaining each task and function of each employee in detail
so that they can be understood and carried out properly.
A leader needs personal power that is able to arouse work
enthusiasm and direct subordinates so that subordinates can
provide performance in accordance with predetermined
tasks and functions (Djadjuli, 2017) Bl A leader must be
able to provide guidance to his subordinates so that success
in management can be achieved. In line with the results of
this study, it shows that the involvement of leaders provides
guidance in improving services carried out by employees.
Leaders try to provide an overview or example related to the
tasks that must be carried out by employees. The success of
a leader can be seen from the ability to direct, encourage,
and regulate all elements in the group or organization to
achieve a desired goal (Mauliza, 2020) [, This is done by
leaders in the Asmat Regency DPRD secretariat by
explaining each task and function of each employee in detail
so that they can be understood and carried out properly.

Leadership communication has a very important role in

influencing the openness of community members

(Takaliuang, 2023). A good leader must be able to build

effective communication with community members so that

members are comfortable talking and sharing their views

(Sari et al., 2022) 19, In line with this research, it shows that

leaders provide opportunities for employees to submit

complaints and input in order to improve service quality.

Leaders provide privacy space for employees to convey

their thoughts by speaking directly to the leadership without
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anyone knowing. An atmosphere of openness is realized
when leaders and employees can interact honestly (Sudibjo
& Ananta, 2021) 4. So it is important for face-to-face
communication to change one's attitude, opinion and
behavior.

The sustainability of an organization rests on how leaders
encourage creative and innovative behavior from their
members (Setyowati & Etikariena, 2019) 2. Leadership
that encourages its members to develop ideas or ideas and
think creatively will create a work environment that strongly
supports creativity and the approach to solving problems
that is fostered in the organization will involve the courage
to take risks (Amelia & Mauluddin, 2023) ™. This effort
was made by the leadership by providing the widest possible
opportunity for employees to find solutions to problems
encountered in the field. Leaders open periodic discussions
every month as an effort to encourage the ability to think
critically to find solutions to problems for each employee.
Especially on urgent matters that require faster handling to
spur employees and leaders to find solutions to problems
faster.

The main function of leadership is to strive to achieve team
goals collectively, not individually (Febrianto, 2021) 1. In a
group, members depend on each other, share common goals,
and are characterized by one person coordinating their joint
activities (Rusdin et al., 2023) 81, This is done by the leader
by inviting employees who understand their duties and
functions well to participate in formulating goals. Thus
employees can cooperate with each other with the
leadership to express ideas for achieving common goals. A
leader has a clear understanding of the clear direction the
team or group should take, and he works together to achieve
that goal.

On the other hand, leaders still apply strict rules to form
employee discipline. The assertiveness of a leader aims to
be more appreciated, respected, respected and trusted by its
members (Goni et al., 2023) ). As a person who has
responsibility for his group members, a leader must be able
to direct his members towards a better direction. Behind the
assertiveness of the leader remains polite to his employees
and maintains intimacy. The attitude of the leader is
included in the humanist leader. Humanist leaders mean
leaders who can maintain good communication and
relationships between leaders and subordinates, accept
criticism and are not authoritarian (Usman, 2022) [?1, The
results also show that leaders do not discriminate against
employees, all positions are considered the same. This is in
line with the concept of a fair leader, namely being able to
apply equality and equal opportunities for all for the
common good (Lathifah et al., 2021) [9 [ eaders
reprimand, correct and appreciate employees according to
the performance results of each employee.

Communication plays a very important role in forming
relationships  between individuals and individuals,
individuals and groups, and between groups. In an
organization, efforts are always made to create harmonious
communication and work relationships between leaders and
members (Oktavia & Hidayat, 2024) I8l In line with the
results of this study, leaders continue to maintain
communication between each other so that they can
coordinate work properly. Maintaining communication
between employees is also intended to avoid gaps between
leaders and  subordinates. Effective  leadership
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communication is very important to achieve the goals that
have been set.

Good relationships between leaders and subordinates are the
core of success in the work environment (Nurjannah et al.,
2023) 91, Subordinates provide a very large role for the
success of work, where in the field service subordinates
meet more directly with the community. Therefore, leaders
in the Asmat Regency DPRD secretariat are well aware that
the role of employees is the main thing in community
service. This encourages leaders to continue to empower
employees to improve work quality. In line with (Wazdy et
al., 2024) B%that leaders who support development, are fair
in treatment, and value the contributions of their
subordinates create a positive work environment.

Employees are not only required to provide good
performance but also given appreciation for the work given.
Appreciation can take the form of rewards as employee
motivation to provide even better performance. Reward is
something we give to someone because he does something,
something that is naturally appreciated as an expression of
our gratitude and attention (Sari et al., 2021) 9. In line with
the findings in this study that leaders give awards to
employees who have good performance. Rewards are given
in the form of periodic salary increases. This also applies to
employees who are negligent and undisciplined in carrying
out their duties to get punishments. Sanctions or
punishments given in the form of salary cuts. Punishments
are a way to direct a behavior to conform to generally
accepted behavior (Purnomo, 2020) 7], These rewards and
punishments encourage employees to give their totality at
work so that there is no competition between employees, but
rather focus on improving their own quality. In addition to
rewards, the trust of superiors and subordinates affects
employee satisfaction at work. When leaders involve in
decision making, employee confidence in work will increase
along with increased employee performance (Fatchurohim,
2022) M. In line with the results of the study, employees
were given the trust to determine the steps in carrying out
the work. This trust encourages employee confidence to
explore more things in work. It is also revealed by
(Setiawan & Ekhsan, 2020) [ that trust owned by
employees can have an impact on employee performance.

3. Inhibiting Factors in the Implementation of
Strategies to Improve the Quality of Service of
Employees of the Secretariat of the Regional House
of Representatives of Asmat Regency

From the results of the study, it is known that there are

several factors inhibiting the implementation of strategies,

including there are still employees who are less responsive
in understanding the goals and objectives given by the
leadership so that the service does not run as expected.

Employee performance is one of the important factors so

that employees can provide performance and achieve

achievements in working for the company (Simanjuntak,

2021) 1 Therefore, the lack of responsiveness of

employees in understanding instructions is an obstacle to the

implementation of strategies to improve service quality.

Office facilities and infrastructure are important and main

components in the running of a job (Aula & Nugraha, 2020)

2. Employees cannot complete work quickly and easily

without the help of adequate facilities and infrastructure.

This is an obstacle encountered in this study, where

facilities and infrastructure are not maximally available. If
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the facilities and infrastructure are fulfilled, it can affect
employee performance, and if the infrastructure is
inadequate, it will have an impact on work delays.
Therefore, it is important to manage and procure better
infrastructure, especially technology-based facilities.

The availability of technology-based facilities is also
supported by the ability to use them. The research findings
show that some employees are not yet proficient in
operating computers available in the office. This must be a
concern for the leadership to be able to provide solutions or
facilities in the form of training to employees. The use of
technology in the world of work greatly affects the quality
and quantity of employee performance in the company
(Iskandar & Nur Dwi Jayanto, 2022) B, The ability to apply
technology is an added value for individuals to compete in
the world of work.

Conclusions and suggestions

Based on focus, and research results, it can be concluded

that:

1. The quality of service at the Asmat Regency DPRD
secretariat shows good results. In general, employees
provide transparent services by providing the
information needed without being covered up.

2. The strategies used by leaders in improving services at
the Asmat Regency DPRD secretariat include: a)
guidance; b) clarity of instructions; c) openness; d)
formulating goals, e) firm, humanist and fair; f)
communication; g) subordinate involvement; h)
rewards and punishments; and i) trust in employees.

3. Factors inhibiting the implementation of strategies in
improving services at the Asmat Regency DPRD
secretariat include: a) Lack of responsiveness of
employees in understanding instructions conveyed by
the leadership, b) Lack of available infrastructure, c)
There are still employees who are not proficient in
operating computers.
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