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Work Process Improvement for Minimizing Public Service Delivery
using Electronic Document System: A Case Study of

Sub-district Administrative Organization
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Abstract

The objective of this research is to enhance the workflow, aiming to minimize the steps involved
in accessing government services provided by the sub-district administration organization in the example
province. Presently, 21 steps are covering a distance of 3,091 meters, and it takes 176 minutes to complete
the service contact process. The research commenced with a flowchart analysis, focusing on the
Department of Public Works as a case study unit. The observation revealed that the service process
comprises 7 steps in the workflow, 9 steps in transportation, 2 steps in waiting, 2 steps in checking, and 1
step in storage. It was noted that transportation steps outnumber the workflow steps by 2 steps, potentially
causing delays in public service. Quality control tools were employed to analyze the root causes of the
problem. It was discovered that the service process for contacting the government and the document
system of the sub-district organization are traditional and have not been updated since its establishment,
lacking modernization. Using the 5W1H questioning technique, an analysis was conducted to determine
corrective measures. The results propose improvements to transform the traditional service process into a
centralized service center, consolidating all related services into one location. This includes immediate task
delegation or completion at a single service point to expedite service delivery. Furthermore, the traditional
document workflow is proposed to be transformed into an electronic document system for public agencies.
The outcomes of the research indicate a reduction in the service process steps from 21 steps down to 9
steps, a decrease of 12 steps, accounting for 57.14%. Additionally, there is a reduction in the distance for
contacting government officials from 3,091 meters to 0 meters, accounting for 100%. The time for contacting
government officials has decreased from 176 minutes to 47 minutes, a decrease of 129 minutes, equivalent

to 149.29%.

Keywords: Electronic Document System, Flowchart Analysis, Quality Control Tools
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