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Purpose of the study: This study aims to determine the influence of bureaucratic
behavior and facilities-infrastructure on community satisfaction in population
administration services at the Department of Population and Civil Registration of
Ambon City.

Methodology: This study employed a quantitative survey approach involving
community members who had directly accessed population administration
services at the Department of Population and Civil Registration of Ambon City as
the research subjects. Data were collected using structured Likert-scale
questionnaires designed to measure bureaucratic behavior, service facilities—
infrastructure, and community satisfaction, with instrument validity and reliability
tested prior to analysis. The collected data were analyzed using SPSS software
through descriptive statistics and multiple linear regression analysis to examine
the relationships and influence among variables, supported by classical
assumption tests (normality, multicollinearity, heteroskedasticity, and
autocorrelation) to ensure the reliability and robustness of the regression model.

Main Findings: The study concludes that bureaucratic behavior and service
facilities—infrastructure play a crucial role in shaping community satisfaction with
population administration services. These findings imply that public policy should
prioritize not only infrastructural improvements but also bureaucratic
professionalism, transparency, and responsiveness to strengthen public trust. The
study contributes to public administration scholarship by emphasizing social
satisfaction as a key indicator of effective and citizen-oriented public service
delivery.

Novelty/Originality of this study: This study offers a new integrated analysis that
simultaneously examines bureaucratic behavior and facilities-infrastructure in the
context of population administration services in Ambon City. It contributes to
existing knowledge by presenting localized empirical evidence and highlighting
the combined influence of human and structural service components on public
satisfaction.
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1. INTRODUCTION

Population identity is a fundamental right that must be possessed by all citizens. Population identity is a
legal proof that shows a person’s existence within a state [1]. Population identity documents such as the Identity
Card, Family Card, and birth certificate not only contain personal information but also serve as the main
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instruments to guarantee civil, political, and socio-economic rights of citizens [1]. Without an official identity
issued by the state, individuals may be unable to access essential public services such as education, healthcare,
social assistance, and the right to vote in elections. In the context of public administration, population identity
plays a vital role in development planning, budget allocation, and the formulation of policies based on population
data [2]. In other words, the existence and validity of population identity is the primary gateway for citizens to
access their rights and obligations as members of the state [3].

The state has the responsibility to ensure that every citizen possesses a legally recognized population
identity. This guarantee is realized through the population administration system [4]. The Population
Administration System is a series of activities carried out by the government for collecting, recording, reporting,
and managing population data in a systematic, comprehensive, and continuous manner [5]. This system ensures
that all vital events such as births, deaths, marriages, and population movements are recorded legally and accurately
[6]. Through population administration, the government is able to manage population data effectively to support
development planning, public services, and legal protection [7]. Thus, population administration is not merely a
technical system but a fundamental instrument in realizing a lawful and welfare-oriented state that guarantees the
basic rights of all its citizens [8].

Population administration is an essential component of public service [9]. In this context, the state is
obliged to provide such services in a manner that is accessible, efficient, transparent, and accountable, as mandated
by the Law on Public Services [10], [11]. This law emphasizes that every public service provider, including the
Department of Population and Civil Registration, must meet minimum service standards, guarantee certainty in
service time and cost, and provide complaint and evaluation mechanisms [12]. The main legal foundation
governing population administration is the Law on Population Administration, which is further elaborated through
various government regulations outlining procedures, supporting documents, service timelines, and the
responsibilities of public officials [13]. These regulations are crucial to ensure order and uniformity in the
implementation of population administrative services across Indonesia [14].

The Department of Population and Civil Registration plays an important role as a regional government
institution responsible for providing community services related to the recording and issuance of population
documents [15]. Generally, its main tasks include the Population Registration Division, Civil Registration
Division, and the Division of Population Administration Information Management and Data Utilization [16].
Therefore, Dukcapil holds a strategic role in ensuring that every citizen has an official identity recognized by the
state. In practice, Dukcapil is required to provide services that are fast, accurate, transparent, and accessible to the
public as mandated in the Law on Public Services [17].

In Ambon City, the responsibility for population administrative services lies with the Department of
Population and Civil Registration, whose institutional structure is regulated by local government regulations
concerning the formation and arrangement of regional offices [18]. Further regulations specify the main tasks and
functions of each office, including those related to population and civil registration. More specifically, population
administrative services in Ambon are governed by regional regulations detailing the duties and functions within
the fields of population registration, civil registration, and data and information management. These provisions
ensure that all service processes are carried out in an orderly, professional manner and in accordance with national
laws.

In its implementation, population administration does not rely solely on established systems and
regulations but is also influenced by the quality of implementation in the field [19], [20]. Two crucial aspects that
often determine the success of population administrative services are the behavior of bureaucrats as service
providers and the availability of supporting facilities and infrastructure. These two aspects directly affect
community satisfaction as service users [21]. Therefore, in the context of population administrative services,
attention to bureaucratic behavior and the adequacy of facilities and infrastructure is essential for building
responsive, efficient, and community-oriented public services.

Population administration constitutes a fundamental public service through which the state guarantees
citizens’ legal identity and access to civil, political, and socio-economic rights [22]. In practice, however, the
implementation of population administration services often faces serious challenges that undermine these
guarantees. In many local governments, including Ambon City, citizens continue to experience slow service
processes, limited responsiveness from service officers, and inadequate supporting facilities [23]. These problems
indicate a gap between regulatory ideals—such as accessibility, efficiency, transparency, and accountability—and
the actual service conditions encountered by the public. As a result, population administration services frequently
fail to meet community expectations and weaken citizens’ trust in government institutions.

Field conditions in Ambon City demonstrate that the effectiveness of population administration services
is strongly influenced by two interrelated factors: bureaucratic behavior and service facilities—infrastructure.
Complaints from service users commonly highlight unresponsive attitudes, lack of empathy, poor communication,
and inconsistency among frontline officers. At the same time, structural limitations—such as shortages of
electronic card blanks, malfunctioning printing equipment, limited service space, and unstable internet
connectivity—continue to disrupt service delivery. These conditions not only delay administrative processes but
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also create frustration among citizens, reduce service satisfaction, and hinder access to basic legal identity
documents that are essential for social welfare and civic participation.

Previous studies on population administration and public services have largely examined bureaucratic
behavior and service infrastructure as separate determinants of service quality and satisfaction. While existing
research confirms that human factors and physical facilities independently affect public satisfaction, limited
attention has been given to how these dimensions interact to shape social satisfaction and state—citizen relations,
particularly in developing and archipelagic contexts. Moreover, empirical evidence from medium-sized cities in
Eastern Indonesia remains scarce in international public administration literature, which is still dominated by
studies from metropolitan areas or Western and Asian industrialized countries. This gap limits theoretical
generalization and weakens understanding of public service dynamics in socially diverse and administratively
constrained regions.

This study addresses these gaps by proposing an integrated analytical framework that combines human
factors (bureaucratic behavior) and structural factors (service facilities and infrastructure) to explain community
satisfaction as a form of social satisfaction in population administration services. The novelty of this research lies
in demonstrating that community satisfaction does not emerge solely from formal regulations or infrastructure
provision, but from the interaction between frontline bureaucratic conduct and the state’s structural capacity to
deliver services effectively. Empirically, this study contributes original evidence from Ambon City, a medium-
sized archipelagic city in Eastern Indonesia, where population administration services are socially critical due to
geographical fragmentation, historical social vulnerability, and high dependency on official identity documents
for accessing public services. The urgency of this research stems from the need to strengthen public trust, improve
service legitimacy, and support citizen-oriented governance in regions where administrative performance directly
shapes state—society relations and local government credibility. Based on these considerations, this study is
entitled: “Bureaucratic Behavior, Service Infrastructure, and Community Satisfaction in Public Services: Evidence
from Population Administration Services in Ambon City, Indonesia.”

2. RESEARCH METHOD
2.1. Type of Research and Research Design

This study adopts a quantitative explanatory research design aimed at testing the causal relationships
between bureaucratic behavior, facilities—infrastructure, and community satisfaction in population administration
services. Quantitative research is appropriate because the variables examined are measurable, can be
operationalized into indicators, and analyzed statistically to identify patterns and magnitudes of influence [24],
[25]. The explanatory design allows the study not only to describe phenomena but also to explain how and why
variations in independent variables affect the dependent variable. The research was conducted at the Department
of Population and Civil Registration of Ambon City, Indonesia, over a two-month period following the proposal
seminar, covering planning, data collection, data processing, analysis, and reporting stages.

2.2. Population and Sample

The population of this study consists of two groups directly involved in population administration services
at Disdukcapil Ambon City: (1) service users (community members) and (2) service providers (employees). These
groups represent external and internal stakeholders within the public service system, making them essential for
analyzing community satisfaction from both demand and supply perspectives [26]. The sampling technique
differed for each group. Purposive sampling was applied to employees, targeting staff directly involved in
population administration services, resulting in a sample of 20 employees. This technique ensures that respondents
possess relevant knowledge and experience related to bureaucratic behavior and service implementation [27]. For
community respondents, accidental sampling was employed by selecting 50 service users who were present at the
service location and willing to participate. This approach is commonly used in public service research to capture
immediate user experiences and perceptions [28]. The combined sample of employees and citizens strengthens the
analytical validity by reflecting the interaction between bureaucratic practices and public perceptions.

2.3. Data Collection Instruments and Techniques

Data were collected using a structured, closed-ended questionnaire as the primary research instrument.
The questionnaire was developed based on established indicators of bureaucratic behavior, service facilities—
infrastructure, and community satisfaction derived from public administration and service quality literature [29],
[30]. Responses were measured using a five-point Likert scale, ranging from “Strongly Disagree” (1) to “Strongly
Agree” (5), enabling quantitative assessment of perceptions. Three data collection techniques were applied
Questionnaire distribution, conducted both directly and through online forms to ensure accessibility and
respondent convenience;

a. Questionnaire retrieval, ensuring completeness and eligibility of responses

b. Data tabulation, where responses were coded and organized systematically for analysis.
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In addition to questionnaires, supporting qualitative inputs from brief interviews and observations were
used to enrich contextual understanding, while secondary data were obtained from official documents, reports,
laws, and previous studies relevant to population administration and public services.

2.4. Validity and Reliability Testing

To ensure instrument quality, validity and reliability tests were conducted prior to hypothesis testing.
Item validity was assessed using the Pearson Product Moment correlation, where items with correlation
coefficients exceeding the critical value were considered valid [31]. Reliability testing employed Cronbach’s
Alpha, with coefficients above 0.60 indicating acceptable internal consistency [32]. These tests ensured that the
instrument accurately and consistently measured the intended constructs.

2.5. Data Analysis Techniques
Data analysis was conducted using multiple linear regression analysis to examine the influence of

bureaucratic behavior and facilities—infrastructure on community satisfaction. Prior to regression analysis,
classical assumption tests—including normality, heteroscedasticity, multicollinearity, and autocorrelation—were
performed to ensure that the regression model met the Best Linear Unbiased Estimator criteria [33].

a. Hypothesis testing was carried out using:

b. t-tests to assess the partial effects of each independent variable;

c. F-tests to evaluate the simultaneous influence of all independent variables;

d. Coefficient of determination (R?) to measure the explanatory power of the model.

These techniques provide robust statistical evidence regarding the strength, direction, and significance of
relationships among variables in population administrative services.

3.  RESULTS AND DISCUSSION

This study applied multiple linear regression analysis to examine the extent to which Bureaucratic
Behavior and Facilities—Infrastructure influence Community Satisfaction in population administration services at
the Department of Population and Civil Registration (Disdukcapil) of Ambon City. The adoption of multiple
regression was based on the presence of two independent variables expected to contribute simultaneously to
variations in satisfaction. Through this analysis, the researcher was able to identify the magnitude and direction of
each variable’s effect as well as the overall contribution of the model in explaining community satisfaction. The
regression model used in this research is formulated as Y = a + biXi + b2Xz + e, where Y represents Community
Satisfaction, X1 represents Bureaucratic Behavior, and X represents Facilities—Infrastructure. The results of the
regression analysis are shown below in Table 1.

Table 1. Results of Multiple Linear Regression Analysis

Variable Coefficient (B) Std. Error t-value  Sig.
Constant 0.700 0.878 0.798  0.428
Bureaucratic Behavior  4.462 0.084 5.519 <0.001
Facilities—Infrastructure  0.490 0.124 3.949  <0.001

Source: SPSS Output Version 30.0

Based on the table above, the resulting regression equation is Y = 0.700 + 4.462X; + 0.490X.. The
constant of 0.700, with a significance value of 0.428, indicates that the constant is not statistically meaningful
because it does not differ significantly from zero. The regression coefficient for Bureaucratic Behavior is 4.462
with a significance value of <0.001, demonstrating a strong positive and highly significant influence on
Community Satisfaction. This means that every one-unit increase in Bureaucratic Behavior is predicted to increase
satisfaction by 4.462 units. Facilities—Infrastructure also has a positive and significant effect, with a coefficient of
0.490 and a significance value of <0.001, showing that an increase in facilities quality improves satisfaction by
0.490 units. These findings reveal that both independent variables play an important role in shaping community
satisfaction, although Bureaucratic Behavior exerts a much stronger influence compared to Facilities—
Infrastructure.

The partial test (t-test) further supports these results by showing the individual impact of each independent
variable on the dependent variable. The outcomes of the t-test are presented in Table 2.

Table 2. t-Test Results
Relationship t-value  Sig. Conclusion
Bureaucratic Behavior — Community Satisfaction ~ 5.519  <0.001 Positive and Significant
Facilities—Infrastructure — Community Satisfaction 3.949  <0.001 Positive and Significant
Source: SPSS Output Version 30.0
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The t-test results confirm that both variables significantly affect Community Satisfaction. Bureaucratic
Behavior, with a high t-value of 5.519, contributes strongly to increased satisfaction, while Facilities—
Infrastructure also provides significant support through adequate facilities and service tools. These findings show
that improved bureaucratic conduct and facility availability are key factors in enhancing public satisfaction.

The simultaneous test (F-test) was used to evaluate the joint influence of Bureaucratic Behavior and
Facilities—Infrastructure on Community Satisfaction. The results of the F-test are provided in Table 3.

Table 3. F-Test Results

Relationship F-value Sig. Conclusion
Bureaucratic  Behavior and  Facilities—Infrastructure — 142.905 <0.001 Positive and
Community Satisfaction Significant

Source: SPSS Output Version 30.0

The F-test results show an F-value of 142.905 with a significance level of <0.001, indicating that the
regression model used in this study is highly significant and that both independent variables together have a strong
and meaningful impact on Community Satisfaction. The extremely low significance value demonstrates that the
model’s explanatory power is not coincidental and reflects a genuine empirical relationship. This means that better
bureaucratic behavior combined with adequate facilities significantly increases the public’s satisfaction with
administrative services.

The coefficient of determination (R?) was then used to measure how well the independent variables
explain variations in Community Satisfaction. Table 4 presents the results of this test.

Table 4. Coefficient of Determination
Model R R Square Adjusted R Square Std. Error of Estimate
1 0.900 0.810 0.804 1.342
Source: SPSS Output Version 30.0

The value of R = 0.900 indicates a very strong relationship between the independent variables and
Community Satisfaction. The R Square value of 0.810 shows that 81% of the variation in Community Satisfaction
is explained by Bureaucratic Behavior and Facilities—Infrastructure, while the remaining 19% is influenced by
other variables not examined in this model. The Adjusted R Square of 0.804 confirms that the regression model
remains robust even after considering the sample size and number of predictors. The standard error of estimate at
1.342 demonstrates that the model predicts community satisfaction with a relatively small margin of error. Overall,
these results show that the regression model is effective, stable, and able to explain community satisfaction
accurately.

The high influence of bureaucratic behavior on community satisfaction carries important social meaning
for state—society relations. It indicates that citizens primarily experience the state not through abstract regulations
or institutional structures, but through direct interactions with bureaucratic actors in everyday public services.
Professionalism, responsiveness, and ethical conduct of public officials therefore function as a concrete
representation of the state in the eyes of society. When bureaucratic behavior is perceived positively, it strengthens
mutual trust and reinforces the perception that the state is present, responsive, and committed to protecting citizens’
rights. Conversely, poor bureaucratic conduct risks widening social distance between the state and society and
undermining citizens’ sense of inclusion in public governance.

From the perspective of local government legitimacy, these findings imply that legitimacy is not derived
solely from formal authority or legal mandates, but is continuously constructed through service performance at the
frontline level. The strong statistical effect of bureaucratic behavior suggests that public satisfaction serves as a
social indicator of legitimacy, where positive service experiences translate into higher public acceptance and
support for local government institutions. In this context, bureaucratic behavior becomes a strategic asset for local
governments, as consistent, transparent, and citizen-oriented conduct enhances institutional credibility and
strengthens democratic governance. Thus, improving bureaucratic behavior is not merely an administrative reform,
but a critical pathway to sustaining social trust and reinforcing the legitimacy of local government in the eyes of
the community.

The strong influence of bureaucratic behavior on community satisfaction found in this study reinforces
contemporary theories of bureaucratic behavior and street-level governance, which argue that frontline officials
play a decisive role in shaping citizens’ perceptions of the state through everyday service encounters. Recent
studies emphasize that responsiveness, fairness, and professionalism exhibited by bureaucrats are not merely
operational attributes but constitute the social interface between the state and society [34], [35]. In population
administration services, where citizens directly interact with government representatives, bureaucratic behavior
becomes a visible manifestation of state capacity and ethical commitment. Thus, the high statistical influence of
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bureaucratic behavior reflects the centrality of human agency in public service performance within contemporary
public administration.

From a broader social perspective, community satisfaction functions as an important indicator of social
welfare and institutional performance. Recent public administration literature suggests that citizen satisfaction
increasingly serves as a proxy for evaluating whether public services contribute to social well-being, equity, and
inclusion, particularly in developing and decentralized governance contexts [36], [37]. High satisfaction indicates
not only efficient service delivery but also citizens’ perception that the state fulfills its social contract obligations.
In this sense, satisfaction with population administration services reflects how effectively local governments
translate legal rights—such as access to identity documents—into tangible social benefits that support citizens’
participation in economic, social, and political life.

The findings of this study are also closely aligned with good governance theory, which emphasizes
responsiveness, accountability, transparency, and effectiveness as key principles of high-quality public service
delivery. Recent empirical studies demonstrate that when bureaucratic behavior aligns with good governance
principles, public trust in government institutions increases significantly [38], [39]. In the context of Ambon City,
the strong effect of bureaucratic behavior suggests that legitimacy of local government is continuously constructed
through service performance rather than solely derived from formal authority. Consequently, bureaucratic conduct
becomes a strategic governance instrument for sustaining institutional credibility and strengthening democratic
legitimacy at the local level.

Comparatively, studies conducted in Asian and other developing countries show patterns consistent with
the findings of this research. Empirical evidence from countries such as South Korea, Indonesia, and Vietnam
indicates that citizen satisfaction with administrative services is strongly influenced by bureaucratic responsiveness
and service integrity, while inadequate facilities and procedural rigidity undermine trust and satisfaction [40], [41].
These studies confirm that in developing governance systems, citizens tend to evaluate the state primarily through
service encounters rather than abstract policy outcomes. Therefore, the results of this study contribute to
international public administration scholarship by providing localized empirical support for the argument that
bureaucratic behavior is a critical determinant of public satisfaction, social trust, and government legitimacy.

4. CONCLUSION

The findings of this study conclude that both bureaucratic behavior and the availability of adequate facilities
and infrastructure significantly influence community satisfaction in population administration services at the
Department of Population and Civil Registration of Ambon City. Professionalism, responsiveness, transparency,
and courteous behavior from bureaucrats are essential in shaping positive public perceptions of service quality. At
the same time, modern, comfortable, and well-functioning facilities contribute to a smoother service process and
increase the public’s overall satisfaction. Together, these two factors play a complementary role in ensuring that
the service provided meets community expectations and supports efficient public administration. Based on these
conclusions, it is suggested that the Department strengthens continuous training programs to improve the
competence, responsiveness, and service ethics of its bureaucratic staff. Additionally, improvements to facilities
and infrastructure should be prioritized, particularly through upgrading service equipment, expanding digital-based
services, and enhancing the physical environment to create a more comfortable and efficient service experience.
By combining human resource development with infrastructure improvement, the Department can enhance public
trust and deliver higher-quality population administration services.

REFERENCES

[1] N. Nengsih, M. Azis, and M. A. Jumali, “The influence of infrastructure and supervision facilities on employee
performance and public service quality (case study of bantaeng district),” in Proceedings of the International Conference
on Industrial Engineering and Operations Management Sao Paulo, Brazil, April 5-8, 2021, September, 2021, pp. 3055—
3062.

[2] A. F. Nasution, M. Sihombing, and H. Ridho, “The Impact of Bureaucratic Reform Policy on Public Services at the
Population and Civil Registration Service of North Padang Lawas Regency,” PERSPEKTIF, vol. 13, no. 1, pp. 231-243,
2024.

[3] R. Rahmawati and R. Putra, “Performance of The Public Service Bureaucracy: Urban, Rural, and Building Tax Service
Model (PBB-P2) Based on Information and Technology,” BISNIS BIROKRASI J. Ilmu Adm. dan Organ., vol. 31, no. 2,
pp. 64-73,2024.

[4] L.R. Wise, “Bureaucratic posture: On the need for a composite theory of bureaucratic behavior,” Public Adm. Rev., vol.
64, no. 6, pp. 669-680, 2004.

[S1 B. L. Benson, “Understanding bureaucratic behavior: Implications from the public choice literature,” J. Public Financ.
Public Choice, vol. 13, no. 2-3, pp. 89-117, 1995.

[6] S.C. Winter, “Explaining street-level bureaucratic behavior in social and regulatory policies,” in annual meeting of the
American Political Science Association in Boston, 2002.

[71 A. Lapiccirella, “On bureaucratic behavior,” in Public management as corporate social responsibility: The economic
bottom line of government, Springer, 2014, pp. 103—118.

Jo. Soc. Know. Ed,Vol. 7, No. 1, January 2026: 23 - 29



Jo. Soc. Know. Ed ISSN: 2722-046X a 29

[8] P.G. Scottand S. K. Pandey, “The influence of red tape on bureaucratic behavior: An experimental simulation,” J. Policy
Anal. Manag., vol. 19, no. 4, pp. 615-633, 2000.

[9] F. Heady, “Bureaucratic theory and comparative administration,” Adm. Sci. Q., pp. 509525, 1959.

[10] V. Oliveros and C. Schuster, “Merit, tenure, and bureaucratic behavior: Evidence from a conjoint experiment in the
Dominican Republic,” Comp. Polit. Stud., vol. 51, no. 6, pp. 759-792, 2018.

[11] S. A. Ramadhan and U. Pribadi, “Building Citizen Satisfaction with E-Government Services: A Case Study of the
Population Administration Information System (SIAK),” J. Manaj. Pelayanan Publik, vol. 8, no. 3, pp. 972-988, 2024,
doi: 10.24198/jmpp.v8i3.55866.

[12] S. Hidayatullah, I. Hibban, and A. S. Salabi, “Management of Facilities, Infrastructure and Human Resources for
Optimizing Learning in Dayah,” J. Inov. Manaj. Pendidik. Islam, vol. 4, no. 1, pp. 113-126, 2025.

[13] R. W. Crandall, “Are telecommunications facilities ‘infrastructure?’If they are, so what?,” Reg. Sci. Urban Econ., vol.
27, no. 2, pp. 161-179, 1997.

[14] M. Fried, “The structure and significance of community satisfaction,” Popul. Environ., vol. 7, no. 2, pp. 61-86, 1984.

[15] H. Ladewig and G. C. McCann, “Community satisfaction: Theory and measurement,” Rural Sociol., vol. 45, no. 1, p.
110, 1980.

[16] G. L. Theodori, “Examining the effects of community satisfaction and attachment on individual well-being,” Rural
Sociol., vol. 66, no. 4, pp. 618-628, 2001.

[17] D. G. Rojek, F. Clemente, and G. F. Summers, “Community satisfaction: A study of contentment with local services.,”
Rural Sociol., vol. 40, no. 2, 1975.

[18] H. Wahyudi, Ardiyansah, and A. Kharisma Safira, “Evaluasi Tingkat Kepuasan Masyarakat terhadap Pelayanan Publik
di Desa Parigi, Kecamatan Cikande,” J. Publisitas, vol. 11, no. 2, 2025.

[19] F. A. Deseran, “Community Satisfaction as Definition of the Situation: Some Conceptual Issues.,” 1976.

[20] A. D. Larasati and V. 1. Pertiwi, “Tingkat Kepuasan Masyarakat Terhadap Pelayanan Publik di Dinas Pekerjaan Umum
Bina Marga Provinsi Jawa Timur,” Futur. Acad. J. Multidiscip. Res., vol. 3, no. 2, pp. 531-543, 2025, doi:
10.61579/future.v3i2.397.

[21] M. J. Dutta-Bergman, “Access to the internet in the context of community participation and community satisfaction,”
New Media Soc., vol. 7, no. 1, pp. 89-109, 2005.

[22] R. Rusli, K. Kamaruddin, and R. Abqa, “Kepuasan Masyarakat atas Kinerja Pelayanan Publik: Studi pada Kantor Camat
Peusangan Selatan,” Ekon. J. Ekon. dan Pembang., vol. 16, no. 2, pp. 29-34, 2024, doi: 10.51179/eko.v16i2.2892.

[23] M. O. Alannsary, “Evaluating Citizen Satisfaction with Saudi Arabia’s E-Government Services: A Standards-Based,
Theory-Informed Approach,” arXiv Prepr., 2025.

[24] J. W. Creswell and J. D. Creswell, Research Design: Qualitative, Quantitative, and Mixed Methods Approaches. SAGE
Publications, 2018.

[25] U. Sekaran and R. Bougie, Research Methods for Business: A Skill-Building Approach, 8th ed. Hoboken, NJ: Wiley,
2020.

[26] J. V Denhardt and R. B. Denhardt, The New Public Service: Serving, Not Steering, 4th ed. New York: Routledge, 2015.

[27] I. Etikan, S. A. Musa, and R. S. Alkassim, “Comparison of Convenience Sampling and Purposive Sampling,” Am. J.
Theor. Appl. Stat., vol. 5, no. 1, pp. 1-4, 2016, doi: 10.11648/j.ajtas.20160501.11.

[28] S. Sugiyono, Metode Penelitian Kuantitatif Kualitatif dan R&D. Bandung: Alfabeta, 2019.

[29] A. Parasuraman, V. A. Zeithaml, and L. L. Berry, “SERVQUAL: A multiple-item scale for measuring consumer
perceptions of service quality,” J. Retail, vol. 64, no. 1, pp. 12-40, 2018, [Online]. Available:
https://www.sciencedirect.com/science/article/abs/pii/S0022435988800034

[30] S.P. Osborne, The New Public Governance? Emerging Perspectives on the Theory and Practice of Public Governance.
London: Routledge, 2020.

[31] J. F. Hair, B. J. Babin, and R. E. Anderson, Multivariate Data Analysis. Cengage, 2019.

[32] J. C. Nunnally and I. H. Bernstein, Psychometric Theory, 3rd ed. New York: McGraw-Hill, 2016.

[33] D. N. Gujarati and D. C. Porter, Basic Econometrics, 5Sth ed. New York: McGraw-Hill, 2019.

[34] M. Bovens and A. Wille, Diploma Democracy: The Rise of Political Meritocracy. Oxford: Oxford University Press,
2017.

[35] L. Tummers, E. Knies, and P. Leisink, “Public Service Motivation and Leadership in the Public Sector,” Int. Rev. Adm.
Sci., vol. 81, no. 4, pp. 757-776, 2015.

[36] OECD, “Trust and Public Policy: How Better Governance Can Help Rebuild Public Trust,” 2017, Paris.

[37] G. G. Van Ryzin, “Measuring and Explaining Citizen Satisfaction with Public Services,” Public Adm. Rev., vol. 78, no.
6, pp- 879-889, 2018.

[38] S. Grimmelikhuijsen and E. Knies, “Validating a Scale for Citizen Trust in Government Organizations,” Int. Rev. Adm.
Sci., vol. 83, no. 3, pp. 583-601, 2017.

[39] OECD, Building Trust to Reinforce Democracy. Paris: OECD Publishing, 2022.

[40] S.Kim and J. Lee, “Citizen Satisfaction and Trust in Government: Evidence from Asian Countries,” Asian J. Polit. Sci.,
vol. 27, no. 2, pp. 123-145, 2019.

[41] World Bank, “World Development Report 2017: Governance and the Law,” 2017, Washington, DC.

Bureaucratic Behavior, Service Infrastructure, and Community ...(Chiquitita Anastasya Bernadine Suripatty)



