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Abstract: This research was conducted aimed at (1) To analyze the influence of bureaucratic behavior on
the motivation of work and the performance of health care workers in Luwu Regency, (2) To analyze the
influence of facilities and infrastructure on the motivation of workers and the performance of health care
workers in Luwu Regency. (3) To analyze the influence of organizational culture on work motivation and health
care performance in Luwu Regency. The study used a quantitative approach using primary data through
questionnaires of 294 respondents with a population of 1,102. The research was conducted from April to June
2020. The data is analyzed using the SEM AMOS program. The results of this study show that: (1) Bureaucratic
behavior has a positive and insignificant effect on work motivation. (2) Facilities and infrastructure have a
positive and significant effect on work motivation. (3) The culture of the organization has a positive and
insignificant effect on work motivation. (4) Bureaucratic behavior has a positive and insignificant effect on the
performance of health care workers in Luwu Regency (5) Facilities and infrastructure have a positive and
insignificant effect on the performance of health care workers in Luwu Regency (6) The culture of the
organization has a positive and insignificant effect on the performance of health care workers. in Luwu Regency
(7) Work motivation has a positive and significant effect on the performance of health care workers in Luwu
Regency. (8) Bureaucratic behavior has a positive and insignificant effect on the performance of health care
workers through work motivation in Luwu Regency (9) Facilities and infrastructure have a positive and
significant effect on the performance of health care workers through work motivation in Luwu Regency. (10)
The culture of the organization has a positive and significant effect on the performance of health care workers
through motivation in Luwu Regency.
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. Introduction

Based on the implementation of Law No. 23 of 2014 on Local Government governing public services,
it is a mandatory service for local governments in addition to various other affairs in line with the service. This
indicates that local governments are obliged to improve the quality of public services in accordance with the
principles of state governance and are the embodiment of the main principles of decentralized policy and
regional autonomy. The results of the Governance and Deceniratizorion Survey (GDS) research in 2002 and
concluded the World Bank report reported by the World Development Report in 2004 found a fact that the
implementation of public services in Indonesia was very poor. The results of this study mean that for several
years the public service carried out by the temyata government bureaucracy did not show a change in direction
better

Public services in an era of regional autonomy are associated with a bureaucrat's touch to the wider
community within their working areas. The autonomy granted to districts and cities covers all sectors of
administrative authority in addition to the authority that has been exercised by the central and provincial
governments, including public works, health, education, culture, agriculture, transportation, industry, trade,
investment, environment, land affairs, cooperatives and labor. Public services according to Dunleavy (2018) that
with a pattern of services with bureaucracy continues to improve during the service-based market and controlled
from corruption. It aims to bring pubic service bureaucrats closer to the community. Researchers have suggested
that the conduct of bureaucrats gives government support to public services (Haque 1998, Garrett, Thurber et.al.
2006), interest in bureaucrats is generally high in public service (Ingraham and Carolyn,1988, Baldwin 1990,
Garrett, Thurber et al. 2006, Mann 2006), and bureaucrat support for employment benefits for public service
employees (Roberts and Green, 2012). Empirically many responses to public attitudes in general towards public
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servant bureaucrats, some are satisfied and some are less satisfied. The implementation of regional autonomy to
date has been running for approximately twenty years. However, the duration of that time, has not shown the
maximum results as expected. This is certainly not separated as a regional unit that implements development
programs in all sectors.

Public services provided through a market-nuanced bureaucratic system that impacts economic value
greatly help improve the quality of public services. Research in economics and politics by Zahra and Williams
(2018) on bureaucratic performance and public service delivery of government bureaucracy in the health,
education, and infrastructure sectors. By discussing the system's potential approach to research in public
management and the public finances greatly strengthens the quality of public services. Even according to
Pepinsky et.al (2017) in Zahra and Williams (2018) that the increase in economic value with the administrative
approach of public services is very powerful. It is undeniable that the conditions of the implementation of public
services carried out by government bureaucrats in various services, among others concerning the fulfillment of
civil rights and basic needs of the population, are still felt not as expected by the community. This can be seen
among others from the number of complaints, public complaints. On the other hand, the community as the main
element served has not provided effective control to be the driving force in efforts to improve the quality of
public services. Therefore, efforts to improve public services through comprehensive improvement include
institutional aspects, staffing (HR)

Granting autonomy by the central government to (Regency/City) is to carry out the empowerment of
broad, real and professionally responsible authority embodied by regulation, distribution and utilization of
resources as well as the real action of the implementation of financial balance between central and local
governments, so that the district and the city can manage and manage their own households in accordance with
the potential and diversity of the region. To fulfill its obligations in carrying out the functions of service to the
community, the government has been faced with various problems. One of the problems is the weak resources
of local bureaucrats in carrying out the duties and functions of government, both routine and development. So
the government in general is currently carrying out the strengthening of apparatus resources. While another view
sees that the implementation of government duties and functions should not be suspended let alone terminated
for bureaucratic reasons. Local governments are in the process of improving, especially in providing services to
the community. Nidhi and Krishna (2016:18) see low public satisfaction in public services health, education,
and banking. Sedarmayanti (2009:253) states that quality services have at least five dimensions: Realibility,
responsiveness, assurance, empathy, tangible. If you pay attention to the essence of this opinion, it will lead to
improving the service, meaning an effort is made to provide the best service to the community that is in
accordance with the expectations of fast, friendly, and fair and communicative service. Widjaya (2002:62)
stated that the new paradigm that sees bureaucracy as a government organization, not only does the need for
service to the community, but also provides encouragement and motivation for the development of the impact of
community participation. So the bureaucracy is not expected to stay silent but should be able to provide
bureaucratic performance for public services

To achieve a healthy Vision of Indonesia, namely improving the level of public health, through the
empowerment of health institutions, the public, including the private and the public in general. Efforts to
provide health services by protecting public health and ensuring the availability of plenary health efforts, evenly
quality and equitable and evenly distributed throughout Indonesia. Ensure the availability and equalization of
health resources. To create good governance, through the mission of improving community empowerment in
health development through national and global cooperation, improving health services that are evenly
distributed, affordable, quality and equitable, and evidence-based; with priority on promotive and preventive
efforts, increasing health development financing, especially to realize national health social security, improving
the development and utilization of health human resources that are even and quality. Increase the availability,
equalization, and affordability of medicines and medical devices and ensure the safety, efficacy, benefits, and
quality of pharmaceutical, medical devices, and food preparations, and improve accountable, transparent and
effective health management in order to establish responsible health decentralization (Ministry of Health, 2013).

Existing Health Service Programs can be said to run smoothly, if the health problems encountered in
the community no longer exist, such as malnutrition in toddlers in some places in Indonesia. His role is not just
waiting for the patient to visit but visiting the patient and giving action until it is finished. Public expectations of
public service satisfaction according to Kwame Owusu Kwateng et.al (2017) always expect indications with
aspects of empathy, assurance, and responsiveness of service delivery. The public is dissatisfied with public
services. Zeithmal, et.al (1990) stated that in assessing the quality of service, there are several measures of
service quality, namely Tangible (real/tangible), Reliability, Responsiveness, Competence ( competency),
Access (ease), Courtesy (hospitality), Communication (communication), Credibility (trust), Security (security),
and Understanding the Customer (Customer Understanding). However, in its implementation it is perceived that
the dimensions of service quality that overlap with each other are associated with customer satisfaction.

Quality Health Services are far from the expectations of the community, as well as the growing
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awareness of the importance of quality, then Health Law No. 36 of 2009 on health, previously the Government
of the Republic of Indonesia sought to improve the performance of public services, especially in the field of
health has been determined in the decree of the Minister of Health No. 741/Menkes/Per/\/11/2008 on Minimum
Health Service Standards in the District/City. In relation to public services of the health sector for the region, it
is required to set service standards for certain types of basic services with performance indicators and deadlines
for achievement. Based on this, it is interesting to review in the context of the theory and paradigm of
bureaucratic organizations that are implementing decentralization in various aspects of the behavior of the
Ministry of Health. The existence of the rule considering that health is a human right and one of the welfare
elements that must be realized in accordance with the ideals of the Indonesian nation as referred to in Pancasila
and the Constitution of the Republic of Indonesia year 1945, every activity in an effort to maintain and improve
the highest level of public health is carried out based on nondiscriminative, participatory, and sustainable
principles in order to establish Indonesia's human resources, as well as increase the resilience and
competitiveness of the nation for national development, every thing that causes health problems in the
Indonesian people will cause great economic loss to the country, and any efforts to increase the level of public
health also means investment for the development of the country. Thus, every development effort must be based
on health insights in the sense that national development should pay attention to public health and is the
responsibility of all parties both the Government and the community.

In The Decree No. 63/Kep./M.PAN/7/2003, on the General Guidelines for The Implementation of
Public Services, it is mentioned that public services by the government are distinguished into three groups of
administrative services, namely service groups that produce the form of official documents needed by the
public, service groups that produce various forms/types of goods used by the public, and service groups that
produce various services needed by the public. Abdul Mahsyar (2011) the quality of service depends on the
aspects of its implementation, human resources support, and institutional management. A new perspective for
public services and good governance is considered most appropriate for the current conditions in dealing with
public service issues in Indonesia, using models such as the exemplary citizen charter, the KYC (Know Your
Customer) model. Public service in this case is understood as all activities carried out by educational institutions
in order to destance the community as the implementation of the provisions of the legislation. In this case, there
are at least three actors: policymakers, public service providers/implementers, and service recipients. In the
dominant system of government, the formulation and implementation of public services is carried out by the
government, and the community as the recipient of the service (Susanto:2005). However, public service by
bureaucracy should be driven by the vision and mission of the ministry, but in reality it is driven by regulations
and budgets that are not understood by the public because it is not socialized transparently (Dwiyanto, 2002).

Public bureaucracy implemented in autonomous regions, to provide services to the community.
Although public bureaucracy has different characteristics to business organizations, but in carrying out its
mission, objectives and programs adhere to the principles of efficiency, effectiveness, and placing society as a
stakeholder that must be served optimally. Public service according to Prabha,et.al. (2010) a strategy is needed
to know the level of public satisfaction. Public service, is a community right that basically contains principles:
simplicity, clarity, certainty of time, accuracy, security, responsibility, completeness of facilities, and
infrastructure, ease of access, discipline, courtesy of hospitality, and comfort. Tangkilisan (2005) stated that the
public bureaucracy is not directly oriented towards the purpose of accumulated deity, but provides public
services and becomes a catalyst in the implementation of development and implementation of state duties. The
orientation on the ministry points to how much bureaucratic energy is utilized for the implementation of public
services.

The Health Service Bureaucracy is one part of the government bureaucracy in Luwu Regency
implemented by bureaucrats. The phenomenon that arises according to Dwiyanto (2006) is bureaucracy as
supposed to provide services to the public, but the practice tends to prioritize its own interests, seek its own
profit (rent sacking), maintain the status quo, and be resistant to change. The bureaucratic behavior expected by
the people of Luwu Regency is how he should behave as a minister and a community servant, not show an
attitude that only plays in power and strength. Public services in government agencies according to Susanto
(2005) are undervalued in accordance with public expectations. One of the obstacles is the form of bureaucratic
organization, so government bureaucracy is always the main highlight in every public service organization. The
Implementing of Health Services is still not compliant with the standard stipulated in carrying out its duties.
Deviation from the provision stipulated by acapkali without the consequences of the imposition of sanctions.
According to Dwiyanto, Agus, et.al (2003) that the irregularities in the provision of public services can be
caused by bureaucrats who are still fixated on the old paradigm as rulers, regulations or provisions that contain
many weaknesses that encourage irregularities, users of public services also often take advantage of regulatory
weaknesses and want to take shortcuts, and service users are still in a weak position. Kumorotomo (2005) some
things why so many policies, programs, and public services are less responsive to people's aspirations, this is
because the behavior of bureaucrats is still oriented towards power rather than to the public interest. Bureaucrats
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position themselves as rulers. Paternalistic culture often also results in a decrease in the quality of public
services, there is a gap between what policymakers decide and what the people want. In another view according
to Ratminto and Atik SW (2005) that aspects of political change have an effect on the degree of public service.
The motivation of health services in Luwu Regency is the main factor and as the vanguard in public service.
Especially for health workers. Luwu District Health Office invites health service officers to strengthen work
motivation by conducting field technical training and guidance on state civil apparatus (ASN) health workers in
the scope of luwu district government. This effort is a supply for health workers as the vanguard in improving
the quality of Health Services in Luwu Regency. Dobre (2013) and Connie and Ismail (2015) motivated
employees to improve performance and productivity. The strong influence of health workers' motivation on the
performance of health centers in health services in Luwu Regency, is basically inseparable from the efforts of all
elements in the ranks of Luwu District Health Office to develop motivation in order to implement Health
Services to the community. This effort is certainly an appropriate action because of the existence of motivation
in an organization, seen as an element that can lead to better performance or vice versa, or as an aspect required
by all organizations because it is a central concept to improve performance in an organization. This in the
direction of Neha and Avni (2017) strengthening employee motivation will result in stronger service
performance. Thus, the existence of motivation as a psychological process, it is important to understand and
grow in an organization, so that all elements in an organization (leaders and employees) synergize in the goal of
the organization.

Low performance of Luwu District Health Service due to low motivation and behavior of health
bureaucrats and advice and infrastructure. Luwu District Health Office openly acknowledges in terms of public
services in the field of health luwu regency is still far from hope (lagaligopos.2019). There are two things that
are the cause of the low public service, namely the quality of human resources services (HR) and the attention of
health institutions. To improve the Health Service there must be an improvement in the quality of human
resources, which has been very far from expected, but nevertheless the increase in hr coaching budget has been
done. According to Asis in lagaligopos (2019), so far, there has been improvement in the physical health
service, but the nonphysical Health Service is less noticed such as improving the quality of health resources
considered still low, then Ismail in lagaligopos (2019) explained if budget problems should not always be an
obstacle in public health services but some factors cause low public health services namely lack of regulation
socialization, placement of health workers , low performance of health workers, the increasing practice of
collusion and nepotism, and the absence of commitment let alone motivation for service improvement. Thus, the
Luwu District Health Office can be said to be less innovative, and weak in the preparation of health service
work programs, especially supervision of health servants and improvement of health care facilities.

Luwu Regency community asks health service bureaucrats to be more cultured to improve the
performance of their services. The low performance of health services in Luwu District resulted in a reaction of
public discontent. The behavior of bureaucrats in the Health Service in Luwu District attracts the attention of
youth leaders and students in Luwu Regency, generally they demand a more cultured Health Service so that
health servants and health institutions have a culture that cares about the community. Martinsons and Chong
(1999) said that organizational culture creates a culture of change, especially in technology. That opinion means
inwardly, the culture of the organization always leads to better change, and outwardly the culture is very
dynamic towards its environment. This was demonstrated by the Luwu District Student Youth Association
(IPMAL) which held the action at the Luwu Regional House of Representatives (DPRD) building, to demand
the improvement of health services. In this action, figures in IPMAL highlighted the poor health services
provided by luwu government-owned health facilities lately. Therefore, IPMAL urges an increase in

Health Services to the community. In addition, it also asks the District Government (Government) of
Luwu to pay more attention to the less able people with severe diseases. As Nasril experienced, a child in Mario
Village who suffered from a malignant tumor but the government seemed to pay less attention. Therefore, it is
necessary to be cultured the care and innovation power of the health servants institution officials to help the
community in the field of health.

The behavior of Health Service bureaucrats and the availability of health care facilities and
infrastructure do not support the Local Government Program of Kabuoaten Luwu. Alexander.et.al (2006) said
that motivation and performance can be influenced by the availability of work facilities and infrastructure. The
availability of infrastructure is one indicator of the organization's ability to run its service operations. The
motivation of work according to Brahmasari (2004) is measured by the work facilities. Many patients
complained of low service performance at Batara Guru Regional Hospital (RSBG) Belopa, among them a
neurologist absent on weekdays, while some patients from Suli Sub-district, complained that their feet could not
function normally urgently asking for emergency services (Desy Arsyad, Tribunnews.com.2018). The condition
made the regent of Luwu feel uneasy because the Health Service has not been optimally performed by Batara
Guru Belopa Hospital (Palopo P0s.2017). The hope of the Regent of Luwu to health servants in Luwu Regency
is to provide the best service to the community. But until now public complaints about the Health Service have
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never stopped. Therefore, the regent of Luwu issued a permit for the opening of a private hospital to balance
government hospital services. Almost. There are still many nurses at Batara Guru Belopa Hospital who have not
felt that they are servants and servants of the community. Moreover, the health minister is a civil servant with
the aim of serving the community. In addition, many patients complain about the facilities at Batara Guru
Belopa Hospital, such as hot rooms, then unnatural toilets (Palopo P0s.2017).

Inadequate and malfunctioning health care facilities should make the patient's family spend the cost of
transporting patients to the hospital even in emergency vehicles. This happens to the families of patients located
in Latimojong District, Luwu Regency (Lukman Maddu bacapesan.com.2019). The availability of health
services such as Indonesian Red Cross assistance ambulance (PMI) to serve the community is not functionable
to serve the sick. As a result, one of the residents of Pajang Village, Latimojong Sub-District, was forced to rent
a hartop car to be taken to Batara Guru Regional General Hospital ,Belopa. Although according to Marwan in
Lukman Maddu bacapesan.com (2019), as a resident of Pajang Village, claimed to have contacted the Head of
Puskesmas

Latimojong, but the car is elsewhere, so the road is taken by renting a hartop owned by the residents.
Wahyuddin and Muryati (2001) that in addition to the quality of service, the means of work determine the
satisfaction of the public, as for Muhaemin (2005) that the means of work affect public satisfaction. Azhar
Kasim (2013) Facilities- Infrastructure can prevent corruption and improve the performance of servicesWith
demkian then the existence of ambulance car facilities that should be standby at all times, to serve the citizens
who need help, can not be utilized so that the community assesses the low facilities and infrastructure of the
Health Service to meet the healthy expectations of its citizens.

The strong motivation of public servants is the main factor that makes strengthening the commitment to
provide the best laynan to the people of Luwu Regency. According to Robbins (2003) there are several factors
that affect employee performance, those factors are work ability, leadership, job quality, work ability, initiative,
motivation, durability or reliability, quantity of work, and work discipline. Among these factors, according to
Perry (1996) there are specific factors that affect the performance of government employees, namely the
motivation of public services. The motivation of public service (MPP) is a form of encouragement owned by
bureaucrats to serve the community by having trust, values, and attitudes that go beyond personal interests for
the benefit of the organization, which can encourage employees to do good to others and contribute their dharma
to the welfare of the organization and society.

According to Perry (1996) the dimensions of Public service motivation (MPP) are an interest in public
policymaking, a commitment to the Influence of Service Motivation, public interest and obligations as a citizen,
the nature of empathy, and self-sacrifice. Meanwhile, according to Robbins and Judge (2008) there are other
factors that influence the performance of government employees, namely organizational citizenship behavior
(OCB). OCB is a work behavior of employees in an organization that is conducted voluntarily outside of the
work description stipulated to improve the progress of the organization's performance. And the indicator used in
OCB is (1) altruism: the behavior of helping other employees without any coercion on organizational tasks. (2)
courtesy: behavior alleviates work-related problems faced by others. (3) sportsmanship: abstinence makes the
issues worse despite being irritated. (4) Civic Virtue: demonstrates voluntary participation and support for
organizational functions both professionally and socially scientifically. (5) conscientiousness: performance of
role prerequisites that exceed the minimum standard. The urgency of this research took the analysis unit on the
Health Service, arguing that the Health Service is one of the very vital public services in Luwu Regency. It is

it is also a factor that influences the increase in the Human Resource Development Index in Luwu
district. When compared to national IPM conditions in 2018 reached 71.39. This figure increased by 0.58 points
compared to 2017. Meanwhile, IPM of Luwu Regency in 2018 was 69.60 points. Thus one of the indicators for
researching the management of public services is through the Health Service

Il. Rivew Literature

A Public Service Performance

Public service performance is the behavior of government bureaucrats derived from government actors
in forming a very broad basic concept of application (Dooren, Bouckaert, and Halligan, 2010). The concept of
public service management performance was discussed at the OECD (Organization for Economic Co-operation
and Development) countries forum, with a view to knowing there is no relationship between practical service
achievement and public policy. Furthermore, indicators of public service performance according to Dooren,
Bouckaert, andHalligan (2010), can be seen in terms of informative capabilities in the community, the ability to
create concepts. The other side of the measure of public service performance is measuring the quality of
performance, which is good for the poor achievement of practical services felt by a qualitatively measured
society. If the quality of performance is to be achieved then what will be measured is the competence and
capacity of the public service apparatus (Maxwell School of Citizenshipand Public Affairs, 2002), although
Dubnick’s (2005) saw performance on the accountability side, while Ingraham (2005)and Bouckaert and
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Halligan (2008) saw performance with changes made by bureaucrats and apparat.Although Max Werber as the
father of bureaucracy explains about bureaucratic pratik including the oldest topics often discussed, and each
community often associates with community organizations related to leadership, authority, position in the
organization, labor, assignment, rule-breaking, prosdur, method, culture, and tradition. Bureaucrats are the
executors and executors of bureaucratic services, while bureaucracy is an organizational service that ensures the
regularity, accuracy, and effectiveness of public services. The concept of public management concept developed
around the 80s. marked by the emergence of the New Public Administration (Bellone, 1980) in Candler and
Ventriss (2006), The New Science of Organizations (Ramos, 1981), and most recently around the 90s appeared
in Candler and Ventriss (2006)a concept called New Public Management (Ferlie, 1996) in Tolofari (2005). In
fact, it seeks to brighten the concept of government relations with the public and increase responsiveness to
public needs, as well as institutionalize managerial practices in order to get used to carrying out an activity
effectively, efficiently and rationally. The role of public management in a country is so vital that Karl Polangi in
Tolofari (2005) says that the economic condition of a country depends heavily on the dynamics of public
management

Gray,Barbara (1989) in Ansell and Gash (2007) explains the role of public management in society to
ensure the equalization of national income distribution to the poor in a fair way, protect people's rights to
property ownership, and ensure freedom for the people to carry out their responsibilities, preserve the values of
society's traditions that vary greatly

Dimock, Gladys Ogden and Dimock, Marshall (1969) divided the four components of public
management: what the government did such as policy influence, political actions, the basics of authority,
Organizational Facilities and Infrastructure, goal setting, administrative policy into plans, how the government
organized the organization, personnel, financing, business, management structure in formal terms, how the
administrators realized cooperation, how the government remained in charge of both executive, judicial and
legislative oversight. Furthermore Dimock, Gladys Ogden and Dimock, Marshall (1969) divided the scope of
public management consisting of public policy, public bureaucracy, Public management, Leadership, public
service, staffing management, performance, and public management ethics

Osborn (2007) presented his paradigm namely Reinventing Government that the government should be
catalytic, empower the community, encourage the spirit of competition, be mission oriented, focus on results
and not the way, put the interests of customers first, be entrepreneurial, always strive to prevent problems or be
anticipatory, decentralized and market oriented. Hood's New Pablic Management (NPM) paradigm presents
seven doctrinal components: the utilization of professional management, the use of work indicators, greater use
of control output, shift of attention to the smallest units, a shift to higher competition, a private sector-style
emphasis on management practices, and an emphasis on discipline and higher savings in resource use.

Denhardt, Robert B. and Denhardt, Janet Vinzant (2003) The New Public Service (NPS) paradigm of
public management consists of serving citizens rather than as customers, prioritizing the public interest, more
appreciating citizenship than entrepreneurship, strategic thinking, acting democratically, recognizing that
accountability is not an easy one, serving rather than controlling, appreciating people not just because of their
productivity alone. Denhardt, Robert B. and Denhardt, Janet Vinzant (2000) to understand the development of
paradigms in state management science, reviewed from a shift in locus and the focus of a discipline. Focus on
questioning "what of the field" or the basic methods used or what scientific ways can be used to solve a
problem. Meanwhile, locus includes "where of the field" or the field or place where the method is used or
applied. Frederickson (1980) brought forth the New Public Administration management model. This paradigm
is a critique of the old state management paradigm that tends to prioritize the importance of economic values
such as efficiency and effectiveness as a benchmark for state management performance. According to the New
State management paradigm, in addition to achieving efficiency and effectiveness also has a commitment to
realize responsive and fair public management (social equity). In the 1980s — 1990s a new paradigm emerged
with various designations such as 'managerialism’, 'new public management’, ‘reinventing government', and so
on. The paradigm of state management born in the 1990s in fact contains criticism of the management of the old
model that is centralistic and bureaucratic. The basic idea of paradigms such as NPM and Reinventing
Government is how to adopt a management model in the business world to reform bureaucracy to be ready for
global challenges. In 2003, a New Public Service (NPS) paradigm was revealed by Dernhart and Derhart (2003).
This paradigm criticizes the points of thinking of the pro-market state management paradigm. The main idea of
the NPS paradigm is to realize the management of a country that values citizenship, democracy and human
rights. To give an idea of the development of paradigms in the theory of statemanagement.

Public satisfaction is a very important factor and the success of a public service, because the
community is the consumer of the products it produces. According to Hoffman and Beteson (1997), tampa
customers meant the institution did not exist. Public satisfaction according to Mowen (1995) all public behavior
towards the use of goods and services, therefore the achievement of fulfillment meets the needs and desires of
the community so as to achieve community satisfaction and further in the future can be achieved community
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loyalty. Because, if it is unable to meet the needs and satisfaction of the community so as to cause public
dissatisfaction resulting in his community loyalty will be lost and switched to private services. According to
Shaw, John. C (2003) there are two advantages of public services with the satisfaction of the community,
namely cheap service costs, improving the competence of products, organizations, and strengthening strategies
in the face of competition. To measure public satisfaction is used attributes that contain about how the
community assesses a product or service that it reviews from a customer's point of view.

B. Government Bureaucracy

The ethics of government bureaucracy are very much related to the need for service to the people, not
just for officials or officials. In the development of modern society according to Silo, Akbar (2005) bureaucratic
ethics and public management ethics are mutually influencing each other. The ethics of government bureaucracy
according to Gibson, James L, etal. (1995)uses a public policy approach in the relationship between
government and society. While public management ethics run the bureaucracy, it is vulnerable to problems that
arise in bureaucratic ethics.

Dwiyanto, Agus, et.al(2002) said that government officials in carrying out government duties and
providing services to the community are carried out with ethics in accordance with the expectations of the
community, to maintain public trust in the government. Ethics is useful for assisting people in determining a
moral response to a situation or unclear direction of action; lead the leadership in deciding what to do in
different situations; and assist leaders in deciding how to respond to demands from different stakeholders of
different organizations. Kumorotomo, Wahyudi (2005) said that the success of the government to prosper the
people is determined by the managerial ability of the government in utilizing all potential optimally. The ethics
of government bureaucracy are required to develop creative and innovative thinking to develop policies,
programs and services to the community, as well as empower its productive assets such as human resources to
improve people's well-being. Therefore, according to Dwiyanto, Agus, et.al(2002) the government is required to
formulate various creative policies in order to respond to and anticipate the changing demands of society, the
continuously changing development of the environment, and also the preparation of entering globalization with
intensecompetition.

C. Public Service Quality Dimension

The quality of service provided to the community is not only aimed at providing satisfaction, but
basing it on the general values of its governance. The quality of service is done not only oriented towards
material commitment, but as part of the value given to the community. The benchmark for assessing the quality
of services to the community is the standard of public service that has been set by the government against the
type of service provided.

Parasuraman (1995) states that "The quality that a consumer perceives in a service is a function of the
magnitude and direction of the gap between expected service and perceived service". This statement means that
the quality is determined by the customer's perception of the fulfillment of his expectations. To provide services
that are in accordance with the expectations of the community, what needs to be pursued is how to equate the
perception between the waiter and the recipient of the service. Thoha, Miftah(1995), mentioned that one of the
strategies and approaches in achieving professional and proportionate success is to do a perception between the
waiter and the recipient of the service, namely the plenary service and not to make a claim. Excellent service
excellence service always fosters a professionalism in the work for anyone and anywhere who applies it.
Meaning the quality of service is a combination of art and knowledge in uniting perception. Gronroos, C (1982)
said that the quality of service can be seen as the context of the art of tanning perception, which means that one's
ability to perform services to others is based on instink, talent and experience.

D. Motivation

Motivation according to Linder (1998) as a psychological process that determines the usefulness and
direction of behavior, the tendency to act in achieving certain unmet needs, an internal drive to satisfy unmet
needs and a willingness to achieve them. While Nelson and Spitzer (2003) initiated human internal energy that
encouraged humans to satisfy their needs, Mwangi (1994) considers it a psychological process in achieving
goals, direction and intensity in behaving is the primary responsibility for different work outcomes and is also
an important determining factor in measuring productivity. Motivation according to Mitchel et.al (2001) is also
a process that explains an individual's intensity, direction, and perseverance to achieve his goals. According to
Hersey and Blanchard (2005), motivation comes from the word motive, a person's main impulse of activity or
strength from within that encourages a person to act in a certain way through actions that lead to the
achievement of goals. A person's motivation depends on strong weak motives. Motive is defined as need, desire,
encouragement, movement in a person. Motive arises, maintains activity and determines the direction of one's
behavior Motivational theories are divided into two groups, namely content theory and process theory.
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Satisfaction theory is a theory that bases on individual needs and satisfaction factors that lead to acting and
behaving in a certain way. This theory focuses on factors in the person that corroborate, direct, support and stop
his behavior Classical Motivation theory by Taylor This theory was put forward by Fredrick Wislow Taylor.
According to this theory, the motivation of the workers is only to be able to meet the needs and satisfaction of
biological only. Biological needs are the necessary needs to maintain a person's survival. This biological need
will be met, if the salary or wages are given large enough. So if the salaries or wages of employees are increased
then their morale will increase (Hasibuan,2003).

Maslow's Need Hierarchy Theory Theory is also called A Theory of Human Motivation, put forward
by Maslow in 1943. The basis of this theory is that (a) man is a social being who desires; he always wanted
more and continued until the end of life. (b) a satisfied need is not a motivational tool for the culprit: only unmet
needs become motivational tools. (c) hierarchy needs as follows: (1) Physiological Need: (2) Safety and
Security Needs: (3) Affiliation or Acceptance Needs (Belongingness): (4) Esteem or Status Needs: (5) Self
Actualization (Hasibuan, 2003).

Herzberg's Two Factor Theory According to this theory the ideal motivation that can stimulate effort is
"the opportunity to carry out tasks that require more expertise and opportunities to develop abilities". The
interesting result of Herzberg's research is that when employees are satisfied with their work, that satisfaction is
based on intrinsic factors such as the success of achieving an acquired recognition, the nature of the work done,
the sense of responsibility, progress in the career, professional and intellectual growth experienced by a person.
Conversely, if the Employee is dissatisfied with his/her work, the dissatisfaction is generally associated with
factors that are extrinsic, meaning sourced from outside the employee's person, such as: organizational policy,

I11. Research Method

Expansive research, which explains certain characteristics of a phenomenon, is used to obtain
predictive indicators, in this study looking for findings of factors that influence the phenomenon of Health
Services in the local government of Luwu Regency of South Sulawesi. The location of this research is in the
luwu district of Sulawesi-selatan province. The population in this researchis determined by all health service
personnel inluwu district sejumlha 1,102 spread across 22 sub-districts in luwu regency. There will still be a
large number of populations in this study then the sample sample using the slovin formula with a margin of erorr
5%.Based on the notation of a large formula of minimal research samples by Slovin above, then if the
population is 1,102 people then the minimum sample will be studied with a margin of error of 5% so that the
number of samples in this study is 294 health servants. Descriptive analysis methods and inference analysis

IV. Results And Analysis

Based on the way values are determined in the model, then the test of this first model is grouped into
exogenous Vvariables and endogenous variables (endogenous variables) and endogenous variables are
variabelble) Exogenous variables are variables whose values are determined outside the model, whereas
endogenous variables are variables whose values are defined equations or from established relationship models.
Included in the group of exogenous variables are measurements of work environment, organizational culture,
job satisfaction, while those classified as endogenous variables are employee commitment and performance. The
model is said to be good when the development of hypothetical models is theoretically supported by empirical
data. The results of the structural equation modeling (SEM) analysis in the initial stage can be seen in the
following image.

SRUCTURAL EQUATION MODELING
HEALTH SERVICE PERSONNEL PERFORMANCE
Modification 1

From the evaluation of the model shows from the eight models of goodness of fit indices criteria look
there are still some not yet met the criteria, but looking at the number of indicators is relatively small namely 16
indicators (12 < m < 30), then there needs to be proof of whether there is a conformity between models with
data through the fulfillment of the goodness of fit indices criteria so that modifications are made by making
correlations between error indicators according to the instructions of modification indeces with the condition of
modification is done without changing the meaning of the relationship between variables. The final result in line
with the final model is as follows:
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Table 1. Evaluation of criteria Goodness of Fit Indices Overall Model Early Stage

Goodness of fit index Cut-off Value
Early Model Results Description
X2- Chi-Square 958,230>(0.05:395) Expected Marginal
=442,340 Small
Sig. Probability 0.000 >0.05 Marginal
CMIN/DF 2.426 <2.00 Marginal
Gfi 0.823 >0.90 Marginal
AGFI 0.792 >0.90 Marginal
TLI 0.831 >0.90 Marginal
Cfi 0.847 >0.90 Marginal
.06 MILES AWAY 0.070 <0.80 Good

The test results of the model presented in figure 4, above evaluated based on the goodness of fit indecess on
table 21, appear to have not met the criteria based on the goodness of fit indecess so that the second stage is
carried out

SRUCTURAL EQUATION MODELING
HEALTH SERVICE PERSONNEL PERFORMANCE
Modification 2

The test results of the model presented in figure 5, above are evaluated based on the goodness of fit indecess on
table 22, here with presented model criteria as well as critical values that have data conformity. Table 22.
Evaluation of Goodness of Fit Indices Overall Model criteria

Table 2. Evaluation of Goodness of Fit Indices Overall Mode criteria

Goodness of fit index Model Results Cut-off Value Description
X2- Chi-Square 117.886>(0.05:326) Expected Small Good
=366,525
Sig. Probability 0.060 >0.05 Good
CMIN/DF 1.124 <2.00 Good
Gfi 0.929 >0.90 Good
AGFI 0.896 >0.90 Marginal
TLI 0.895 >0.90 Good
Cfi 0.989 >0.90 Good
.06 MILES AWAY 0.021 <0.75 Good

From the evaluation of the model shows of the eight criteria goodness of fit indices all meet the criteria,
so that the model as a whole can be said to have matched the data and can be in further analysis Of the
evaluation of the model shows of the eight criteria goodness of fit indices all meet the criteria, so that the overall
model can be said to be in accordance with the data and can be further analyzed Discussion of the results of this
study is an explanation of the influence of each variable namely bureaucratic behavior, means and
infrastructure, organizational culture, motivation and performance of health care workers in Luwu Regency
observed, according to the results of the research analysis and outlined based on variable indicators, then
supported by several relevant theories and some previous research, More details can be described as follows:

DOI: 10.9790/487X-2209023355 www.iosrjournals.org 41 | Page



The Influenceof Bureaucracy, Infrastructure and Organizational Culture on Work ..

1. The effect of biracial behavior on work motivation.

The results of the study have proven that bureaucratic behavior variables negatively affect and are
insignificant to work motivation. This has implications that indicators of bureaucratic behavior variables have
not been able to contribute positively to the motivation of health care workers in Luwu Regency. The Health
Service Bureaucracy is one part of the government bureaucracy in Luwu Regency implemented by bureaucrats.
The bureaucratic behavior expected by the people of Luwu Regency is how he should behave as a minister and a
community servant, not show an attitude that only plays in power and strength.

Public service in the body of government agencies according to Susanto (2005) is judged to be less able
to fulfill its duties in accordance with public expectations. One of the obstacles is the form of bureaucratic
organization, so government bureaucracy is always the main highlight in every public service organization. The
Implementing of Health Services is still not compliant with the standard stipulated in carrying out its duties.
Deviation from the provision stipulated by acapkali without the consequences of the imposition of sanctions.
Weber (1948), an ideal bureaucratic organization, included structural characteristics, legislated rules,
regulations, and standardized procedures and the direction of action of organization members in achieving
organizational duties. Weber describes the development of a specific set of rules and guidelines for planning
organizational tasks and activities. Specialising in the role of organization members provides opportunities for
the worker division to simplify the worker's activities in completing complex tasks. By breaking down complex
tasks into specific activities, workers' productivity can be improved. The hierarchy of formal organizational
authority and the legitimacy of an organization member's power role are based on the expertise of individual
office holders, helping to direct intra-personal relationships among members of the organization to complete
organizational tasks.

The work of qualified personnel is based on the technical capabilities they have and the ability to carry
out the tasks charged to them. Managers must logically evaluate the requirements of job applicants, and
qualified individuals can be given the opportunity to do their job for the sake of the company. Able to exchange
responsible personnel. Being able to exchange this emphasizes the importance of the relative task of the
organization to be compared to the members of a particular organization carrying out its duties. Impersonality
and professionalism in intra-personnel relationships between members of the organization direct individuals into
the performance of organizational tasks. In principle, members of the organization should concentrate on the
organization's goals and put their own goals and needs first. Again, it emphasizes the high priority of the
organization's duties in its comparison with the low priorities of individual organizational members.

2. The effect of facilities and infrastructure on work motivation

The results have proven that variable means and infrastructure have a positive and significant effect on
work motivation. This has the implication that the better facilities and infrastructure will provide high work
motivation to the health care workforce in Luwu Regency. Utilization of facilities and infrastructure is carried
out by health care workers in Luwu Regency to provide services to patients to the maximum so that patients are
motivated and easier to receive services performed by health care workers. Variable utilization of facilities and
infrastructure is seen in 5 indicators namely Policy, implementation, Availability, Adequacy, Precise use of
tools.

The five indicators of utilization of facilities and infrastructure have ideal score scoring and
achievement of different scores. The most affecting indicator of utilization of facilities and infrastructure is that
the availability indicator of the facility is very important when blinded. In accordance with the results of the
analysis, the fact in the field when conducting the research is seen that the service personnel are motivated to
work, hospitals, health centers, buildings and clean rooms of vehicle parking spaces arranged neatly two-
wheeled vehicles and four each place,

Meanwhile, related to the utilization of existing fire disaster management facilities and infrastructure,
in this case it can be seen that its utilization before the disaster occurs still needs to be improved. As it is known
that preparedness to deal with disasters in this case is an action that must be pursued. That is, disaster
preparedness does not just grow but requires effort to achieve it. The main goal of establishing disaster
preparedness is to foster toughness when disasters occur. 10 This toughness can certainly only be prepared in
the moments before a catastrophic event actually occurs. This is the underlying need to optimize the utilization
of facilities and infrastructure before emergencies occur. Especially through training on the use of facilities and
infrastructure as well as simulations that resemble the conditions of disaster.

Simulation of the use of facilities and infrastructure needs to be done to ensure that every employee in
the hospital has an understanding of it. The ability to use fire disaster management facilities and infrastructure
by every employee will be very beneficial if the disaster actually occurs because every employee becomes better
prepared to contribute in an effort to minimize the number of casualties. Therefore, both medical and non-
medical staff must have the basic ability to use these facilities and infrastructure. Meanwhile, simulations
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resembling real disaster conditions in this case are necessary to train the mental readiness of hospital employees.
As it is known that the condition of the fire disaster is very likely to cause panic for the employees. Therefore, if
the simulation is only done under normal conditions then mental readiness is not trained enough. As a result,
when a fire disaster occurs and the employees experience panic, then the theory of fire disaster management
given during normal simulation will be difficult to practice. It is this condition that encourages the need for
simulation with a state resembling a real disaster

The results of this study support and strengthen the results of previous studies such as research
conducted by Hidayatulloh, 1.B.M (2019). Berda with the results of research conducted by Fragawaty, 2019)
stated that the means and infrastructure are not significant to motivation.

3. The influence of organizational culture on work motivation

The results of the study have proven that the cultural variables of the organization have a positive and
significant effect on the motivation of the work, the better the culture of the organization then the higher the
level of work motivation that employees have, This gives the implication that indicators of the cultural variables
of the organization are able to contribute positively to the motivation of the workforce temaga health service in
Luwu Regency The culture of the organization is the pattern of value created from members of that organization
, it is then seen as a shah-accepted step and can be used as an indicator to solve problems. Sigler and Pearson
(2000), and Schein (1985, 1992) that the value created, then believed in that value, would be a bond for fellow
workers to be strategised in achieving the goal. Strong togetherness according to Marcoulides and Heck (1993)
can create value that needs to be maintained. The value of a togetherness in a positive sense is difficult to create
because of different interests, so it is necessary toyamaan the vision and mission that must be lived together.
Organizational cultural development, in line with environmental changes. A good organizational culture is more
flexible to adapt to environmental changes, meaning it is not rigid and evolving. The culture of the organization
itself is measured externally, and measured internally. According to Martinsons and Chong (1999) that
organizational culture creates a culture of change, especially in technology. That opinion means inwardly, the
culture of the organization always leads to better change, and outwardly the culture is very dynamic towards its
environment.

Organizational culture can realize value in the form of quality and practical management
implementation. Sousa- Poza,Nystrom, and Wiebe research, (2001) that every organization should have an
organizational culture that supports the implementation of better work. Some research identifies the cultural
character of organizations that can create better work implementation. Prajogo and McDermott (2005) Cultural
organizations that create good work implementation consists of several indicators, namely group culture,
Developmental culture developmental culture, and rational culture culture. All of these indicators are very
decisive in the creation of a healthy organizational culture. Furthermore Prajogo and McDermott (2005) said
that there is an unhealthy organizational culture that adheres to the term hierarchical culture that always sees the
level of seniority, age, and rank, and ignores the goals of the organization itself.

The same result was found by Mohamed and Abukar (2013) that the culture of the organization had a
positive and significant impact on employee performance The statement was reinforced by the findings from
Njugi and Nickson (2014), that the culture of the organization has a positive and significant impact on employee
performance, where a stronger culture will provide direction and value for employees in the organization to
perform tasks and work , so that employee performance becomes increasing.

4. The effect of work motivation on the performance of health care workers

The results have proven that work motivation variables have a positive and significant effect on the
performance of service personnel. This gives the implication that the higher the motivation of the work will
improve the performance of health care workers in Luwu Regency indicators of bureaucratic behavior variables
have not been able to contribute positively to the motivation of the health service temaga workforce in Luwu
Regency,

David McClelland explains about one's desire to achieve high performance. The results of research on
the motivation of achievement show the importance of setting targets or standards of success. Employees with
high-achieving motivation will have a high desire to work. Employees are more concerned with satisfaction
when a target has been achieved than a reward for that performance. This doesn't mean they don't expect
rewards, but rather they like challenges.

Achievement motivation that includes personal responsibility, the need to achieve achievement,
feedback and take moderate risks. The need for power motivation, which includes competition, affects others.
Affiliation motivation that includes friendship, cooperation and feelings of acceptance.

In a work environment, the three kinds of needs are interconnected, because each employee has all
these needs at different rates. A person can be trained to improve one of these three needs factors. For example,
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to increase the need to achieve work, employees can sharpen the level of achievement needs by lowering the
needs of others.

Manullang (2001:194) motivation is a job done by a manager to inspire, encourage and encourage
others. In this case, the employees to take action, this encouragement aims to encourage the employees so that
they are excited and can achieve the results as desired from those employees. Employees are one of the key
companies in the effort to develop themselves. The existence of employees is absolutely necessary to build a
maximum performance so that the company's goals are achieved. Maximum performance can be measured
based on high capability. The higher the level of work ability indicates that the company's performance is
getting better. Therefore, if the employee is properly noticed, of course a company will be more advanced and
growing. The performance itself can be interpreted as the number of results achieved by an employee within a
certain period of time. In general performance contains a sense of comparison between the results achieved and
the overall resources used. According to Gibson (in Warsito, 2008:99), individual performance is influenced by
motivating factors, ability, and work environment. On the basis of the above understanding, it can be drawn the
understanding that one of the efforts to improve employee performance is to provide work motivation to
employees. According to M. Manullang (2001:194) motivation is a job done by a manager to inspire, encourage
and encourage others. In this case, the employees to take action, this encouragement aims to encourage the
employees so that they are excited and can achieve the results as desired from those employees. Theoretically,
work motivation can be implemented consisting of existential needs, relationship needs, growth needs (Warsito,
2008:105).

On the basis of research conducted, the policy provides motivation for work in PT. Kebon Agung
Kebon Agung Malang Sugar Factory is seen as appropriate so as to improve employee performance. The
provision of work motivation is directed at fulfilling the physical and mental needs of employees and their
families so that it will be able to create calm, work spirit, dedication, discipline, and employee loyalty towards
the company so that labour turnover is relatively low. Understanding the role of work motivation in improving
employee performance leads to an understanding of how important work motivation is as part of the company's
efforts to improve employee well-being that ends in improved performance. With high performance in each
aspect according to the field of duties and responsibilities of employees, will create a good synergy within the
company. This will make the company able to compete and grow for the sake of the company's own progress.
Dobre (2013), Cucu-Ciuhana and Alexandru (2014), Pahri Yamsulet.et.al. (2013), Imran Malik,et.al (2011),
Connie and Ismail (2015), Irum,et.al (2014), Belly (2015), and Neha and Avni (2017), Connie Bao and Ismail
Nizam (2015), Dobre, Ovidiu-lliuta (2013), Hani Sakina Mohamad Y usof ,et.al. (2017)

5. The effect of bureaucratic behavior on the performance of health care workers

The results have proven that the variable behavior of the bureaurasi has a positive and insignificant
effect on the performance of health care workers. This has the implication that the better the behavior of the
organization the more the performance of health care workers. This is in line with the opinion of lupiyoadi
experts, Rambat (2001:148) namely "the ability of an organization to show existence to external parties. The
appearance and capability of the physical facilities and infrastructure of the organization and the state of the
surrounding environment is a tangible proof of the services provided by the service provider, which includes
physical facilities (buildings, warehouses, etc.), equipment and equipment used (technology), as well as the
appearance of its employees". Direct evidence in Fandy Tjiptono (1996) is "physical evidence of services, can
be physical, used equipment, physical representation of services (e.g., plastic credit cards)". Meanwhile, Kotler
(1997:53) revealed that direct evidence is "physical facilities and equipment as well as the appearance of
professional employees".

The results of this study in accordance with the opinion stipulated by Kumorotomo, Wahyudi (2005)
said that the success of the government to prosper the people is determined by the managerial ability of the
government in utilizing all its potential optimally. The ethics of government bureaucracy are required to develop
creative and innovative thinking to develop policies, programs and services to the community, as well as
empower its productive assets such as human resources to improve people's well-being. Therefore, according to
Dwiyanto, Agus, et.al(2002) the government is required to formulate

creative policies in order to respond to and anticipate the changing demands of society, the continuous
development of the environment, and also the preparation of entering globalization with intense competition.
This research reinforces research conducted by Samiruddin and Yasir (2016), Dobre (2013)Matte(2017),Imran
and Daniel (2016),Muhammad Yusuf,et.al (2016), Hicks, H.G and Ray Gullet, G. (1996), Barnes (2003) Kotler
(2003), Gummesson in Tjiptono and Chandra (2005), Wahyuddin and Muryati (2001), Susanto (2001),
Gunawan (2003) Muhaemin (2003) 2005) DuBrin (2005) Siagian (2002) Mintzberg in Luthans (2002) and
Sutiadi (2003) ,Yasin (2001), and Anoraga et al. (1995) in Tika (2006).
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6. The effect of facilities and infrastructure on the performance of health care workers

The results have proven that variable facilities and infrastructure have a positive and significant effect
on the performance of service personnel. This gives the implication that indicators of variable facilities and
infrastructure are able to contribute positively to the performance of health care workers in Luwu Regency, can
be seen from the respondent’s response to varaibel facilities and infrastructure with an average of 4.16, meaning
that the number of respoden as many as 294 people expressed agreeing from all statements presented on the
questionnaire, that is how respondents responded to the performance of health service workers in Kabupten
Luwu. The Luwu Regency Government has prepared sufficient health care facilities and infrastructure. Public
service performance according to Klein and Sorra's (2001) is highly determined by the availability and adequacy
of work facilities, as an indicator of enabling in an organization, because Klein and Sorra's say that indicators of
means and infrastructure are availability, adequacy, and appropriate use of a work equipment. Support of
organizational facilities and infrastructure according to Shortell et al (1995) is seen from two indicators of
implementation policy and practical policy. The local government of Luwu Regency has also implemented the
policy in question, because the policy aims to support the procurement of the facilities and infrastructure of the
work, also aims to regulate its utilization. This research shows that the quality of facilities and infrastructure to
the performance of health care workers both in theory and the survey results can be proven by the analysis of the
structural equation model by correlated indicators of exogenous variables with endogenous giving maximum
results. Tjiptono and Chandra, 2005), Oliver in Barnes (2003),Imran Malik,et.al (2011),Gummesson in Tjiptono
and Chandra (2005), Wahyuddin and Muryati (2001), Muhaemin (2005), and Azhar Kasim

7. The influence of organizational culture on the performance of health care workers

The results have proven that organizational cultural variables have a positive and significant effect on
work motivation. This has implications that indicators of the cultural variables of the organization are able to
contribute positively to the performance of health care workers in Luwu Regency. This shows that the higher the
Organizational Culture, the more it will improve the performance of health workers. If the culture of the
organization consisting of group culture, development culture, rational culture of law-abiding culture, culture of
tolerance, culture of responsibility can be fulfilled will improve the performance of health workers di

Luwu Regency. In this case, the culture of the organization in puskesmas is strong and encourages its
employees to continue to improve performance. Based on the tabulation of answers from respondents it can be
known that the average results of organizational cultural variables are high. This indicates that the culture of the
organization located in the health service personnel in Luwu District encourages its employees to improve their
performance in providing the best service for visitors and in accordance with the operational standards of
procedures of the Luwu District Health Office.
It seems that robbins and Coulter if an organization has a strong culture, employees will give greater loyalty
than those in organizations with weak cultures.
It seems that robbins and Coulter if an organization has a strong culture, employees will give greater loyalty
than those in organizations with weak cultures. It can be concluded that the hypothesis built in this study has
consistency and similarities to strengthen the findings of previous research, namely fahreza research and friends
that organizational culture positively affects employee performance.
Fakhar etal (2012), Cucu-Ciuhana and Alexandru (2014), Pahri Yamsulet.etal. (2013), Waheed Ali
Umrani,et.al. (2017), Hani Sakina Mohamad Yusof .etal. (2017), Waheed etal (2017), Mariama and
Wilberforce (2013), Cooper (1994), Sousa-Poza,Nystrom, and Wiebe, (2001), Prajogo and McDermott (2005),
Sigler and Pearson (2000),Schein (1985, 1992) Marcoulides and Heck (1993),Waldman (1993), Martinsons and
Chong (1999),and Brahmasari (2004).

8. The effect of biracial behavior on the motivation of work and the performance of health care
workers.

The results have proven that bureaucratic behavior variables have indirectly had a positive but insignificant
effect on the performance of service personnel through work motivation. This gives the implication that
indicators of organizational behavior variables namely Directive Behavior, Supportive Behavior, Participatory
Behavior, Achievement Oriented Behavior, Achievement Oriented Behavior of the five indicators provide a
mean value of 4.27 this proves that the perception of the respondents of a total of 294 people gives respondents
agree to bureaucratic behavior, indicators of the performance of the health care workforce namely Patient
satisfaction, Quality of work, Quantity of work, Creative, Productive, Daring to Take Risks , Protect, Wise
based on the respondent's response gives a mean value of 4.16 means based on the respondent's response to
agree.

Indicators of bureaucratic behavior, work motivation and performance of health care workers after correlated
each indicator based on modivication indeces Strutural Equation Modeling with software Analysis of
Covariance Structures (Amos) has not been able to provide a significant effect in improving the performance of
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health care workers in Luwu Regency. However, it appears that the motivational variable as an intervening
variable cannot mediate the bureaucratic variables and performance variables of health care workers so it can be
concluded that these three varaibel have indicators According to the results of the analysis, the fact that the field
when conducting this study appears that basically bureaucratic behavior has not been supported as well as the
means and infrastructure

incomplete work when compared to the breadth and number of residents to be served. This can be seen from the
capacity of the service room which is still very small. The facilities of the building are less supportive, where the
function of the room is used as an administration room as well as a patient examination room. In addition, there
is still a health center that does not have proper laboratory facilities, accompanied by toilet facilities and clean
water sanitation, this is one of the causes of work motivation not being able to mediate bureaucratic behavior
towards the performance of health care workers in Luwu Regency. This is in contrast to Matte's 2017 opinion
that bureaucratic behavior can coordinate all bureaucratic apparatus to achieve the performance of public service
organizations. Imran and Daniel (2016) autonomous bureaucratic management can speed up the completion of
work in public services by government employees.

9. The effect of facilities and infrastructure on the motivation of work and the performance of
health care workers.

The results have proven that variable facilities and infrastructure have indirectly had a positive and significant
effect on the performance of service personnel through work motivation. This shows that the more complete the
facilities and infrastructure, the more it will improve the performance of health care workers. If the facilities and
infrastructure consisting of implementation policy, Availability, Adequacy, Appropriate, fulfilled tools will
improve the performance of health workers in Kabupate Luwu Hasibuan (2010:141) argue that work motivation
is very important for employees because with work motivation it is expected that individual employees will
work hard and enthusiastic to achieve high work productivity. With regard to Sunyoto Motivation (2013: 1)
stated work motivation is as a condition that encourages the desire of the individual to do certain activities to
achieve his/her wishes. The means and prasarna constructs have a high average value meaning that most
respondents rate that the indicators of the means and infrastructure are good (satisfactory, or often applied) in
associate with loading factor, loading factor is a large correlation between indicators and latent constructs. In
many social studies, measurements of a construct are very often done indirectly through its indicators. Indicators
with high loading factors have a higher contingency to explain the latent construct. On the other hand, indicators
with low loading factors have weak contributions to explain their latent constructs. In most reference weight
factors of 0.50 or more are considered to have validation strong enough to explain latent constructs (Hair et al,
2010; Ghozali, 2008). Indicators have high loading factor and high average. High loading factor is interpreted
that the observation results in this indicator are very varied or "uneven". There are respondents who have very
high scores and some other respondents have very low scores. The trend in general with a high average can be
interpreted that the main indicators of latent constructs have been rated well by most respondents so it is
appropriate to continue to maintain or "keep up the good work".

10. The influence of organizational culture on the motivation of work and the performance of health care
workers.

The results have proven that bureaucratic behavior variables have indirectly had a positive and significant effect
on the performance of service personnel through work motivation. This gives the implication that indicators of
organizational cultural variables namely group culture, development culture, rational culture of law-abiding
culture, culture of tolerance, culture of responsibility well implemented will improve the performance of health
care workers in Kabupate Luwu Cultural organization is a pattern of value created from members of that
organization, then seen as a shah accepted step and can be used as an indicator to solve problems. Sigler and
Pearson (2000), and Schein (1985, 1992) that the value created, then believed in that value, would be a bond for
fellow workers to be strategised in achieving the goal. Strong togetherness according to Marcoulides and Heck
(1993) can create value that needs to be maintained. The value of a togetherness in a positive sense is difficult to
create because of different interests, so it is necessary toyamaan the vision and mission that must be lived
together.

The culture of the organization is related to the context of its organizational development, meaning the culture is
rooted in the history of the organization, believed together and not easily manipulated directly (Schenieder,
1996, in Suhartono Cahyono 2005). According to Stoner in Waridin & Masrukin (2006), culture (cultur) is a
complex combination of assumptions, behaviors, stories, myths, metaphors and various other ideas that become
one to determine what it means to be a member of a particular society. Organizational culture or corporate
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culture is often interpreted as values, symbols of symbolism that are understood and adhered to together, which
belong to an organization so that members of the organization feel oneluaga and create a condition that members
of the organization feel differently from other organizations Based on the results of mcclelland research, Edard
Murray, Miller and Gordon W, 2002), concluded that there is a positive relationship between the motivation of
achievement and achievement. This means that high-achieving managers tend to have high work performance,
and vice versa if those whose work performance is. low are possible due to low-achieving motivation (Anwar
P.M., 2004). The organization's cultural and motivational relationship with the performance of health care
workers is constantly surrounded by organizational culture. Organizational culture forms a background related
to the environment, working conditions, attitudes, behaviors, and perceptions of employees in the organizations
in which they work. Behaviour is part of a culture that deals with performance because by behaving one will be
able to obtain what He wants and what He expects. The behaviors generated by the employee are the result of
the motivation he gets in the organizational environment. In Kotter and Heskett's research of 207 companies in
the world whose activities are located in the United States obtained four conclusions that have been summarized
(Moh.Pabundu Tika, 2006: 139) among others, the culture of the organization can have a meaningful impact in
the performance of the organization long term. Organizational culture may be an even more important factor in
determining the organization's success in the decades to come. A culture that numbers performance results in
negative performance impacts for a variety of reasons. The main reason is the tendency to discourage
organizations from accepting the necessary changes in tactics and strategies. Organizational cultures that hinder
the improvement of long-term performance are quite numerous, cultures easily developed even in organizations
full of clever and common-sense people. Cultures that encourage inappropriate behavior and inhibit changes
toward more precise strategies tend to emerge slowly without being targeted for years, usually when
organizations are working well. While it's hard to change, organizational culture can be created to be more
performance enhancing. Kotter and Heskett (1997: 70) also said that: A strong culture can produce effects that
greatly affect individuals and performance, even in an environment where competing influences can be greater
than other factors such as organizational structure, financial analysis tools, leadership and others. An
organizational culture that easily adapts to adaptive times is what can improve performance.

VI. Conclusions And Suggestions

Based on the analysis of the results and discussion of research on the influence of Bureaucratic Behavior,
facilities and infrastructure and organizational culture on the motivation of work and performance of health care
workers, it is concluded that: (1) Directly the behavior of bureaucracy negatively and significantly affects
motivation. This shows that the more bureaucracy that health care workers do, the less motivation they work.(2)
Directly the facilities and infrastructure have a positive and significant effect on work motivation. This indicates
that although hospitals and health centers have incomplete advice and infrastructure where researchers conduct
research health care workers still have high work motivation.(3) Directly the culture of the organization has a
positive and significant influence on work motivation. This means that the program of application of
organizational culture in accordance with the oprasional standards of the health office in Luwu Regency.(4)
Directly the motivation has a positive and significant influence on the performance of health care workers. This
means that the better work motivation will improve the performance of health service workers (5) Directly
bureaucratic behavior has a positive and insignificant influence on the performance of health care workers. This
means that the bureaucratic behavior applied has not been able to significantly affect the performance of health
care workers.(6) Directly the facilities and infrastructure have a positive and significant influence on the
performance of health care workers. This is a sign that although the facilities and infrastructure of hospitals and
health centers are not complete, health care workers continue to improve their performance.(7) Directly the
culture of the organization has a positive and significant influence on the performance of health care workers. It
is clear that a good organizational culture can improve the performance of health care workers.(8) Indirectly,
bureaucracy has an insignificant effect on the performance of health care workers through work motivation. This
means that work motivation variables as intervening variables cannot mediate bureaucratic variables and
healthcare personnel performance variables.(9) Indirectly the facilities and infrastructure of health care workers
through work motivation have a positive and significant influence on the performance of health care workers.
This means that the variable motivation of work as an intervening variable is able to mediate the variables of
means and infrastructure and performance variables of health care workers.(10) Indirectly the organization's
culture of health care personnel performance through work motivation has a positive and significant influence
on the performance of health care workers. This means that work motivation variables as intervening variables
are able to mediate organizational cultural variables and health care worker performance variables.

Based on the results of the research and conclusions that have been presented then further put forward
some suggestions as giving bureaucratic behavior negative and significant effect on work motivation so that it is
suggested that the implementation of bureaucratic behavior should better understand the ability of health care

DOI: 10.9790/487X-2209023355 www.iosrjournals.org 47 | Page



The Influenceof Bureaucracy, Infrastructure and Organizational Culture on Work ..

workers to be seen from the resources owned, in instructing a task to the service personnel should provide a
prior explanation to the health care workers, it is done to reduce the level of error in carrying out the task and
delegate of authority given should be in accordance with the task and function a health care professional.

[1].

2.
[3].

[4].
[5].

[6].
[71.

8.
[9].

[10].
[11].
[12].
[13].
[14].
[15].
[16].
[17].
[18].
[19].
[20].
[21].

[22].
[23].

[24].
[25].

[26].

[27].
[28].

[29].
[30].

[31].
[32].

[33].
[34].

[35].
[36].
[37].
[38].
[39].
[40].
[41].
[42].

[43).
[44].

[45].

References
Abdul Mahsyar2011 Public Service Issues In Indonesia In Public Administration Perspective.Journal of Otoritas Vol. I, No. 2. It's
81- 90.
Agussalim.2011. Sulsel IPM Improvement Strategy. Agusssalim Blog Download on November 20, 2011
Alexander JA.et.al .2006. The Role of Organizational Infrastructure in Implementation of Hospitals' Quality Improvement. Hospital
Topics: Research and Perspectives on HealthcareVol. 84, no. 1 Winter 2006.
Alexander JA.et.al .2006. The Role of Organizational Infrastructure in Implementation of Hospitals' Quality Improvement
Al-Habil, Wasim 1.2011. Rationality and Irrationality of Max Weber's Bureaucracies.The Islamic University, Gaza, Occupied
Palestinian Territories. International Journal of Management & Business Studies IJMBS Vol. 1, Issue 4, Oct-Dec 2011
Ansell, Chris and Gash, Alison.2007. Collaborative Governance in Theory and Practice. The Journal of Public Administration
Research.Advance Access publication on November 13, 2007
Arbuckle. 2006. Amos 7.0 User's Guide , Chicago, IL:SPSS Inc.
Argyle, A., 1969. Social Interaction. Atherton Press, New York.
Argyris, et.al. 1964."The Nature of the Entrepreneur", in Personnel Psychology.
Arikunto, S., November 2002, Research Procedure: A Practice Approach, Revised Edition V, Rineka Cipta, Yogyakarta.
Arikunto, S., October 2000, Research Management, New Edition, Rineka Cipta, Jakarta.
Ariola, M.2006. Principles and Methods of Research. Rex book store, Inc.
Arren, Alvin and James K.Loebbecke. 2000. Auditing an Integrated Approach. 8th Edition. Prentice-Hall International. New Jersey.
Arsyad, Lincolyn. 2004. Economic Development, Yogyakarta : STIE YKPN.
As'ad, M, 1995. Human Resource Management Science Series: Effective Leadership in Enterprise (A Psychological Approach).
Liberty Publishers. Yogyakarta.
Asal Aghaz and Asra Tarighian.2016. Employee engagement and two types of bureaucracy:An investigation into the top-four
Iranian universities. Iranian Journal of Management Studies (IJMS) Vol. 9, No. 4, Autumn 2016
Asbjarn Sonne Ngrgaard.2018.Human behavior inside and outside bureaucracy: Lessons from psychology. Journal of Behavioral
Public Administration Vol 1(1), pp. 1-16.
Azhar Kasim.2013. Bureaucratic Reform and Dynamic Governance for Combating Corruption: The Challenge for
Indonesia. International Journal of Administrative Science & Organization, January 2013 Volume 20, Number 1.
Central Bureau of Statistics.2102.South Sulawesi in Numbers
Baird, 1986, Managing Two Fits of Strategic Human Resource
Management, Academy of Management Review 13 (1): 116-128. Baldwin J.Norman 1990, Public Versus Private Employees:
Debunking
Stereotypes.Fall 1990-Spring 1991 Vol.11 No.1-2 pp 1-27
Tires, Carolyn.2010. Reforming the staffing process in the European Union Institutions: Moving The Sacred Cow Out of The Road.
International Review of Administrative Sciences Vol 76(1):5-24
Barata, Atep Adya.2003.Prima Service Basics, PT. Elex Media Komputindo, Jakarta
Barnes, James G. 2003. Secrets of Customer Relationship Management ( Andreas Winardi Translation). Yogyakarta: Andi
Publishers.
Bass, B.M., & Avolio, B.J.1994. Improving organizational affectiveness through transformational leadership. Thousand Oaks, CA :
Sage.
Bastian, Indra. 2006. Public Sector Accounting System. Issue 2. Publisher salemba Four. Jakarta
Bellone, Carl J.1980. Organization Theory and the New Public Administration. Allyn & Bacon, Incorporated. ISBN-10:
0205069975 | ISBN-13: 9780205069972
Belly Onanda.2015.The Effects of Motivation on Job Performance The Effects of Motivation on Job Performance A Case Study of
KCB Coast Region.International Journal of Scientific and Research Publications, Volume 5, Issue 9, September 2015.
Belopa, Lagaligopos.Com.2017. (http://lagaligopos.com/read/angkat- death-baby-high-this-word-dinas-kehatan-luwu/Bennins, W.
1989.0n becoming a leader. Reading, MA : Addison — Wesley.
Bennis, W.G., & Nanus, B. 1985. Leaders : The strategies for taking charge. New York : Harper and Row
Berry, A. J., Capps, T., Cooper, D., Ferguson, P., Hopper, T. and Lowe, E. A. 1985. "Management Accounting in An Area of The
NCB: Rationales of Accounting Practices in A Public Enterprise." Accounting Organization and Society, Vol. 10, pp. 3-28.
Bertens, K. 1977. Ethics. Pt. Gramedia Main Library, Jakarta.
Black, Bernard S.; H. Jang and W Kim.2003.Does Corporate Governance affect Firm Value? Evidence from Korea". http://papers.
ssrn.com
Blake, R.R., Mouton, J.S. 1964. The managerial grid : Key orientations for achieving production through people. Houston, TX :
Gulf.
Blake, R.R., Mouton, J.S. 1982. The managerial grid I1I. Houston, TX : Gulf.
BPS.2017.Luwu Regency in Numbers downloaded November 26, 2018. https://luwukab.bps.go.idhttp://luwukab.bps.go.id.
Bradiey, P. H. The folk-linguistics of women's speech: An empiricai investigation. Communication Monographs, 1981, 48, 73-90.
Bradley, P.H., & Baird, J.E.1980. Communication for business and the professions. Dubuque, lowa: Wm. C. Brown.
Brahmasari Ida Ayu, 2004. Influence of Corporate Cultural Variables on Employee Commitment and Company Performance of
Jawa Pos Press Publishing Group, Dissertation of Airlangga University, Surabaya.
Bryson, John M.1995.Strategic Planning for Public and Non Profit Organizations, A Guide to Strengthening and Sustaining
Organizational Achievement, Revised Edition, Josey-Bass Publisher, San-Francisco
Burgers, W. P., Hill, C. W. L. and Kim, W. C. 1993. "The Theory of Global Strategic Alliances: The Case of The Global Auto
Industry." Strategic Management Journal, Vol. 14, pp. 419-432.
Burns, J.M. 1978. Leadership. New York : Harper and Row.
Caldwell, D.F., Chatman, J.A., & O'Reilly, C.A.1990. Building organizational commitment: A multifirm study. Journal of
Occupational Psychology, 63, 245-261.
Candler, Gaylord George and Ventriss, Curtis.2006. Symposium—The Destiny of Theory: Beyond The New Science of
Organizations. Journal of Administrative Theory & Praxis Vol. 28, No. 4, 2006: 495— 500 R

DOI: 10.9790/487X-2209023355 www.iosrjournals.org 48 | Page



The Influenceof Bureaucracy, Infrastructure and Organizational Culture on Work ..

[46].

[47].
[48].

[49].
[50].

[51].

[52].
[53].

[54].
[55].

[56].
[57].

[58].
[59].

[60].
[61].

[62].
[63].
[64].
[65].
[66].
[67].

[68].
[69].

[70].
[71.
[72l.
[73].
[74].
[75].
[76].
[771.

[78].
[79].

[80].

[81].
[82].

[83].
[84].
[85].

[86].

[87].

[88].
[89].

Cannon, J. P. and Perreault, W.D. 1999. "Buyer-Seller Relationships in Business Markets." Journal of Marketing Research, Vol. 36,
pp. 439- 460.

Cascio, Wayne F.1992.Managing Human Resources : Produktivity, Quality, of Work life, Profits, McGraw-Hill, Inc., New York
Chin, W.W., Newsted, P.R., 1999. Setructural Equation Modelling Analysis with Small Samples using Partial Least Square. In:
Hoyle, R.H. (Ed), Statistical

Chinn, Richard.2000.Corporate Governance Handbook, Gee Publishing Ltd. London, 2000.

Cole, Alistair, Douzans, Jean, and Eymeri, Michel .2010. Administrative Reforms and Mergers in Europe.International Review of
Administrative Sciences 76(3) 395-406

Connie Bao and Ismail Nizam.2015. The Impact Of Motivation On Employee Performance In The Electronics Industry In China.
International Journal of Accounting & Business Management Vol. 3 (No.2).

Cooper, R. B. 1994.The Inertial Impact of Culture on IT Implementation”, Information & Management, (27:1), pp.17-31.

Crawford. M. 2005. Leadership and Teamwork in Education Management. Leadership and Teams in Educational Management.
Jakarta. Gramedia Widiasarana Indonesia.

Daniri Mas Ahmad.2005. Good Corporate Governance : Concept and Application in Indonesia. Ray Indonesia, Jakarta, 2005.
Darmawati, Deni et.al. (2004.Corporate Governance And Company Performance Relations. National Symposium on Accounting
VII, Denpasar, December 2-3.

Das, T. K. and Teng, B. 1998. "Between Trust and Control: Developing Confidence in Partner Cooperation in Alliances." Academy
of Management Review, Vol. 23, pp. 491-512.

Dawn N. Jutla. 2002. E-Government In Execution:Building Organization Infrastructute. ECIS 2002 « June 68, Gdansk, Poland
Contents.Faculty of Commerce, Saint Mary's University, Halifax, NS, B3H 3C3, Canada

Deal, T.E., & Peterson, K. D. 1994. The leadership paradox : Balancing logic and artistry in school. San Francisco : Jossey — Bass.
Demir, Tansu.2009. Politics and Administration Three Schools, Three Approaches, and Three Suggestions. Journal Of
Administrative Theory & Praxis.December, Vol. 31, No. 4, pp. 503-532. University of Texas at San Antonio

Denhardt, Janet V. and Denhardt, Robert B.2003, The New Public Service : Serving, not Steering, New York, M.E. Sharpe, Inc.
Denhardt, Robert B. and Denhardt, Janet Vinzant.2000. The New Public Service:Serving Rather than Steering.Journal of Public
Administration Review.November/December, Vol. 60, No. 6 Arizona State University

Dernhart, Janet V. and Dernhart, Robert B.. 2003. The New Public Service : Serving, not Steering. M.E Sharpe, New York.
Dernhart, Robert B.2008. Theories of Public Organization. Thomson & Wadsworth. USA. Fifth Edition

Dimock, Gladys Ogden and Dimock, Marshall E.1969.Public Administration.Holt McDougal.ISBN-10: 0030772257 | ISBN-13:
9780030772252

Djohermansyah,Djohan.2002. Supervisory System in The Implementation of Local Government. Journal of Government Sciences
Edition18

Dobre, Ovidiu-lliuta.2013. Employee motivation and organizational performance. Review of Applied Socio- Economic
Research.Volume 5, Issue 1/ 2013, pp. 53.

Dooren, Wouter Van, Bouckaert, Geert, and Halligan,John.2010. Performance Management in the Public Sector. Routledge, 2 Park
Square, Milton Park, Abingdon, Oxon OX14 4RN. USA and Canada

Dubrin Andrew J., 2005. Leadership (Translation), Second Edition, Prenada Media, Jakarta.

Dunleavy, Patrick.2018. The civil service and public services management systems. The London School of Economics and Political
Science. Chapter - November. Pp 224 - 236. ( https://www.researchgate.net/publication/328673571 )

Dwiyanto Agus, Partini, Ratminto, Wicaksono Bambang, Tamtiari Wini, Kusumasari Bevaola, and Nuh Muhamad. 2002. Reform
of Public Bureaucracy in Indonesia. Center for Population and Policy Studies (PSKK), UGM., Yogyakarta.

Dwiyanto, Agus and Kusumasari. 2001. Public Service Performance in CPPS-Gadjah Mada University Policy Brief, Number :
01/PB-E/2001.

Dwiyanto, Agus, et al.2003, Reform of Governance and Regional Autonomy, Center for The Study of Sitting and Policy of Gajah
Mada University, Yogyakarta.

Dwiyanto, Agus, et.al 2002. Reform of Public Bureaucracy in Indonesia. Yogyakarta : PSKK-UGM Publisher.

Dwiyanto, Agus, et.al.2003.Reform of Governance and Regional Autonomy.

Dwiyanto, Agus, Partini, Ratmito, Wicaksono, Bambang, Tamtiari, Wini, Kusumasari, Beveola, nuh, Muhammad, 2002, Public
Bureaucratic Reform in Indonesia, published ugm Center for Population and Policy Studies, Galang Printika, Yogyakarta
Dwiyanto,Agus. 1995. Assessment of The Work of Public Service Organizations, Public Organization Performance Seminar Paper,
UGM Fisipol, Yogyakarta.

Ellas, Maria Veronica.2012.Governing From The Groud Up:Rediscovering Mary Parker Follett.Journal Of Public Administration
and Management ,VVolume 15, Number 1, 9-45

Engel, et.al.1980.Consumer Behavior, 8th ed. Fort Worth: Dryden Press.

Evans Sokro.2012. Analysis Of The Relationship That Exists Between Organisational Culture, Motivation And Performance.
Problems Of Management In The 21st Century Volume 3, 2012 106.

Fakhar Shahzad and Rana Adeel Lugman.2012.Impact of Organizational Culture on Organizational Performance: An Overview.
Interdisciplinary Journal Of Contemporary Research In Business VOL 3, NO 9.

Fayol, H. 1949.General and Industrial Management (translated by Storrs, C.), Sir Isaac Pitman & Sons, London.

Feeney, Mary K and DeHart-Davis, Leisha.2008.Bureaucracy and Public Employee Behavior: A Case of Local Government.
Review of Public Personnel Administration - September 2008DOI: 10.1177/0734371X09333201.

Ferdinand, A., August 2000 Structural Equation Modeling in Management Research, The Publishing Body of Diponegoro
University, Semarang.

Ferdinand, Augusty.2002. Structural Equation Modeling In Management Research,Application of Complex Models In Research For
Master Thesis & Doctoral Dissertation. BP Undip, Semarang.

Ferlie, E., Pettigrew, A., Ashburner, L. & Fitzgerald, L. 1996.The New Public Management in Action. New York: Oxford
University Press

Finlay,Susanna and Sandall, Jane.2009. Someone Rooting For You:Continuity, Advocacy, and Street Level Bureaucracy in UK
Maternal Heathcare. Journal hompage:www.elsevier.com /locate/socscimed. Social Science and Medicine 89.1228-
1235..London.UK.

Fitriah, N., 2006. "The Effect of Differentiation Strategies on Hospital Performance." Executive Journal, Vol. 3, No. 3, Dec. 2006,
P. 13. 263-268. 13

Frech, Wendell L, 1994, Human Recources Management, Third Edition, Boston Toronto: McGraw Hill Book Company.
Frederickson, George H. 2005. The State of Social Equity in American Public Administration. American Society for Public

DOI: 10.9790/487X-2209023355 www.iosrjournals.org 49 | Page



The Influenceof Bureaucracy, Infrastructure and Organizational Culture on Work ..

Administration- VVol.28 No.3- March

[90].  Frederickson, H. George.1980.Toward A New Public Administration.Korean Association for Public Administration.Selected
Readings in Public Administration. South Korea: Da San Publishing Company. 66-85

[91]. French, J.R.P., & Raven, B.H.1968.Bases of social power. In D. Carwright and A. Zander (Eds.), Group dynamics, research and
theory (PP.259-270). New York : Harper and Row.

[92].  Gafar, Afan. 2000. Indonesian Politics Transitions to Democracy. Student Library, Yogyakarta Region

[93]. Gaganis, Chrysovalantis and Pasiouras,Fotios.2007. A Multivariate Analysis of the Determinants of Auditors' Opinion on Asian
Banks Managerial Auditing Journal, Vol. 22, No. 3, pp. 268-287.

[94].  Gamrin, Burhanuddin and Joeharno,M.2009.Factors That Affect the Quality of Health Services in Hospitals:Reviews From
Patients.Independent Research

[95].  Garrett, Thurber et al. 2006. Assessing the Impact of Bureaucracy Bashing by Electoral Campaigns. Public Administration Review ¢
March | April 2006.pp 228-240.

[96].  Geanina Cucu-Ciuhan and luliana Guit-Alexandru.2013. Organizational Culture Versus Work Motivation For The Academic Staff
In A Public University.Procedia - Social and Behavioral Sciences 127 (2014 ) 448 — 453.

[97].  Gerson, Richard F., 2002, Measuring Customer Satisfaction, Translation, PPM Jakarta.

[98]. Ghozali, | .2006.Multivariate Analysis Application with SPSS Program. Publisher of Diponegoro University, Semarang.

[99].  Ghozali, I. 2006. Structural Equation Modeling, An Alternative Method with Partial Least Square. Publishing Body of Diponegoro
University, Semarang.

[100]. Gibson, James L, et.al. 1995. Organizations Behaviour Structure and Process. Homewood, Illinois : Richard D. Irwin Inc.

[101]. Gibson, James L., Ivancevich, John M., Donnely JR., James H., 1996, Organization, Behavior, Structure, Process, Eighth Edition,
Binarupa Aksara, Jakarta.

[102]. Gibson, James L., J.M. Ibancevich, J.N. Donnelly. 1996. Organization: Structure and Process Behavior. Erlangga , Jakarta.

[103]. Gie, The Liang. 1986. Government Ethics. Obor Foundation, Jakarta.

[104]. Gie, The Liang.993. Justice As the Foundation for The Ethics of Government Administration in Indonesia. Liberti, Yogyakarta.

[105]. Gie, The Liang.998. Code of Conduct for Government Officials, Thought Materials for Building Clean and Authoritative Public
Servants. Center for Learning Useful Sciences (PUBIB), Yogyakarta.

[106]. Gietzman, M.B., 1996. "Incomplete Contracts and The Make or Buy Decision: Governance Design and Attainable Flexibility."
Accounting Organization and Society, Vol. 21, pp. 611-626.

[107]. Gilman, S. C., and J. C. Lammers. 1995. Tool use and team success in CQI: Are all Tools created equal? Quality Management in
Healthcare 4 (1): 56-61.

[108]. Goetz, C.J., Smith, D., 1981. Principles of Relational Contracts. V. Law Rev. 67, 1089-1150.

[109]. Gray, Barbara. 1989. Collaborating: Finding common ground for multi-party problems. San Francisco, CA: Jossey-Bass

[110]. Gronroos, C. 1982. Service Management and Marketing, a Customer Relationship Management Approach. New York: John Wiley
& Son.

[111]. Gunawan, Bambang .2003. Analysis of The Effect of Service Quality on Customer Satisfaction: Case Study at Cempaka Delanggu
Klaten Supermarket.Penelitian Mandiri. Surakarta: Postgraduate Program of Muhammadiyah University of Surakarta.

[112]. Gwinner, K. P., Gremler, D. D. ,Bitner, M. J., 1998. Relational benefits in services industries: The customer's perspective. Journal
of the Academy of Marketing Science 26 (2), 101-114.

[113]. Hair, J. F. Jr., Ralph E. Anderson, Ronald L. Tatham, William C. Black, 1998, Multivariate Data Analysis, Fifth Edition, Prentice-
Hall International, New Jersey.

[114]. Halpin, A. W.1966. Theory and research in administration. New York : Macmillan.

[115]. Handoko, 1988, Performance and Emotional Level, Pratama, Surabaya.

[116]. Handy C.1985.Understanding Organizations, Harmondsworth, Pengu

[117]. Hani Sakina Mohamad Yusof,et.al.2016. A Study of Organizational Culture and Employee Motivation in Private Sector
Company.Journal of Applied Environmental and Biological Sciences 6(3S) pp. 50-54.

[118]. Hani Sakina Mohamad Yusof.et.al.2017. The Relationship Between Organizational Culture And Employee Motivation As
Moderated By Work Attitude.Journal of Administrative and Business Studies JABS 3(1): 21-25.

[119]. Hanson, E.M. 1996. Educational administration and organizational behavior (4th ed). Boston : Allyn and Bacon.

[120]. Haque MS.1998.Impacts of globalization on the role of the state and bureaucracy in Asia. Adm. Theory Praxis 20(4):439—451.

[121]. Hasibuan.Malayu.S.P.2003.0rganization and Basic Motivation of Product Enhancement. Fourth print. Pt. Earth Script. Jakarta.

[122]. Hawkins. H. S.. A. M. Dunn. and J. W. Cary.1982. A Course Manual in Agricultural and Livestock Extension. VVolume 2. The
Extension Process. AUIDP. Canbera.

[123]. Heide, J.B. 1994. "Interorganizational Governance in Marketing Channels." Journal of Marketing, Vol. 58, pp. 71-85.

[124]. Heide, J.B. and Miner, A. S. 1992. "The Shadows of The Future: Effects of Anticipated Interaction and Frequency of Contact on
buyer-Seller Cooperation." Academy of Management Journal, Vol 35, pp. 265- 291.

[125]. Henderson, J. C. and Nutt, P. C. 1978. "On The Design of Planning Information Systems." Academy of Management Review, pp.
774- 785,

[126]. Hicks H.G. and Gullet C. R. 1975. Organizations: Theory and Behaviour, London,McGraw-Hill llgen D.R., Mitchell T. R. and
Frerickson J. W. " Poor Performers: Supervisors and Subordinates Responses”, Organizational Behaviour and Human Performance,
27, 386- 410.

[127]. Hoffman, Donna L., and Thomas P. Novak.1996. Marketing in Hypermedia Computer-Mediated Environments: Conceptual
Foundations. Journal of Marketing 60, 3:50-68.

[128]. Holzer, Marc and Gabrielian, Vatche.2003.Five Great Ideas In American Public Administration.Rutgers University-Campus at
Newark. 2003 by Marcel Dekker, Inc.

[129]. House R.J and Mithcell, T.R.1974.Path Goal Theory of Leadership.Journal of Contemporary Business.3.81-97

[130]. House R.J., 1977. A Theory Of Charismatic Leadership. In J. G. Hunt and L. Larson (Eds.) Leadership. The Cutting Edge. 189-207.
Carbondale: Southern Illinois University Press.

[131]. House, R.J. and Mitchell, T.R.1974.'Path-goal theory of leadership. Journal of Contemporary Business, Vol. 3, pp. 81-97.

[132]. IFES. 2003. Papua Public Opinion Survey. Jakarta.

[133]. Imran Malik,et.al.2011. A Study Of Work Environment And Employees' performance In Pakistan.African Journal of Business
Management Vol. 5(34), pp. 13227-13232.

[134]. Imran Rasul and Daniel Rogger.2016. Management Of Bureaucrats And Public Service Delivery: Evidence From The Nigerian
Civil Service.The Economic Journal, 128 (February), 413-446.

[135]. Indrawijaya, I. Adam. 2000. Organizational Behavior. Algendsindo New Ray, Bandung.

DOI: 10.9790/487X-2209023355 www.iosrjournals.org 50 | Page



The Influenceof Bureaucracy, Infrastructure and Organizational Culture on Work ..

[136].
[137].
[138].
[139].

[140].
[141].

[142].
[143].
[144].
[145].
[146].
[147).

[148].

[149].
[150].
[151].
[152].
[153].
[154].
[155].
[156].
[157].
[158].

[159].
[160].

[161].
[162].
[163].
[164].

[165].
[166].
[167].
[168].
[169].
[170].
[171].
[172].
[173].
[174].

[175].
[176].

[177].

[178].
[179].

Infante, D.A., and J. Fisher.1978.Anticipated Credibility And Message Strategy Intentions as Predictors of Trait and State of Speech
Anxiety', Central States Speech Journal 29, pp. 1-10.

Ingraham, Patricia W., and Carolyn Ban. 1988. Politics and Merit: Can They Meet in a Public Service Model? Review of Public
Personnel Administration 8(2): 1-19.

Invancevich, John M. and Matteson, Michael T. 1999. Organizational Behavior and Management. Irwin Mc Graw-Hil. Boston,
USA.

Irum Shahzadi,et.al.2014.Impact of Employee Motivation on Employee Performance. European Journal of Business and
Management www.iiste.org Vol.6, No.23, 2014 pp159-166.

Iskandar, Dadi J. 2006. Contemporary Indoensia Bureaucracy, Algaprint, Jatinangor-Sumedang.

Johnston R. (1996), "Power and Influence and the HRD Function" in Stewart J, and McGoldrick J. (eds), Human Resource
Development: Perspectives, Strategies and Practice,London, Pitman

K'Obonyo, P. 0.1996.The Effects of Subordinate Attraction on Leader Behaviour: A Laboratory Study of Upward Influence
Process in Organizations” The Nairobi Journal of Management, Faculty of Commerce, Vol. 1, July, 1996, 123-140.

Kaen, Fred. R, A.2003.Blueprint for Corporate Governance: Stregy, Accountability, and the Preservation of Shareholder Value,
AMACOM, USA. 2003.

Kaihatu,Thomas S.2006. Good Corporate Governance and Its Implementation in Indonesia Journal of Management and
Entrepreneurship, Vol.8, No. 1, March: 1-9.

Kanter R. M.1997.Frontiers of Management, USA, Harvard

Kartasasmita, Ginandjar. 1997. Development Administration: Development of Thought and Practice in Indonesia. LP3ES, Jakarta.
Keban, Jeremiah T.1995. Local Government Performance Indicators: Management and Policy Approach, Papers presented at a day
seminar on Public Organization Performance, UGM Fisipol, Yogyakarta.

Keep E. 1991.Corporate Training Strategies: The Vital Component, in Storey J. (eds), New Perspectives in Human Resource
Management, London, International Thomson Business Press. Larson J. R. "Supervisors' Performance Feedback to Subordinates:
The Impact of Subordinate Performance Valence and Outcome Dependence™ Organizational Behaviour and Human Performance,
No. 37, 391- 408, 1986.

Keller R. T.1997. Job Involvement and Organizational Commitment as Longitudinal Predictors of Job Performance: Study of
Scientists and Engineers. Journal of Applied Psychology.August, p. 539 -545.

Ministry of Health ri.2013.Katalog in the Issue of the Ministry of Health of the Republic of Indonesia. Indonesian. Ministry of
Health. Indonesia Health Profile Data and Information Center 2012.Jakarta.

Pan Ministry No. 25/M.PAN/2/2004 on General Guidelines for The Preparation of Public Satisfaction Index of Government Agency
Service Units.

Pan Ministry No. 63/M.PAN/7/2003 on General Guidelines for The Preparation of Public Satisfaction Index of Government Agency
Service Units.

Decree of the Minister of Utilization of State Apparatus No. 81 of 1993 on Guidelines for The Implementation of Public Service
Klein, K. J. and J. S. Sorra. 1996. The challenge of implementation. Academy of Management Review 21 (4): 1055-80.

Klein, K. J., A. B. Conn, and J. S. Sorra. 2001. Implementing computerized technology: An organizational analysis. Journal of
Applied Psychology 86 (5): 811-24.

Koesmono H. Teman, 2005. The influence of organizational culture on motivation and job satisfaction and employee performance
in the Export Wood Processing Industry Sub-Sector in East Java, Dissertation of Airlangga University, Surabaya.

Kogan, N., and A. Wallacl.1961.Risk-taking as a Function.of the Situation, the Person and the Group', in G. Mandler, P. Mussen, N.
Kogan and M. Wallacl (eds.) New Directions in Psychology 111, New York: Holt, Rinehart and Winston, Inc.

Comorostomo, Wahyudi. 2005. Public Bureaucratic Accountability Sketches On Transition. Yogyakarta : Student Library
Publisher.

Kotler Philip. 2004. Marketing Management. Jakarta : PT. Prenhallindo.

Kotler, Philip .2003. Marketing Management. New Jersey: Prentice Hall. Kotler, Philip and Keller's Kevin Lane, 2006. Marketing
Management, twelfth

edition, New Jersey: Pearson Education, Inc.

Kotler, Philip, Marketing Management, 1997, Prenhallindo, Jakarta.

Kotler, Phillip.2000.Marketing Management, The Millennium Edition. New Jersey :Prentice- Hall.

Krishnan, Venkat R. 2004. Impact of Transformational Leadership on Followers' Influence Strategies. Leadership & Organization
Development Journal, Vol. 25, Number | (2004) pp. 58-72.

Kumorotomo, Wahyudi. 1992. Ethics of state administration. Rajawali Pers, Jakarta.

Kuncoro, Mudrajat. 2001. Quantitative Method. AMP YKPN Publishing and Printing Unit, Yogyakarta.
Kurniawan,Teguh.2007.Shifting Paradigm of Public Administration: From Classic Model Behavior and NPM to Good
Governance.Journal of State Administration Accredited Dikti No.23 A/Dikti/Kep/2004/Volume 7, January 1, p52-70

Kwame Owusu Kwateng et.al.2017.Service Quality in Public Service: A Case of Ghana National Service Scheme.International
Journal of Management and Marketing Research, v. 10 (1) p. 1-18.

Lane, Jan-Erik. 1995.The Public Sector, Concept, Models and Approaches, Second Edition, Sage Publication, London.

Laterner and Levine.1993. Strategic Planing for Public, Translation by Budiono, Hastabuana, Jakarta.

Leithwood, K.1994.Leadership for school restructuring. Educational Administration Quarterly, 30 (4), 498-518

Levesque, T. and G.H.G. McDougall.1996.Determinants of customer satisfaction in retail banking. Int. Journal of Bank Marketing.,
14:12- 20.

Lilley, S. 2004. Whose role is it anyway? Implementing family-friendly workplace practices in New Zealand. University of
Canterbury, Social Science Research Centre research project.

Linder. James R. 1998. Understanding Employe Motivation. online series. 9, 2014. A. Extension. Vol. 36.3
http.//.joe.org/joe/2002april/al.htm.

Linderman, K., et.al.2003.Six Sigma: a goaltheoretic perspective. Journal of Operations Management, 21(2), 194-203.

Lindgreen, A., Palmer, R., Vanhamme, J., & Wouters, J. 2006. A relationshipmanagement assessment tool: Questioning,
identifying, and prioritizing critical aspects of customer relationships. Industrial Marketing Management, 35(1), 57-71.

Ludwig Von Mises.1944. Bureaucrazy.New Haven.Yale University Pres Gioia D. A. and Longenecker C. O. Delving into the Dark
Side: The Politics of Executive Appraisal, (not shown on article.

Lupiyoadi,Rambat.2001.Marketing Management Services.Salemba Empat, Jakarta.

Luthans F.1992. Organizational Behaviour, Singapore, McGraw-Hill McKinleyW., Cheng J. and Schick A. "Perceptions of
Resource Criticality in Times of Resource Scarcity: The Case of University Departments” Academy of Management Journal, Vol.

DOl

: 10.9790/487X-2209023355 www.iosrjournals.org 51 | Page



The Influenceof Bureaucracy, Infrastructure and Organizational Culture on Work ..

[180].
[181].
[182].

[183].
[184].

[185].
[186].
[187].
[188].
[189].

[190].

[191].
[192].
[193].

[194].
[195].
[196].

[197].
[198].
[199].
[200].

[201].
[202].
[203].
[204].
[205].
[206].
[207].
[208].
[209].

[210].

[211].
[212].

[213].
[214].

[215].
[216].
[217].
[218].

[219].
[220].

[221].
[222].

[223].
[224].
[225].
[226].

[227].

29, No. 3, 623- 632, 1986.

Luthans, Fred. 1995. Organizational Behavior, Seventh Edition. McGraw- Hill, Inc.

Luthans, Fred. 2002. Organizational Behavior. McGraw-Hill, New York, USA.

Luton, Larry S.2009. Eastern Washington University Administrative Theory & Praxis. Journal of Public Administration Research
and Theory. December, Vol. 31, No. 4, pp. 556-576.

MacCallum, R.C.1986.Specification searches in covariance structure modeling. Psychological Bulletin 100.
Maesschalck,Jeron.2004.The Impact Of New Public management Reforms On Public Servants' Ethics:Toward A Theory.The
Journal Of Public Administration Vol. 82 No. 2, 2004 (465-489)

Mangkunegara, A.A. Anwar Prabu 2000. Company's Human Resources Management, Bandung: Rosda Karya.

Mangkunegara, A.A. Anwar Prabu 2005. Company's Human Resources Management, Bandung: Rosda Karya.

Mann,Gregory A.2006.A Motive To Serve:Public Service Motivation in Human Resource Management and the Role of PSM in the
Nonprofit Sector. Public Personnel Management VVolume 35 No. 1 Spring 2006.pp 33-48

Marcoulides, G.A., & Heck, R.H.1993.Organizational culture and performance: Proposing and testing a model. Organization
Science, 4(2), 209-225.

Mardiasmo, 2001, Supervision, Control, and Examination of Local Government Performance in the Implementation of Regional
Autonomy, Andi, Jogjakarta.

Mariama Zakari, Kofi Poku and Wilberforce Owusu-Ansah.2013. Organizational Culture and Organisational Performance:
Empirical Evidence from the Banking Industry in Ghana. International Journal of Business, Humanities and Technology Vol. 3 No.
1.pp 95-102.

Martinsons, M.G., and Chong, P.K.C. 1999.The influence of human factors and specialist involvement on information systems
success," Human Relations (52:1), January, pp 123-152.

Massaras Panagiotis et.al.2014.Organizational Culture and Motivation in the Public Sector. The case of the City of Zografou.
Procedia Economics and Finance 14:415-424 International Conference on Applied Economics (ICOAE) 2014.
Matte,Rogers.2017.Bureaucratic structures and organizational performance: A comparative study of Kampala capital city authority
and national planning authority Journal of Public Administration and Policy Research Vol. 9(1) pp. 1-16, Jan.

McGregor, D.1960. The Human side of enterprise. New York : McGraw Hill.

Miftah Thoha. 1995. Leadership in The Management of a Behavioral Approach, PT. 100 000 000 000 000 00

Miles, Mathew B. and Michael Hubernman. 1992. Qualitative Data Analysis of Source Books On New Methods. Translation of
Tjetjep Rohendi Rohidi, University of Indonesia Press, Jakarta.

Milles, Mattew B. & Huberman. 1992.Qualitative Data Analysis, Jakarta, University of Indonesia Press.

Milton, C. R. 1981. Human Behavior in Organization: Three Levels of Analysis. Prentice-Hall, Inc. Englewood Cliffs, New Jersey.
Mintzberg, H.1979. The structuring of organizations. Englewood Cliffs, NJ: Prentice-Hall

Mitchell, Terence R. Brooks C Holtom. Thomas W. Lee & Miriam Erez. 2001. Why People Stay : Using Job Embedded ness to
Predict Voluntary Turnover. Academy of Management Journal. 44 (6) : 1102-1121.

Moeljono, Djokosantoso, Good Corporate Culture as the core of Good Corporate Governance, Elex-Gramedia, Jakarta, 2005.
Moenir, H.A.S. 2000. General Management in Indonesia. Pt. 100 000 000 000 000

Moenir. 2001.General Service Management in Indonesia, Jakarta : Bumi Aksara

Moleong, LEksy J. 1989. Qualitative Research Methods. Rosdakarya Youth, Bandung.

Moleong, Lexi J. 2000. Qualitative Research Method, Rosdakarya Youth, Bandung.

Morton, R.W. 1978.Foundations of Communicator Style Construct’, Human Communication Research. 4, pp. 99-112.

Mote, Fredrik .2008.Analysis of Public Satisfaction Index (IKM) on Public Service in Puskesmas Semarang

Mowen .1995. Consumer Behavior, Science Library Publisher, Jakarta.

Muchsan, 2000. System of Supervision of The Actions of Government Officials and The Judiciary of the State Administration in
Indonesia. Liberty, yogyakarta.

Muhaemin .2005. Analysis of Factors That Affect Customer Satisfaction pt. Bank BPD Jateng Surakarta Branch.Independent
research. Surakarta: Muhammadiyah University of Surakarta.

Muhamad, Arni.2002. Organizational Communications, PT. 100 000 000 000 000

Muhammad Yusuf,et.al.2016. Behavior in the Bureaucracy in Public Service Office of Land City Kendari Southeast Sulawesi
Province. International Journal of Scientific and Research Publications, Volume 6, Issue 3, March 2016 261.

Mulyana, Dedy. 2003. Communication Science an Introduction. Pt. Rosdakarya Youth, Bandung.

Mwangi JG. McCaslin NL.1994. The Motivation of Kenyas Rift VValley Extention Agent. online series. June 10th, 2009. Journal of
Agricultural Education Vol. 35 No. 3, 1994. 35-43. http.//pubs.aged.tamu.edu/jae//pdf/vol35-03-35.pdf.

Natsir, S. 2003. Influence of Leadership Style on Work Behavior and Performance of Banking Employees in Central Sulawesi.
Dissertation, PPS-UNAIR, Surabaya.

Nawawi, H.1997. Human Resources Management For Competitive Blsnis. First Print. Gajah Mada University Press. Yogyakarta.
Nazir, Moh. 1985. Research Methods. Jakarta: Ghalia Indonesia.

Neha Sharma and Avni Sharma. 2017. Relationship Between Employee Motivation And Performance Of The Employees Working
In Retail Sector In Jaipur.Journal of Management Engineering and Information Technology (JMEIT) Volume -4, Issue- 2.

Nelson B. Spitzer D.2003. The 1001 Rewards and Recognition Fieldbook. York. Workman Publishing.

Nidhi and Krishna Kumari. 2016. Service Quality of Public Sector Organization in India.International Journal of Pure and Applied
Management Sciences; Vol.1.2; Pp. 15-21.

Nimran, Umar.2004. Organizational Behavior. Third Print. CV. Citra Media. Sidoarjo.

Oliver, RL. And DeSabo,W.S.1998. Response Determinants in Satisfaction Judgment. Journal of Customer Research, Vol 14, pp
495-507

Oshorene, David and Ted Gaebler. 1996. Reinventing Government: Transforming Entrepreneurial Spirit into the Public Sector.
Translation Edition. Jakarta : Binaman Pressindo Library Publisher.

Osborne, David and Peter Plastrik.2000.Slashing bureaucracy: Five strategies towards Entrepreneurial Government, Translation
Edition. PPM Publisher, Jakarta.

Osborne, David.2007Reinventing Government:What A Difference A Strategy makes. 7h Global Forum on Reinventing Government
Building Trust in Government. 26-29 June 2007, Vienna, Austria

Osborne, Stephen P, Radnor, Zoe, and Rice, Greta.2013.A New Theory for Public Service Management? Toward a (Public)
Service-Dominant Approach.Journal of Public Administration Research and Theory June 2.

Overman, E. Sam and Boyd, Kathy J.. 1994.Best Practice Research and Postbureaucratic Reform.Journal of Public Administration
Research and Theory: J-PART, Vol. 4, No. 1

DOl

: 10.9790/487X-2209023355 www.iosrjournals.org 52 | Page



The Influenceof Bureaucracy, Infrastructure and Organizational Culture on Work ..

[228].
[229].

[230].
[231].
[232].
[233].
[234].
[235].
[236].
[237].
[238].
[239].
[240].
[241].
[242).
[243].
[244].
[245).

[246].
[247].

[248].

[249].
[250].

[251].
[252].
[253].
[254].

[255].
[256].
[257].

[258].

[259].

[260].

[261].
[262].
[263].
[264].

[265].
[266].
[267].
[268].
[269].

[270].
[271].

[272].
[273].

Owen E.Hughes. Public Management and Administration: An Introduction. St. Martin's Press,Inc. New York.1994 Pahri

The Influence of Motivation And Organization Culture On Work Satisfaction And Organizational Commitment (Study On National
Society Empowerment Program In Southeast Sulawesi Province). International Journal of Business and Management Invention
Volume 2 Issue September 9. 2013.PP.18- 25.

Pambudi Tika. 2006.0Organizational Culture And Improvement of Company Performance. Jakarta. PT Bumi Aksara.

Panuju, Redi.2001.0rganizational Communication, Student Library, Yogyakarta.

Parasuraman A, Valarie A Zeithaml & Leonard L. Berry, 1994," Reassesment of Expectation As A Comparison Standart In
Measuring Servive Quality: Implications For Futher Research," Journal Of Marketing, Vol 58, pp 111-124

Parasuraman, A., and Dhruv Grewal.2000.The Impact of Technology on the Quality-Value-Loyalty Chain: A Research Agenda.
Journal of The Academy of Marketing Science 28, 1: 168- 174.

Parasuraman, A., V. Zeithaml and L. Berry, 1985. A conceptual model of service quality and its implications for future research.
Journal of Marketing., 49: 41-50.

Parasuraman, A., V. Zeithaml and L. Berry, 1988. "SERVQUAL: A multi-item scale for measuring consumer perceptions of service
quality. Journal of Retail., 64: 12-40.

Parasuraman, A., V. Zeithaml and L. Berry, 1991. Understanding customer expectations of service. Sloan Manage. Rev., 39: 39-48.
Parasuraman, A., V. Zeithaml and L. Berry, 1991. Understanding customer expectations of service. Sloan Manage. Rev., 39: 39-48.
Pepinsky, T. B., Pierskalla, J. H., & Sacks, A. 2017. Bureaucracy and Service Delivery.Annual Review of Political Science. 20,
249-268. https://doi.org/10.1146/annurev-polisci-051215-022705.

Perry, James, L. 1996.Measuring Public Services Motivation: An Assessment of Construct Realibility and Validity.Journal of
Public Administration Research andTheory (J-PART). Volume 6 No.1. p5- 23.

Peter, B. Guy. 1984. American Public Policy. Franklin Watts, New York - Tulano University.

Pfeffer J. 1992. Managing with Power: Politics and Influence in Organizations, Boston, Harvard Business School Press.

Pfeffer J. and Salancik G.R.1978. The External Control of Organizations: A Resource Dependence Perspective, New York, Harper
& Row. Ragins B. R. " Diversified Mentoring Relationships in Organizations: A Power Perspective" Academy of Management
Review, 1997, Vol. 22, No. 2, 482-521

Piotrowski,Suzanne J and Borry,Erin.2012.An Analytic Freamework For Open Meeting And Transparancy.Journal of Public
Administration and Management,VVolume 15, Number 1, 138-176.

Prabha Ramseook-Munhurrun,et.al.2010. Service Quality In The Public Service. International Journal Of Management And
Marketing Research.VVolume 3.Number 1 pp3 7-50 .1

Prajogo, D.l., & McDermott, D.M. 2005. The relationship between total quality management practices and organizational culture.
International Journal of Operations & Production Management, 25(11): 1101-1122.

Prendergast, Canice. 2007. The Motivation and Bias of Bureaucrats. The American Economic Review. VOL. 97 NO. 1.pp 180-196
Raadschelders, Jos C. N.2009. Trends in the American Study of Public Administration:What Could They Mean for Korean Public
Administration?. The Korean Journal of Policy Studies, Vol. 23, No. 2, 1-24 . © 2009 by the GSPA, Seoul National University
Rahayu, Amy Y.S. 1996. Public Sector Phenomenon and Service Quality Servqual Era), in Business and Bureaucracy, Journal of
Administrative and Organizational Sciences, | : 1 -19

Ramos, A. G.1981. The new science of organizations. Toronto: University of Toronto Press.

Ratminto and Atik SW. 2005. Service Management: Conceptual Model Development, Citizen's Charter & SPM Implementation.
Yogyakarta : Student Library.

Robbins S.1990. Organizational Behaviour,4t ed. , Engelwood Cliffs, Prentice-Hall

Robbins, Stephen P. 2002. Organizational Behavior: Concepts, Controversies, Applications. PT Prenhallindo, Jakarta.

Robbins, Stephen P., 1996, Organizational Behavior, Volumes | and Il, Eighth Edition, PT. 100 000 000 000 000 00

Robbins, Stephen P.2003. Organizational Behavior. Jakarta: Roben Index Publisher, Stepen.1995.0rganizational Theory (english
Jusuf Udaya), Publisher

Aran, Jakarta.

Robert R. Blake and Jane S. Mouton.1978. The New Managerial Greed. Gulf Publishing Houston.

Roberts,Gary E and. Green,Daryl D. 2012.Government Human Capital Development Implications Impact of Postmodernism on
Public Sector Leadership Practices: Federal.Public Personnel Management 41: 79.

Salusu J., 1996, Strategic Decision Making for Public Organizations and Non-Profit Organizations, Gramedia Widiasarana
Indonesia, Jakarta.

Samiruddin and Yasir Syam Husain.2016.Impact of Human Resource Quality and Bureaucracy Behaviour on Organizational
Performance Effectiveness. International Journal of Science and Research (IJSR) ISSN (Online): 2319-7064 Copernicus Value
Index (2013). Volume 5 Issue 2, February.

Santoso, S., and Fandy Tjiptono, 2001, Marketing Research: Concepts and Applications with SPSS, PT Elex Media Komputindo,
Jakarta.

Schein, E.H. 1985. Organizational culture and leadership. San Francisco: Jossey-Bass

Sedarmayanti.2009. Human Resources and Work Productivity. Bandung: CV Mandar Maju.

Sekaran, Uma.2000.Research Methods For Business: A Skill-Building Approach, Third Edition, New York.

Semil, Nurmah, 2005, Performance Analysis of Government Agency Service Case Study at BPN Semarang City Office.
Independent Research. Semarang : MAP Undip.

Sergiovanni, T.J.1991. The principalship : A reflective practice perspective (2nd ed). Boston: Allyn and Bacon.

Sergiovanni, T.J.1992. Moral leadership: Getting to the heart of school improvement. San Francisco : Jossey-Bass.

Sevilla, Consuelo G. et. al .2007. Research Methods. Rex Printing Company. Quezon City.

Shaw, John. C.2003.Corporate Governance and Risk: A System Approach, John Wiley & Sons, Inc., New Jersey, 2003.

Shields M. & Price D.1999.' The Effects of Racism in the Determinants and Incidence of Employer-Funded Training' in Scottish
Bulletin of Political Economy, Nov.

Shields M. 1998.Changes in the Determinants of Employer-funded Training for Full time Employees in Britain 1984-1994'. Oxford
Bulletin of Economics and Statistics, Vol.60, No. 2 (1998)

Shields, M. D.1980 Some Effects of Information Load on Search Patterns Used to AnalyzePerformance Reports. Accounting
Optimizations and Society Vol5: 429-442.

Shleifer, A and R.W. Vishny. 1997. A Survey of Corporate Governance. Journal of Finance. Vol 52. June 2nd. p. 737-783.

Shortell, S. M. 1995. Physician involvement in quality improvement: Issues, challenges, and recommendations. In Improving
clinical practice: Total quality management and the physician. ed D. Blumenthal, A. C. Scheck, 205-28. San Francisco: Jossey-
Bass.

DOl

: 10.9790/487X-2209023355 www.iosrjournals.org 53 | Page



The Influenceof Bureaucracy, Infrastructure and Organizational Culture on Work ..

[274].

[275).
[276].
[277).

[278].
[279].
[280].

[281].
[282].

[283].
[284].
[285].

[286].
[287].

[288].

[289].
[290].

[291].
[292].
[293].
[294].

[295].
[296].

[297].
[298].

[299].

[300].
[301].
[302].
[303].
[304].
[305].
[306].

[307].

[308].
[309].
[310].
[311].
[312].

[313].

[314].
[315].
[316].
[317].
[318].

[319].
[320].
[321].

[322].
[323].

Shortell, S.M. et al, 1995.Assessing the Impact of Continuous Quality Improvement: Concept versus Implementation,” Health
Services Research, 30:2 (June 1995), 377- 401.

Siagian, Sondang P. 2000. Organizational Development Theory. Jakarta : Publisher of Bumi Aksara.

Siagian, Sondang P., 1994, Bureaucratic Pathology, Bumi Aksara, Jakarta.

Sigler, T. & Pearson, C. 2000 Creating and empowering culture: Examining the relationship between organizational culture and
perceptions of empowerment, Journal of Quality Management, 5: 27-52.

Silo, Akbar. 2005. Government Performance in The Framework of Public Service in Sarmi Regency. Undp and UNCEN
cooperation research report.

Silo, Akbar. etal. 2004. Strengthening Responsive Educational Institutions. Policy Brief No. 19/PB/2004.. PSKK-UGM.
Yogyakarta.

Silveira  and Barros. 2006.Corporate Governance  Quality  and Firm  Value in Brazil". http:
/Ipapers.ssrn.com/sol3/papers.cfm?abstract_i d=923310

Singarimbun, Masri, and Effendi, Sofian, 1995, Survey Research Method, Second Edition, LP3ES, Jakarta.

Siregar Syahrial.2009. Influence of Leadership Style and Communication Ability of Head of Field on The Performance of Mental
Nursing Service Employees in Saskit House UJ North Sumatra.Penelitian Mandiri.Universitas Sumatera Utara.Medan.

Siregar, Sylvia Veronica N.P & Bachtiar, Yanivi S. 2004.Good Corporate Governance, Information Asymmetry, and Earnings
Management”, National Symposium on Accounting VII. Denpasar-Bali, p. 13. 57-69.

Smith A. and Dowling P. 2001. Analyzing Firm Training: Five Propositions for Future Research," Human Resource Development
Quarterly, Vol. 12, Issue 2, 2001, 147-167(http://www.interscience.wiley.com)

Smith A. and Hayton G. 1999. What Drives Enterprise Training?: Evidence From Australia. The International Journal of Human
Resource Management, 10:2, April 1999,pp 251-272.

Soeprihanto, John, 2001, Employee Performance and Development Assessment, BPFE, First Edition, Yogyakarta.

Sousa-Poza, A., Nystrom,H., & Wiebe, H. 2001. A cross-cultural study of the differing effects of corporate culture on TQM in three
countries. International Journal of Quality & Reliability Management, 18(7): 744- 761.

Spake, D. F., Beatty, S. E., Brockman, B. K. ,Crutchfield, T. N., 2003. Consumercomfort in service relationships: Measurement and
importance. Journal of Service Research 5 (May 4), 316-332.

Steers, Richard M., 1985, Effectiveness of Behavioral Rules Organization (translation), Erlangga, Jakarta.

Stock, R. M. & Hoyer, W. D. 2005. 'An Attitude-Behavior Model of Salespeople's Customer Orientation’, Journal of the Academy
of Marketing Science, vol. 33, no. 4, pp. 536-552.

Stogdill, R.M.1974.Handbook of leadership : A survey of theory and research. New Tork : Free Press.

Storey J. 1992.Developments in Human Resource Management, Oxford, Blackwell

Storey J.1991.New Perspectives on Human Resource Management, London, International Thomson Business Press.

Stout, Margaret and Bryer, Thomas A.2009. Reflections on a Themeless Conference. Journal of Administrative Theory & Praxis .
December 2009, Vol. 31, No. 4, pp. 632-640.

Stout,Margaret.2012.Climbing The ladder Of Participation Establishing Local Policies For Participatory Practice.West Virginia
University.Journal Of Public Administration and Management VVolume 15, Number 1, 46-97

Suaedi , Falih.2004. Bureaucratic Reform in the Framework of Regional Autonomy Implementation: A Review of Administrative
Culture Theory.Journal of Public Administration, Vol. I, No. 2

Sugiyono, 2002, Business Research Method, Fourth Print, Alphabet, Bandung.

Sunoto, 1992. Human Aspects in Organization: Basic Thinking and Implications of Research Methods, in Effendi, et al. 1992.
Building Human Dignity, the Role of Social Sciences in Development. Jakarta :Pbit Gadjah Mada University Press.

Suprihanto John, 2001. Performance assessment and Employee Development, Fifth Print, Publishing Section of Faculty of
Economics Gajah Mada University, Yogyakarta.

Susanto, Aug. 2005. Public Service Management. Paper. Internet Publications : http://www.ombudsman.or.id/pdf/SO2.pdf
Sutrisno,Edy.2011. Human Resources Management. Kencana Prenada Media Group. Jakarta

Suwarno, Bambang. 2007. Analysis Line, Alfa Beta, Bandung.

Suyanto, Bagong, 2000, Poverty and Development Policy, Edition

First, Erlangga, Jakarta.

Suyoto, 1997, Postmodernism and the Future of Civilization, Aditya Media, Jakarta.

Shahrial .2009. Influence of Leadership Style and Communication Ability of Head of Field on The Performance of Mental Nursing
Service Employees in Saskit House UJ North Sumatra.Independent research. 10 00:00:00

Tanaka, J.S.1987. How big is big enough Sample size and goodness of fit in structural equation models with latent variables. Child
Development 58, 134-146.

Tangkilisan, Hassel Nogi S, 2003, Modern Management for the Public Sector. Yogyakarta: Balarairung & Co.

Tanklisan, Hesel Nogi S. 2005. Public Management. Jakarta : Penerbit PT. Grasindo.

Taptuk Emre Erkoc.2013.Eficiency of Public Sector Organizations:Perspectives from Theories of Bureaucracy.MPRA

Paper No. 49386, posted 31. Aug 2013 12:33 UTC Keele University Online at http://mpra.ub.uni-muenchen.de/49386.

Taylor L. et.al. 1988.Mexican Immigrants and the Wages and Unemployment Experience of Native Workers.Working Paper PRIP-
Ul-1, The Urban Institute.

Taylor,Edward J.1999.The New Economics of Labour Migration and the Role of Remittances in the Migration Process.
International Migration VVolume 37, Issue 1, pages 63-88, March 1999.

Thoha, Miftah, 1995, Indonesian Bureaucracy In the Era of Globalization, Pd. Batang Gadis, Jakarta.

Thoha, Miftah, 1997, Organizational Development of Diagnosis and Intervention Process, PT. 100 000 000 000 000 00

Thoha, Miftah, 2001, Organizational Behavior Basic Concepts and Applications, PT. 100 000 000 000 000 00

Thoha, Miftah, 2003, Bureaucracy & Politics in Indonesia, PT. 100 000 000 000 000 00

Thoha, Miftah, 2004, State Administration and Quality of Public Service, in Dialogue, Journal of Administrative Science and Public
Policy. Mapundip,Semarang

19 Reviews , 13 Followers Pabundu, 2006. Organizational Culture and Improvement of Company Performance, First Printing, PT.
Bhumi Aksara, Jakarta.

Tjiong, Roy.2010. Special Efforts to Achieve Aki Reduction (MDG Target 5-2015). Women Research Institute. Hotel Kartika
Chandra, March 24, 2010

Tjiptono, Fandi and Gregory Candra (2005). Service, Quality, and Satisfaction. Yogyakarta: Andi Offset.

Tjiptono, Fandy, 2002, Service Management, Third Cetkan, Andi Publishers, Yogyakarta.

Tjiptono, Fandy, Service Management, 1996, Andi Offset, Yogyakarta. Principles of Total Quality Service, 1997, Andi Offset,

DOl

: 10.9790/487X-2209023355 www.iosrjournals.org 54 | Page



The Influenceof Bureaucracy, Infrastructure and Organizational Culture on Work ..

[324].
[325].
[326].

[327].
[328].

[329].

[330].
[331].

[332].
[333].

[334].
[335].
[336].
[337].
[338].
[339].
[340].
[341].

[342].
[343].

[344].
[345].

[346].
[347].

[348].
[349].
[350].
[351].
[352].
[353].
[354].
[355].
[356].
[357].

[358].
[359].

Yogyakarta. Marketing Strategy, 1995, Andi Offset, Yogyakarta.

Tjiptono, Fandy.1997.Principles of Total Quality (TQS)Yogyakarta : ANDI Publisher

Tolofari, Sowaribi.2005. New Public Management and Education.Journal Of Policy Futures in Education, VVolume 3, Number 1.
Tortoriello, T.R., Blatt, S.J., DeWine, S., 1978. Communication in the Organization—an Applied Approach. McGraw-Hill, New
York, NY.

Tri Kadarwati. 2001. Comparative State Administration. Open University Publishing Center.

Tricker, Robert I., 1984, Corporate Governance — Practices, Procedures, and Power in British Companies and Their Board of
Directors, UK, Gower)

Tse, David K. and Peter C. Wilson, 1988. "Model of Consumer Satisfaction Formation: An Extention, Journal of Marketing
Research, Vol. 25, pp. 12-24.

Law no. 36 of 2009 on health

UNDP.2014.Motivation of Public Service Officials Insights for Practitioners. Global Centre for Public Service Excellence.#08-01,
Block A, 29 Heng Mui Keng Terrace,119620 Singapore.

Uno, H.B. 2007. Motivational Theory and Measurement: Analysis in Education (Third print). Jakarta:Bumi Akasara.

Utama, Siddharta.2003.Corporate Governance, Disclosure and its Evidence in Indonesia”. Entrepreneur No.04 th XXXII. the thing.
28-32

Vandenabeele, Wouter.2012.Toward A Public Administration Theory Of Public Service Motivation:An Institutional
Approach.Public Management Institute.Katholieke Universiteit Leuven Belgium

Waheed Ali Umrani et.al.2017. Organizational Culture and Business Performance: An Empirical Investigation in the Pakistani
Context.International Journal of Academic Research in Economics and Management Sciences 2017, Vol. 6, No. 1.

Wakefield, B. J., M. A. Blegen, T. Uden-Holman, T. Vaughn, E. Chrischilles, and D. S. Wakefield. 2001. Organizational culture,
continuous quality improvement, and medication administration error reporting. American Journal of Medical Quality 16 (4): 128
34,

Waldman, D.A. 1993. A theoretical consideration of leadership and total quality management. Leadership Quarterly, 4(1): 65-79.
Warella, Y. 1997. State Administration and Quality of Public Service Speech Inauguration of the post of Professor of State
Administration Sciences. Semarang, Diponegoro University.

Wayne R. et.al.1975.Theory and Study, in A Study of Organization Leadreship. Staekpoin Books Harrisburg. Penn.USA. P. 311.
wayuguci.edublogs.org/files/2010/10/lsi1.doc

Weber,M.1948.From Max Weber:Essay In Sociology,Translated,Edited, and with introduction by H.H.Gerth and
C.W.Mills.London:Routledge and Keagen paul.

Westphal, J. D.et.al. 1997. Customization or conformity? An institutional and network perspective on the content and consequences
of TQM adoption. Administrative Science Quarterly 42 (2): 366-94. 20 Vol. 84, no. 1 Winter 2006.

Widjaja,A.W. 2002. Communication and Public Relations. Jakarta : PT. Earth Script.

Wijono, Sutarto. 2001. Influence of Work Motivation and Personality Interaction on Supervisor's Work Performance in a Textile
Factory in Salatiga. Journal of Economics and Business, Dian Ekonomi. Vol.V1l No.2 September 2001.

Winardi. 2007. Leadership in Management. Jakarta: Rineka Cipta.

Wirawan, 2002, Kapita Selekta Theory of Leadership Introduction to Practice and Research, Yayasan Bangun Indonesia & Uhamka
Press, Jakarta.

Yair Re'em.2011. Motivating Public Sector Employees- Working Papers, of Hertie School of Governance.No. 60, July 2011.

Yasin Azis, 2001. Leadership in Organizational Development, Journal of Economic Trajectory of Faculty of Economics Universitas
Brawijaya Malang, VVolume 18 Number 1, Malang.

Jeremiah T. Keban.2012.Six Strategic Dimensions of Public Administration: Concepts, Theories and Issues. Media Style
Publishing. Yogyakarta

Yoesef, Darwish, 2000. Organizational Commitment and Job Satisfaction as Predictors of Attitude Toward Organizational Change
in a Non-Western Setting. Personnal Riview Vol. 29, No.5, p. 567-92

Yossa, Sevvy and Zunaidah.2013. Analysis of The Influence of Employee Capabilities. Division of Duties. And Motivation towards
employee performance at Pt. Pelabuhan Indonesia li Persero Palembang Branch.Jurnal Manajemen Dan Bisnis Sriwijaya Vol.11
No.4 December 2013.

Yukl, G. 1994. Leadership in organizations (3 rd ed). Englewood Cliffs, NJ : Prentice Hall.

Zahra Mansoor and Williams,Martin J.2018.Lessons from Health, Education, and Infrastructure. Warking Paper in Workshop of
"Systems of Public Service Delivery in Developing Countries" on May 14-15, 2018, at the Blavatnik School of Government.
Zeithaml, and Mary Jo Bitner, 2003. Service Marketing: Integrating Customer Focus Across the Firm, 3rd edition, New York: Irwin
McGraw-Hill.

Zeithaml, Valarie A. et.al. 1990, Delivering Quality Services : Balancing Customer Perceptions and Expectations, The Free Press, A
Division of Macmillan Inc., New York.

Zeithaml, Valarie A.,et.al.1985.Servqual : A Multiple-Item Scale for Measuring Consumer Perceptions of Service Quality in the
Journal of Retailing, Spring.

Zenju, Nandang Saefudin.2008.Bureaucratic Behavior in the Implementation of Public Services in Surabaya.lndependent
Research.Erlangga University.Surabaya.

http://dinoyudha.wordpress.com/2009/05/14/penerapan-new-public- management-in-indonesia-an-opinion/
http://kouzinet.blogspot.com/2010/03/teori-administrasi-negara.html

http://sriyuliani.staff.fisip.uns.ac.id/

Mohammad Arsal Arsyad, et. al. “The Influence of Bureaucracy, Infrastructure and
Organizational Culture on Work Motivation and Health Service Performance in Luwu
Regency.” IOSR Journal of Business and Management (IOSR-JBM), 22(9), 2020, pp. 33-55.

DOI: 10.9790/487X-2209023355 www.iosrjournals.org 55 | Page



