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ABSTRACT

The purpose of this study was to analyze the performance of the
Sub-District government bureaucracy and public services
during the COVID-19 pandemic. The results of this study
indicate that in terms of Government Bureaucratic Performance
in the Middle of the COVID-19 Pandemic in Lea-Lea Sub-District,
employees understand and can carry out their duties and

functions as state servants in carrying out public services during

the COVID-19 pandemic. This can be seen from the ability to
provide services starting from input indicators, process
indicators, output indicators, result indicators, benefit
indicators, and impact indicators. This is supported by
observations and in-depth interviews with officers on duty at

the Lea-Lea Sub-District office, who complained about the lack
of supporting facilities and infrastructure during the COVID-19
outbreak. This study suggests that the government should make
modifications during the epidemic and adjust the latest public
service reqgulations. Likewise, the government must provide
various facilities and infrastructure to support public services
during an outbreak.

INTRODUCTION

The Corona Virus Disease (COVID-19) pandemic, which has had a tremendous
influence on global changes, has recently taken the world by storm (Lawelai et al. 2022).
Starting from economic, social, and daily elements to the entry of the COVID-19 virus,
including public services since the corona virus first appeared at the end of December
2019. Since the revelation of positive cases of the COVID-19 virus in Indonesia on March 2,
2020, the government has increased efforts to combat the worldwide COVID-19 pandemic
(Lawelai 2022). Prior to that, the government had raised awareness of many hospitals and
equipment to the world level, including a budget specifically devoted to all preventive and
treatment measures.

The COVID-19 pandemic has brought significant changes to almost every element of
human life, including in the provision of public services. Work from home (WFH) rules for
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government organizations located in areas with a high risk of transmission have forced
adjustments in public sector operations. Providing public services during the COVID-19
pandemic by adhering to health norms is a challenge in itself which brings some progress
in the field of public services (Dorni et al. 2020).

The southeast Asian local government's approach to dealing with the COVID-19
crisis is to use the framework of good governance principles and, as a result, determine the
drivers of the success of the plan in each country. Each country has different plans to
address epidemics around the world (Al-Hamdi et al. 2022). Individual capacity has a direct
impact on government capacity in times of disaster, such as the COVID-19 epidemic
(Agustino, Sylviana, and Budiati 2021).

Various policies have been issued by the central and local governments since the
beginning of March 2020. Starting from limiting social interaction, suppressing most state
civil apparatuses to WFH (Fahmi et al. 2022; Fahrani 2022; Herman 2021), reducing
religious activities, and asking people to stay at home and reduce economic activities
outside the home (Sadat et al. 2021). The policy is well-intentioned, but the effect of the
policy is high. Until the end of March 2020, the government's policy was not only social
distancing but also Physical Distancing, and the government also imposed Large-Scale
Social Restrictions.

This is an issue that must be addressed immediately, with many public service
providers reducing services, launching online services, and even temporarily removing
services. The government began restricting public services since mid-March 2020, starting
with disbursing schoolchildren by asking them to study at home and then encouraging
workers to do WFH. Due to the outbreak of COVID-19 since the beginning of 2020, the
work system of Indonesian civil servants has shifted from working in the office to WFH
(Fahrani 2022).

WFH does not apply to all public service providers because there are certain areas
that have not been able to implement WFH, such as the Lea-Lea Village Office and various
local government agencies at the Baubau City level. This was done because several areas in
Baubau City are still in the yellow zone or the level of vulnerability to COVID-19
transmission is increasing (Sadat et al. 2021), as well as non-governmental and other
institutions. fields that need to be visited. This makes public services constrained even
though they do not implement WFH. Restrictions are carried out, such as minimizing the
number of queues entering and leaving the room, and services must comply with the
requirement of a minimum safe distance of 1 meter (Herman 2021).

The application of WFH for personnel involved in public services hampers public
services because in the end certain service sectors cannot serve the community directly.
However, public service providers are innovating to ensure that services are not hampered,
such as by providing services through internet systems.

[t is not regulated regarding the limitations of public services based on Law Number
25 of 2009 concerning Public Services itself, as a basis for providing public services in
providing services, as applied by public service providers today. However, according to
Article 21 of the Law, public service providers are required to meet the components of
minimum service standards such as requirements, legal foundations, procedural
mechanism systems, settlement periods, costs, goods and others.
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As a result, even if there is a policy of limiting public services, public service
providers must adhere to the minimum service standards while still paying attention to the
rights and obligations of each party, both the organizer and the community, as stated in
Chapter IV of Law No. 14 to Article 19 of the Law of the Republic of Indonesia. 2009. So,
even with limitations in providing public services, organizers still serve the community
with effective and quality public services.

The profit obtained by the public in obtaining public services is somewhat reduced
due to the limited public services. However, the community has the right to excellent public
services, and the community has the responsibility to monitor the constraints of public
services imposed by public service providers. According to laws and regulations, the task of
the community is to supervise the implementation of public services organized by public
service providers. According to Article 39, the community must be involved in all aspects of
the implementation of public services, from developing service standards to reviewing
their implementation.

The bureaucratic efforts of the central government and local governments have
carried out many communication strategies for their respective regional communities
through coercive, informative, expulsion, targeting, persuasion, and benefits in message
packages in the form of instructions, to the community to prevent COVID-19 in their
regions through various policies (Zahrotunnimah 2021).

Due to the current state of emergency and urgency caused by the rapid spread of the
COVID-19 virus, the public may not be involved in the development of service standards
related to the restriction of public services. However, the community still has another
function, as mentioned in Article 35 paragraph (3), namely as an external supervisor.

Even in the midst of a pandemic, the State Civil Apparatus can still exist and be
useful in running the bureaucracy, as happened at the Lea-Lea Sub-District Office, to
provide maximum service to the community. Based on this, the Lea-Lea Sub-District
government prepared plans, both short-term and long-term to maintain the smooth
running of the bureaucracy and place the bureaucracy as the front line in handling the
COVID-19 outbreak. The short-term plan carried out by the Lea-Lea Sub-District
Government is in the form of providing supporting facilities and infrastructure for public
facilities, while for the long-term planning the Lea-Lea Sub-District Government
disseminates and collaborates with stakeholders to carry out COVID-19 vaccinations.

According to the Minister of PAN-RB, short-term ways to streamline bureaucracy
are: 1) the use of digital bureaucracy, 2) standardization of services, and 3) professionalism
of human resources of the apparatus. The use of digital bureaucracy is very important
during the COVID-19 epidemic. In addition to providing the latest information on handling
COVID-19, digital bureaucracy can also be the best approach to serve the community.

As a result, in the context of bureaucratic performance during the COVID-19
pandemic, digital bureaucracy has a vital role in every government agency in carrying out
its duties and operations. Because the effect of digital bureaucracy is the speed of service
seen by the community, where the speed of service is highly demanded. The next most
important thing to keep the bureaucracy working efficiently, quickly, and responsively in
providing the best service to the community is the standard of service.
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Because Indonesia's multi-level governance, which is packaged in a system of
regional autonomy, prevents the Central Government from carrying out deep
interventions, a strategy that is evenly distributed in all sectors, namely by implementing
minimal policies at the level of evidence-based policies, is needed (Ramadhan et al. 2022).
The use of collaborative governance in inclusive services has the potential to improve the
social welfare of the elderly in long-term care post-COVID-19 (Fitriana 2022).

There are improvements that need to be made to support online-based services,
such as website and application updates that currently can only provide information about
procedures and services, requirements, so that people have to be served manually in the
office or location. where the service is held (Mustafa et al. 2022). The components of the
apparatus that negotiate and navigate complex and difficult systems and processes, show
that human agencies are essential for success in the development, implementation and
delivery of services (Asmorowati, Schubert, and Ningrum 2022).

In the midst of this epidemic, people need some modifications in their daily life,
including in the implementation of public services. Many government regulations have
been issued to combat the spread of this virus, which clearly has an impact on the quality of
public services provided by service providers. Improving the quality of public services will
be one of the initiatives to prevent the spread of this virus (Dorni et al. 2020).

The government's call to stay at home and restrictions on the provision of public
services make the residents of Lea-Lea Sub-district less comfortable getting public services,
but this is a strategy that is currently being pursued by the regional government in an effort
to limit or break the COVID-19 chain. Based on this background, it is necessary to know
about the role of the sub-district government in public services during the COVID-19
pandemic in Lea-Lea District.

METHOD

This study was conducted with a descriptive qualitative approach, namely revealing
social reality by exploring deeper into a fact and phenomenon. Steps taken: First,
Observation is done by using systematic recording of the problems seen in the object of
research. The observation aims to determine the performance of the government
bureaucracy in public services in the midst of the COVID-19 pandemic in Lea-Lea Sub-
District. Second, it is carried out on key figures who know in detail the problem by means of
dialogue with face to face. An interviewer uses a predetermined interview guide to direct
the questions contained in the interview guide with the aim of gathering in-depth
qualitative information about the community's perceptions and experiences of public
services in the midst of the COVID-19 pandemic in Lea-Lea Sub-District.

Besides, in this research, in the final stage of conducting a document study, namely
collecting data and materials in the form of documents. This is done to obtain archival data
or documents, articles from related agencies. The document can be a soft file / hard file.
Types and Sources of Data This study uses primary and secondary data. Primary data comes
from Primary data is data obtained directly from the research location through interviews
with informants related to problems in research, and through direct observation or
observation of the object of research and data (notes) from observations. The interview
technique used in this study in order to make it easier for the author to find information
related to the title of the study, the author uses an in-depth interview technique with
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intense face-to-face and obtains information by asking questions in accordance with the
interview guidelines. While secondary data is in the form of data obtained based on
references related to research problems, either in the form of archives or documents, along
with real data from social media or the internet related to public services in the midst of the
COVID-19 pandemic in Lea-Lea Sub-District.

The data obtained have been analyzed using qualitative data analysis techniques. In
this descriptive study, data processing does not have to be done after the data has been
collected, or data analysis is not absolutely done after data processing is complete. Data
analysis is the process of simplifying data in a form that is easier to read and interpret, the
data obtained are then analyzed simultaneously with the data collection process, the
analysis process carried out is a fairly long process. The data from the interviews obtained
are then recorded and collected so that they become a field note. This technique aims to
systematically describe the facts and data obtained. as well as research results both from the
results of field studies and literature studies to later clarify the picture of the research
results.

RESULTS AND DISCUSSION
Government Bureaucracy Performance During the COVID-19 Pandemic

An input indicator is everything that is needed for the execution of an action to create
an output. The amount of time it takes to offer a community service is calculated in this
dimension (Chadwick et al. 2021). Although the scenario and conditions for the COVID-19
outbreak have not ended, the Lea-Lea Sub-District Government in principle continues to
provide services at the Lea-Lea Sub-District office. According to the Head of Lea-Lea Sub-
District "The amount of time spent in public services during the COVID-19 epidemic is no
different than before the COVID-19 pandemic." The Secretary of the Lea-Lea Sub-District
stated, "The amount of time used in public services at the Sub-District office during the
COVID-19 pandemic is no different than public services before the COVID-19 pandemic, but
we also give time if people come home outside of office hours we still serve, we also serve
through mobile phones." Based on the findings of the foregoing interviews, the input
indications indicate that the Sub-District government continues to function at the Lea-Lea
Sub-District Office on weekdays, serving the community as normal. It's only that throughout
the community service procedure, individuals are instructed to follow health precautions
such as wearing masks, washing hands, keeping a safe distance, and queuing when served at
the Lea-Lea Sub-District Office.

At process indicator, the organization/institution formulates the magnitude of the
activity in terms of speed, accuracy, and degree of correctness of the activity's execution in
this indication. The degree of efficiency and economy in the execution of
organizational/institutional operations is the most prominent marker in the process. This
metric measures the average time needed to provide community services (Kim 2020). In
order to deliver services to the community, the government of the Lea-Lea Sub-District
Office needs an average of between 10 and 30 minutes of time. This is consistent with Mrs.
Sitti Nurbaya comment that “During the COVID-19 epidemic, the average time required to
give services to the community at the Sub-District office is 10 to 30 minutes." Mr. La Malila,
said that "the average time required to give services to the community at the Sub-District
office during the COVID-19 epidemic is 15 to 30 minutes.”" Based on the findings of the
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foregoing interviews, it can be determined based on the process indicators that the Sub-
District government takes 10 to 30 minutes to serve the community at the Lea-Lea Sub-
District Office on weekdays.

Output indicators are anything that is supposed to be directly obtained from a
physical or non-physical action. This indicator is used to calculate the output of an activity.
Services supplied to the community during the COVID-19 epidemic are regular as normal
(Prusty and Mahapatra 2021). This is consistent with Mr. La Malila’s statement that, "Public
services provided at the Sub-District office during the COVID-19 pandemic are routine
services similar to those provided prior to the COVID-19 pandemic, such as providing
services with religious leaders in the Lea-Lea Sub-District area, community services orderly
licensing, fostering community protection in the Village, and others.” The Head of the
Economic & Development Section of the Lea-Lea Sub-District said the same thing "Public
services provided at the Sub-District office during the COVID-19 pandemic include routine
services such as the introduction of Micro, Small, and Medium Enterprises business licenses,
as well as data on development programmed carried out by the Village and forwarded to the
regional government. assisting Community Empowerment Institutions in the establishment
of development projects." Based on the findings of the foregoing interviews, the output
indicators indicate that the services supplied at the Lea-Lea Sub-District office are ordinary
government services such as licensing and other public services.

Indicators of outcomes, anything that represents the functioning of the medium-term
output of activities (direct effect). The amount of attainment of higher aims that may
incorporate the interests of multiple parties is described as an outcome. With this indicator,
organizations/agencies may determine if the results generated in the form of output can be
utilized appropriately and give significant advantages to the community at large (Ross et al.
2011). Employees in the Lea-Lea Sub-District office are very productive. This is consistent
with the Head of the General & Personnel Sub-assertion Section's that "employee
productivity during the COVID-19 epidemic is excellent." "Employee productivity during the
COVID-19 epidemic is extremely excellent, and the community is happy with the services at
the Sub-District office," remarked the Head of the People's Welfare Section. Based on the
findings of the interview, it is possible to infer that the productivity of staff during the
COVID-19 epidemic was quite high, and the community was pleased with the service
provided by the Sub-District office.

Benefit indicators are connected to the ultimate purpose of carrying out actions. The
advantages gained from outcome indicators are described by benefit indicators. In order to
serve the community during the COVID-19 pandemic, the government expects that
community involvement in services at the Sub-District office will always be disciplined with
health procedures such as wearing masks, washing hands, and keeping a safe distance while
waiting (Tavares and da Cruz 2020). "The level of community participation in serving at the
Sub-District office during the COVID-19 pandemic was very high in terms of implementing
health protocols using masks, maintaining distance and washing hands, and having high
awareness of queuing to be served," stated the Head of Lea-Lea Sub-District. "The level of
community participation in serving at the Sub-District office during the COVID-19 pandemic
supports the community always implementing health protocols when carrying out services
at the Sub-District office," said the Head of the Economic & Development Section of the Lea-
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Lea Sub-District. Based on the results of the above interviews, it can be concluded that
community participation in serving at the Sub-District office during the COVID-19 pandemic
is very high in terms of implementing health protocols using masks, maintaining distance
and washing hands, and having a high awareness of queuing to be served.

The impact indication is the good or negative effect that is caused (Daradjat 2020).
The service at the Sub-District office is anticipated to meet the requirements of the
community while having no effect on the transmission of COVID-19. "We hope that during
the COVID-19 pandemic in public services at the Lea-Lea Sub-District office it will give
satisfaction to the people served and we also hope that with a disciplined health protocol as
long as the service does not add to the case of COVID-19 the new one," said the Head of Lea-
Lea Sub-District. Based on the results of the above-mentioned interview, it can be concluded
on the impact indicator that during the COVID-19 pandemic in public services at the Lea-Lea
Sub-District office, it provides satisfaction to those served and follows a disciplined health
protocol as long as the service does not add new COVID-19 cases.

Government Public Services in the Midst of the COVID-19 Pandemic

The space for completing activities outside the house has shrunk with the
implementation of policies such as social distance, physical distancing, work from home, and
large-scale social limitations on a national scale (Al-Mansour 2021). A number of new
regulations were implemented as part of the attempt to adjust to the new normal. Minister
of Health Regulation No. 9 of 2020 on Large-Scale Social Restrictions, which include shutting
schools, markets, and public facilities, limiting public transportation users, and forbidding
crowd-causing activities. This affects the time necessary to provide public services, which
must then be substituted by online methods, which is a barrier for regular people who are
not used to utilizing computers or mobile phones. In the deployment of services at the Lea-
Lea Sub-District office, which lacked the necessary facilities and equipment to deliver
online-based services. Similarly, the community is still unfamiliar with the use of technology
to carry out administrative administration at the Sub-District office. So that services
continue to be provided as normal while adhering to stringent health procedures for those
who visit the Sub-District office.

Reliability indicators may be used to measure the degree of preparedness and
reliance of public service providers across all service lines in carrying out their duties and
obligations to deliver services (Cheng, Liu, and Li 2020). Even though it seems sluggish, we
must react to the government and its employees who are attempting to defeat the corona
virus, particularly the front-line health workers, in the hope that Indonesia will soon be free
of the corona virus. A component of the service quality dimension is the capacity to provide
the promised service on time, correctly, and sufficiently. In other words, the degree to which
service providers satisfy the community's expectations as service consumers. The
dependence factor is computed by splitting it into two parts: (1) a comprehensive and
dependable service unit; (2) simple service processes; and (3) lodging costs based on the
services and amenities received. The first is a comprehensive and dependable service unit in
which employee involvement in providing services includes accuracy, understanding client
requirements, and delivering services on time. Because this is the area where consumers
and service employees contact directly, the quality of the service provider is determined by
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how the service is offered. According to the persons serviced at the Lea-Lea Sub-District
Office, "the timeliness of personnel in delivering services is excellent in giving services to the
community, it's only that for now services are restricted in the waiting room due to the
COVID-19 pandemic climate." Researchers were able to detect the timeliness of employees
in delivering services that were in conformity with service SOPs during the COVID-19
epidemic, which confined the community to service counters, based on the findings of
interviews. It is possible to monitor professional conduct and performance in carrying out
given duties in line with their responsibilities and roles. Second, in terms of dependability,
everything comes down to a simple service method in line with the services provided. As a
consequence, as seen by the timeliness of service, the dependability factor indicates that the
quality of service at the Lea-Lea Sub-District Office has not been optimized. When there is a
scarcity of human resources officers to satisfy the demands of visitors swiftly and on time,
more personnel are required to provide exceptional service.

The ability to help and offer services swiftly, properly, and in response to consumer
requests is characterized as responsiveness. The responsiveness component may measure
the speed factor in responding to customer concerns as well as the desire and
responsiveness in servicing consumers (Bellé, Cantarelli, and Belardinelli 2018). The first
criteria for responsiveness is how swiftly staff deliver community services. People often
complain about services when they are not adequately provided. According to the findings
of an interview with one of the persons, "the services given have been going well, as has the
degree of staff reaction to the community serviced." The more detailed the community files
are, the quicker the required files may be completed.” Based on the results of the interviews,
it is obvious that the employees are capable of meeting the demands of the community.
Employees modify their job priorities and respond to changing conditions in accordance
with appropriate SOP standards. One way to establish whether or not services are provided
in the Lea-Lea Sub-District is to do research at the Lea-Lea Sub-District Office. If their
requirements are addressed, the communities served will have a favorable image. On the
other side, if the service in Lea-Lea Sub-District is seen as being unable to satisfy the
demands of the community, it will give a poor image of the service quality in Lea-Lea Sub-
District as evaluated by the Responsiveness dimension. This may be observed in how fast
personnel react to complaints and assist clients who have concerns.

Assurance, or the ability to instill trust and confidence in customers. In the assurance
dimension (Zu et al. 2020), indicators of service security and comfort, faith in the services of
Lea-Lea Sub-District, which are usually pleasant, polite, and courteous, as well as knowledge
of service officers/apparatuses, may all be examined. The first component of assurance is
the establishment of a feeling of security and comfort. This is necessary to instill trust and
confidence in the servicing method. This is consistent with the service idea, according to
which security in terms of the process and outcomes of public services may create a feeling
of security, comfort, and legal certainty. Visitors are given a feeling of security, comfort, and
trust by the facilities and attitudes offered by employees in the Lea-Lea Sub-District.
Security entails not being in danger, not being tampered with by thieves, being protected
and not being stolen by others, not being reluctant, fearful, or concerned. Visitors/guests do
not need to be concerned about unwelcome events since security is in place.
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According to the conclusions of the Lea-Lea Sub-District Head interview, "Everything
went according to plan in terms of safety and comfort." Our services are offered to protect
the safety of the individuals we serve from the moment they enter the Lea-Lea Sub-District
yard until the moment they leave the room. So that visitors to the Lea-Lea Sub-District feel
at ease." The assurance indicator's second function is to establish confidence in Sub-District
office staff. Indoors, there are indicators of uncertainty and faith in the persons being
served. Employees vary in their personalities and qualities. People often feel restless not
because of insufficient facilities or infrastructure, but because of the officers' unfavorable
attitude, which includes disrespectful comments, forceful reprimands, and other reasons.
This is similar to the sentiment expressed by one Lea-Lea Sub-District community leader,
who said that "workers who serve the community occasionally act hostile, such as being
impolite in speaking." This will undoubtedly have an influence on public faith in the
government, which will reflect negatively on the provision of community services." When
the researcher conducted the interview, the individuals who wanted to be serviced at the
Lea-Lea Sub-District Office did not have to worry about things that were not desired. The
third component of the guarantee is the skill of personnel in servicing. Officers' ability to
give services is projected to grow. It also needs organizational and objective assistance in
order to increase service efficiency, quality, and human relationships. As a consequence, the
service quality of staff at the Lea-Lea Sub-District Office as assessed by the guaranteed
dimension is extremely excellent, despite warnings from community leaders to enhance
service quality so that a negative image is avoided. The quality-of-service performance is
inextricably linked to the services provided by the community. Good service quality includes
the ease of managing interests, obtaining fair service, receiving service without bias, and
receiving honest and straightforward treatment.

Empathy is described as the ability to comprehend what the people we serve want.
In the empathy dimension (Majka and Longazel 2017), the sub-factors of a very excellent
relationship with service users at the Lea-Lea Sub-District Office, paying particular attention
to community issues, and operating at suitable working hours to support clients may all be
assessed. The first sub-factor is a favorable connection with tourists who utilize the services
of the Lea-Lea Sub-District Office. It should be noted that, in most cases, personnel at the
Lea-Lea Sub-District Office can create outstanding connections with the service user
community despite the conditions. However, not everyone is able to create positive
relationships with cops. The author contends that personnel at the Lea-Lea Sub-District
Office are less interested in establishing connections with persons who utilize the Lea-Lea
Sub-District Office's services, making informants feel uncomfortable and neglected. The
second step is to pay attention to consumer issues. The attention and care of police while
serving the community is one of the aspects that determine customer happiness. The staff's
daily task is to pay attention to the guests in order to create a pleasant atmosphere. Of
course, through delivering exceptional service to the community and creating a feeling of
satisfaction among all Lea-Lea Sub-District Office service clients. According to the findings of
an interview with one of the communities serviced by the Lea-Lea Sub-District Office, "the
services offered by the Lea-Lea Sub-District Office staff do not differentiate between officials
and regular employees, and the community receives the same focus and attention." Based
on the interview findings, this empathy indicator demonstrates that there is a link between
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service providers and users if they pay attention to the wants and wishes of guests/service
users. It may help foster trust among guests/visitors. Of course, the disciplinary employees
of the Lea-Lea Sub-District Office fall under this group. Employees of the Lea-Lea Sub-
District Office must carry out their duties and obligations as government officials in line
with the Civil Servant's oath of office as an Office employee. According to interviews, the
officers performed a fantastic job of serving guests/visitors on time. The ideals of
professionalism and ethics that govern public service as a profession include accountability,
effectiveness, efficiency, honesty, impartiality, and justice for all service receivers.
Community service may be effective if the community benefits from the convenience of a
quick, accurate, and rewarding procedure. The efficacy of enhancing the quality of public
services is determined on the government's ability to strengthen the discipline of the service
apparatus. As a consequence, it is possible to infer that workers at the Lea-Lea Sub-District
Office do not provide equal empathy. This is shown by the absence of a good interaction
between officers/officials and guests/visitors who utilize housing services.

Physical office facilities, computerization, administration, waiting rooms, and
information centers are all used to assess service quality. Tangibles are government services
to the community that are manifested in the services given, which include physical facilities,
equipment, employees, and communication mediums such as the state of buildings, parking
lots, and other infrastructure (Fishenden and Thompson 2013). The form indicators are
separated into two categories: building appearance, tidy and enough parking space, interior
of the Lea-Lea Sub-District Office (rooms, foyer, and other rooms), and environmental
cleanliness. The first is about the building's look and having a clean and enough parking
space at the Lea-Lea Sub-District Office. This is consistent with the researcher's
observations and is supported by the community's response when met at the Lea-Lea Sub-
District Office, where it was explained that "The interior of the Lea-Lea Sub-District Office in
this case is the room, lobby, and service room in terms of a neat and adequate appearance of
the parking lot. Other amenities at the Lea-Lea Sub-District Office are accessible, but other
community requirements, such as hand sanitizers and masks for guests who do not use
masks, are not yet available." Second, the Lea-Lea Sub-District Office is always spotless.
While providing amenities and infrastructure for comfort in the rooms and lobby is really
nice, there are still some things that need to be finished to create a more comfortable
experience for in-house guests. This is consistent with the father of the Population and
Community Service Section's comment that "The cleanliness of the Lea-Lea Sub-District
Office's environment cannot be divorced from the aspect of comfort. In terms of cleanliness,
all personnel must pay attention to the cleanliness of the workplace environment since one
of the benefits of serving the public is keeping the area clean so that people feel comfortable
and at home." Thus, the findings of the two interviews indicate that the Lea-Lea Sub-District
Office's service quality is reflected in tangible factors that have not gone well, such as the
needs of the community when served in the midst of the COVID-19 pandemic, so that people
who do not use masks can be served excellently.
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CONCLUSION

Based on the findings of the research and analysis, this study discovered that, in
terms of the performance of the Lea-Lea Sub-District Government Bureaucracy during the
COVID-19 pandemic, employees understood and were able to carry out their duties and
functions as state servants in carrying out public services. In principle, the Sub-District
Government continues to provide services at the Lea-Lea District office. Individuals are,
however, instructed to take health precautions such as wearing masks throughout the
community service procedure. Employee productivity was very high during the COVID-19
outbreak, according to output indicators. Ordinary government services such as licensing
and other public services were provided at the Lea-Lea District office. During the COVID-19
pandemic, there is a high level of community participation in serving at the village office.
With the implementation of policies such as social distancing, physical distancing, work
from home, and large-scale social restrictions on a national scale, the space to complete
activities outside the home is shrinking. As part of the effort to adjust to the new normal, a
number of new regulations were enacted. The staff at the Lea-Lea District Office are very
punctual with their services. The reliance factor indicates that the service quality is subpar.
More workers are required when there is a shortage of human resources officers to satisfy
the needs of visitors swiftly and on schedule. Guarantee of Public Service The capacity to
build trust and confidence in clients is known as assurance. In the assurance dimension,
markers of security and service comfort, trust in Lea-Lea sub-district services, and service
personnel /equipment expertise may all be investigated. The quality of service performance
is inextricably linked to the services supplied by the community. Good service quality
includes the ability to manage interests easily, receiving fair service, and receiving honest
and straightforward treatment. The service quality of the Lea-Lea District Office, as
measured by the guarantee dimension, is excellent. Community service may be effective if
the community benefits from quick, accurate, and useful procedures. The ability of the
government to strengthen the discipline of the service apparatus determines the success of
improving the quality of public services. This is evidenced by a lack of interaction between
officers/officials and guests/visitors who use office government services. The Lea-Lea
District Office's service quality is reflected in form indicators such as the appearance of the
building, neatness and adequate parking space, and office interiors, as well as
environmental cleanliness.

According to the statement above, this research advises many adjustments that the
Lea-Lea Sub-District government should do. In the middle of the COVID-19 epidemic, the
Lea-Lea Sub-District Government has to update the most recent policies pertaining to public
services so that they may respond to some of the most recent rules pertaining to public
services. In the middle of the COVID-19 epidemic, the government must offer extra facilities
and infrastructure to support public services.
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