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Abstract   

 

This research focuses on changing bureaucratic behaviour, communication patterns and regulations on licensing 

process in Government Office X in East Java Province during the Covid-19 pandemic. The research method is in 

the form of a descriptive qualitative method with a case study approach involving three ASN officials who directly 

handle the business and/or activities licensing process. Data collection techniques are in the form of observations 

and interviews. The results of this study found differences in bureaucratic behaviour, communication patterns and 

regulations in the management of business licenses and/or activities, which, in the licensing management process 

took longer than before the Covid-19 pandemic.  
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1. INTRODUCTION  

 

Covid-19 has changed the work culture in organizations. The implementation of the work-from-home system as 

an effort to reduce the spread of the Covid-19 virus, prioritizing the concept of working online through media 

such as zoom, google meet and other online applications. Working from home has its advantages and 

disadvantages (Setiawan & Fitrianto, 2021). The benefits of working from home for employees include: a) 

freedom in determining working hours, b) reduced travel time to the office, c) reduced transportation costs 

(gasoline), d) avoiding office politics, e) increased enthusiasm, commitment, satisfaction, skills and work income, 

f) receiving information from outside the office, g) personal interests quickly resolved, h) minimizing stress due 

to road congestion, i) lack of childcare costs, and j) being able to actively contribute to community activities at 

home. While the disadvantages of working from home for employees include a) there is no direct process of 

exchanging insights or knowledge, b) employee interaction depends on data networks, c) there is a 

misunderstanding between employees, d) increased household operating costs, e) no there is a work atmosphere 

support.  

 

Government Regulation No. 21 of 2020 concerning Large-Scale Social Restrictions in the Context of Accelerating 

Handling of Corona Virus Disease 2019 (Covid-19) and Circular Letter of the Minister of Empowerment of State 

Apparatus and Bureaucratic Reform (PANRB) No. 19 of 2020 concerning Adjustment of the Work System of 

State Civil Apparatus in Efforts to Prevent the Spread of Covid-19 in Government Agencies that apply for work 

from home alternately for government employees to change conventional public services with direct face-to-face 

starting to be limited and assisted by an online system (Lumbanraja, 2020). 

 

Government agencies that do not escape the work-from-home policy, one of which is Government Office X in 

East Java Province. Government Office X is engaged in the field of public services, including those related to the 
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management of business licenses and/or activities. Government Office X in East Java Province is required to 

provide the best service while still complying with existing health protocols. 

 

The systematic change in the stages of licensing at Government Office X in East Java Province due to the Covid-

19 pandemic has more or less an impact on business actors who want to take care of their permits at the agency. 

According to Panjaitan (2020) study, there were obstacles in implementing the new normal policy during the 

Covid-19 pandemic in government agencies, namely: a) ASN motivation decreased while carrying out official 

duties at home (work from home), b) limited tools and communication by ASN during carrying out official duties 

at home (work from home), c) not all services in the organization with digitalized business processes, making it 

difficult for ASN while carrying out work from home, d) limited ability to use technology by ASN over 50 years 

old, e) difficulties in monitoring ASN performance, f) difficulty in measuring the productivity level of ASN, g) 

difficulty in arranging meeting schedules for work that requires a high intensity of discussion and coordination. 

 

1.1 Previous Research 

 

Covid-19 affects various sectors, especially the company's employment system. The company enforced offline 

work before the Covid-19 outbreak and online at home during the Covid-19 pandemic as a form of company 

compliance with government instructions. 

 

Mustajab, Bauw, Abdul Rasyid, Akbar, and Hamid (2020) studies conclude that working from home provides 

advantages and disadvantages for employees and organizations, and therefore, is responsible for decreasing 

employee productivity. In addition, there is the fact that working from home is not generally accepted, many areas 

of work cannot be done from home, although for many employees, working from home has provided a work-life 

balance but this is sometimes disrupted by some of the work (multitasking) that must be done. done. Working 

from home effectively does not apply to all workers or all types of work (Hendytio, 2020). Ma’rifah’s (2020) 

study stated that working from home as a flexible working concept does not necessarily increase employee 

productivity, which in turn can have an impact on organizational productivity. 

 

The existence of Covid-19 forced changes in the order of services and disrupted public services because there was 

no preparation related to these changes. (Siam, Nurhadiyanti, & Prasetyo, 2021) argues in his research, the urgent 

need for citizen public services such as the processing of Identity Cards (KTP), Driving Permits (SIM), land titles, 

business permits and others are automatically disrupted. Because all agencies issue internal regulations including 

a) all ASN can only work from home or work from the home total, thus there is no direct service at the agency's 

counter, and b) work from home with a picket system that combines direct services and services in network or 

online. 

 

Research from Setiawan and Fitrianto (2021) argued on the management of Regional State-Owned Enterprises, 

and Junadi and Hasanudin (2021) stated that there was a significant effect of working from home on employee 

performance. Employees are still trying to maintain the quality of service and quality of work during the Covid-

19 pandemic. The reduction of the workforce at the office with the existence of work-from-home creates a 

concurrent work system because employees who work in the office must participate in the process of completing 

the work of employees who work from home. The Putri and Nurhadi (2021) studies show that there are two service 

system policies to achieve good service quality in the new normal era, namely: a) online and b) face-to-face service 

systems with health protocols. The Gunungkidul Regency Investment and Integrated Service Office (DPMPT) 

has adjusted the work system by implementing health protocols in daily activities and carrying out official duties 

at the office, human resource support has been fulfilled with a performance assessment from the preparation of 

the Performance Report of Government Agencies, tiered internal supervision and performance evaluation of 

implementers is carried out through community surveys and complaint management, service employees are 

disciplined, support for facilities and infrastructure for adjusting health protocols and technology to support online 

services. 

 

Research from Panjaitan’s (2020) study explains the implementation of the new normal policy at LIPI Bandung, 

where communication, information, infrastructure and bureaucratic structures do not experience obstacles that 

adversely affect the process of implementing the new normal policy. Constraints arise from the HR side which 

include the problem of the ability of several ASN concerned. Completion of tasks on time and with quality is one 

of the important points to promoting an ASN, besides that superiors need to carry out more strict monitoring of 

ASN diaries, not only ASNs who are late in completing assignments. It is supported by Kusumawati, Yuhertiana, 

and Arief’s (2011) studies that in carrying out their duties as executors, public services must have human resources 

apparatus with adequate quality and quantity. Also, Junadi and Hasanudin (2021) studies found the negative 
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impact of working from home in relation to public service officers, namely: a) multitasking, b) decreased morale, 

c) increased costs, d) distraction, e) limited communication, f) distrust between parties. 

 

The Covid-19 pandemic has caused social changes in all aspects of people's lives, including aspects of government 

bureaucracy. Bureaucratic behaviour is dynamic, and each individual has different behaviour from one another. 

Research conducted by Kahimpong, Sumampow, and Sample (2021) regarding the bureaucratic behaviours of the 

sub-district apparatus during the pandemic concluded: a) Ranowulu sub-district employees/staff in carrying out 

their duties already have their respective job desks so that services to the community can be carried out, although 

in their service there are some officers who seem relaxed and have less time discipline, b ) services to the needs 

of the community in the sub-district can still be completed although there are still some employees who behave 

not according to procedures, where they only come to take attendance and then go home. 

 

The bureaucracy is faced with new normal living conditions in the era of the Covid-19 pandemic, so a model is 

needed that can answer challenges in the form of creative ideas developed in public services so that public services 

continue to run well without obstacles even in a pandemic condition (Taufik & Warsono, 2020). The Covid-19 

condition has shaped many electronic-based public service innovations so that quality and innovative human 

resource support is needed as well as infrastructure development support. This statement is supported (Oktaviani, 

Aryani, & Azijah, 2022) studies which state that bureaucratic changes must be supported by human resources and 

infrastructure, Bekasi bureaucratic apparatus is required to be creative and innovative in online public services as 

a form of response to current conditions. Implications of the research (Mulyaningsih, 2021), namely the success 

of bureaucratic change is strongly influenced by leadership factors. Leadership is defined as the process of 

influencing individuals to achieve common goals (Yuhertiana & Fatun, 2020). Leaders who have personality, 

vision and a sense of power are able to face changes in the organization. Supporting Mulyaningsih's (2021) 

research, Iryanti, Sarwoko, and Sahertian (2021) state that it takes a leader (in this case, the principal) who has 

the ability to plan, organise, implement (actuating) and control to encourage subordinates (in this case the teacher) 

to carry out well-planned tasks so that the results as expected. 

 

Based on the explanation of the background of the problem, this research focuses on how the behaviour of the 

bureaucracy, communication patterns and regulations on licensing arrangements at Government Office X in East 

Java Province due to the Covid-19 pandemic. This study aims to analyze bureaucratic behaviour, communication 

patterns and regulations on licensing arrangements at Government Office X in East Java Province due to the 

Covid-19 pandemic. As for the aspects studied to answer these objectives, namely the flow of the business and/or 

activity licensing process. 

 

2. LITERATURE REVIEW 

 

2.1 Work from Home 

 

Work from Home is a term for working remotely, more precisely working from home. So workers do not need to 

come to the office to do face-to-face with other workers. Working from Home is already familiar to freelancers, 

startup employees and other companies, but they often call it remote working (Nasution, Zulhendry, & Rosanti, 

2020).  

 

2.2 Bureaucratic Behavior 

 

According to Thoha (2015), bureaucratic behaviour is the result of the interaction of the bureaucracy as a 

collection of individuals with their environment. Deviant bureaucratic behaviour is referred to as bureaucratic 

pathology or symptoms of bureaucratic storage. The principle of good bureaucratic behaviour according to 

(Thoha, 2015), among others, includes: a) politeness, b) justice, c) caring, d) discipline, e) sensitivity and f) 

responsibility. 

 

2.3 Communication Pattern 

 

According to Nurul Asri Mulyani (2021), the pattern of communication is a form of relationship between two or 

more people in the process of sending and receiving messages in appropriate ways so that messages can be 

received and delivered properly. (Nurul Asri Mulyani, 2021), mentions that there are two types of communication 

patterns, namely primary communication patterns where the process of delivering messages uses symbols as 

media, both verbal and non-verbal symbols and secondary communication patterns that use second media as 

intermediaries for sending and receiving messages (mass media or social media). 
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2.4 Public Service 

 

Government Regulation No. 25 of 2009 concerning Public Services, article 1 defines Public Service as an activity 

or series of activities in the context of fulfilling service needs in accordance with laws and regulations for every 

citizen and resident of goods, services, and/or administrative services. provided by public service providers. Public 

services have service standards and supervision. Public service standards according to (Abidin, 2008), include: a) 

service procedures, b) completion time, c) service costs, d) service products, e) facilities and infrastructure, and 

f) competence of service providers. Supervision of public services consists of internal supervision, namely 

superiors and external supervision, namely the community, the Ombudsman and the DPR. The service standard 

guidelines are regulated in PANRB Number 15 of 2014. Essentially, in Article 1 of the PANRB Regulation, the 

organizers are required to establish and implement service standards for each type of service. 

 

Siam, Nurhadiyanti, and Prasetyo (2021) stated that there are several things that can be done in the implementation 

of public services in order to continue to provide good service to the community even though they are in a work 

from the home condition, including: 

 

a) The head of the agency or agency providing public services must still supervise the implementation of work 

from home, so as not to get out of context and track and still have work targets and meet the performance 

targets that have been set. Other responsibilities are receiving, checking, and monitoring the implementation 

of ASN duties on a regular basis, including regarding employee attendance. 

b) In order for work-from-home to have clear and measurable achievement targets, each Personnel Guidance 

Officer (PPK) of ministry agencies, institutions and local governments must make technical rules internally 

related to the implementation of work-from-home. This must be adjusted to the conditions of each region 

(included in the red, yellow and green zones), develop a work plan and carry out official duties in accordance 

with the targets and performance targets given by each head of the work unit. Each ASN is also required to 

make periodic work reports addressed to the head of the work unit. 

c) The work-from-home assignment determined by each work unit leader must adhere to the principles of non-

discrimination, objective, procedural, proportional, professional and humane. 

d) All public service providers and implementers must comply with the work-from-home implementation 

protocol that has been set by the Kemenpan RB. 

e) The head of the agency or service must ensure that when working from home, ASN has work support 

facilities such as computers and laptops that have pulses connected to communication tools and internet 

networks. 

f) Public service providers provide channels that can be accessed by the public, such as email, websites, service 

telephone numbers and social media. 

 

Make sure that working from home does not mean the office is completely closed and services are abolished. In 

this regard, public service providers are required to provide information that is easily accessible to the public, such 

as information on service hours, the priority of service products that are carried out online and/or come directly, 

complete requirements, facilities and infrastructure for complaints, names and contact numbers of service 

implementing officers, protocols. health, and so on. 

 

Mulyaningsih (2021) stated that there are three elements in adapting to the new normal order in the government 

environment, including a) adjusting the work system, b) supporting human resources for the apparatus, and c) 

supporting infrastructure. Adjustment of the work system within government agencies can be done with the 

flexibility of setting work locations, namely the implementation of tasks in the office and the implementation of 

service at home. Performance assessment, monitoring and supervision, as well as evaluating the discipline of the 

apparatus during the Covid-19 pandemic are important to note so that public services can still be carried out 

properly, supported also by information technology in the administration of government and public services. 

 

Regulation 

According to the Big Indonesian Dictionary, regulation is regulation, not regulation. Regulatory functions include: 

a) as certain controls and boundaries, b) creating a sense of security and peace, c) providing protection of rights 

and obligations, d) making members involved in the organizational scope obedient and disciplined, e) as a guide 

in behaving, f) establish a regulatory system that can be used as social control, g) discipline someone so as not to 

do actions that harm others and h) to achieve common goals. 

 

3. RESEARCH METHODS 
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The type of research used in this research is descriptive qualitative research, namely the researcher intends to 

describe or explain something using qualitative data. The study attempted to analyse bureaucratic behaviour, 

communication patterns and regulations on licensing arrangements at Government Office X in East Java Province 

due to the Covid-19 pandemic. This study uses primary data in the form of questionnaires and direct questions 

and answers to employees at Government Office X in East Java Province which are directly related to licensing 

management. The resource persons studied were three officials who directly handled the business and/or activity 

licensing process. 

 

 

4. DISCUSSION 

 

President Joko Widodo gave instructions that all government agencies including Government Office X in East 

Java Province implement new normal policies, one of which is working from home during the Covid-19 pandemic. 

But in its implementation, there are obstacles that hinder the performance of Government Office X in East Java 

Province in its implementation of carrying out public services, especially in terms of licensing. 

 

The process of obtaining business and/or activity permits at Government Office X in East Java Province 

underwent many changes during the Covid-19 pandemic. Government Office X in East Java Province stipulates 

provisions for its employees to carry out their official activities with 25% working from the office and 75% 

working from home where officers and officials will get a schedule for their turn to enter the office, so if you want 

to coordinate with officers or officials, you must make a schedule. meet first. The communication process which 

is usually done face-to-face with officers or service officials has changed. The decree of the minister of health 

requires the use of masks and implementing health protocols in accordance with the Decree of the Minister of 

Health Number HK.01. 07/MENKES/382/2020 concerning Public Health Protocols in Public Places and Facilities 

in the Context of Prevention and Control of Covid-19. This is often an obstacle in communication patterns, where 

misunderstandings often occur because communication is not optimal due to the use of masks so that the voice 

becomes unclear or faint. The following is a table of changes in the licensing process at Government Office X in 

East Java Province and the obstacles faced. 

 
Table1 Business Licensing Management Process Before and During the Pandemic Covid-19  

Process Before the Covid-19 Pandemic During the Covid-19 Pandemic Obstacles During the Covid-19 

Pandemic 

Request for 

directions 

Sent directly to the registration 

counter and get a receipt from the 

counter clerk 

Sent directly to the registration 

counter and get a receipt from the 

counter staff by leaving a contact that 

can be contacted 

 

Issuance of 

directives 

Informed the applicant then the 

letter of direction can be picked up 

at the officer who has been 

appointed 

The referral letter is sent via the 

WhatsApp application, and the 

applicant can compile documents 

according to the directions given 

The process of issuing letters 

takes longer due to the 

application of the entry schedule 

for officers and service officials 

who do not coincide. The 

process of drafting letters, 

corrections and signings that can 

be done within 1 day in 

conditions before Covid-19 

cannot be completed, because 

each authorized officer does not 

enter on the same day. 

Registration of 

documents at the 

officer 

Through face-to-face contact with 

officers, by taking queue numbers, 

documents and administrative 

completeness will be checked 

immediately, if they are 

considered complete, a receipt will 

be given. 

The applicant makes an appointment 

in advance according to the specified 

schedule. 

The registration process will be 

hampered if there are corrections 

or documents and administrative 

completeness is considered 

incomplete, so you have to make 

another appointment, where the 

counter staff only enters on 

Tuesdays and Thursdays. 

Delegation of 

documents and 

accessories 

Documents and completeness of 

permits will be sent on Friday 

every week so that officers can 

check them and schedule 

discussions 

Documents and completeness of 

permits will be sent on Friday every 

week so that officers can check them 

and schedule discussions 

- 

Coordination of 

applicants with X 

Government Office 

officials 

After the documents and 

administrative completeness are 

deemed appropriate, a discussion 

on the permit document will be 

carried out. Coordination 

regarding the discussion schedule 

is carried out face-to-face with 

Coordination of discussion schedules 

via telephone and WhatsApp 

applications. Applicants are required 

to make a link containing the material 

for the permit document complete 

with its attachments and power point. 

The applicant only needs to print 3 

There are several agency staff 

who cannot download the 

provided file or cannot open the 

file because they do not have a 

supporting application and are 

not accustomed to reading 

electronic documents. 
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Process Before the Covid-19 Pandemic During the Covid-19 Pandemic Obstacles During the Covid-19 

Pandemic 

service officials. The applicant is 

required to print the document 

according to the number of 

invitations and send it along with 

the invitation to the participants of 

the discussion meeting. 

licensing documents which will be 

submitted to the chairman of the 

discussion meeting. Invitations are 

submitted through the WhatsApp 

application by officers and meeting 

participants can download materials 

via the link listed in the invitation 

Licensing 

document 

discussion meeting 

with relevant 

agencies and 

experts 

The discussion meeting was held 

in the meeting room of 

Government Office X in East Java 

Province 

Discussion meetings are carried out 

through the Zoom meeting 

application, attendance is carried out 

through the provided google form, and 

suggestions for input can be emailed 

or sent via WhatsApp. 

Some related agency employees 

and experts are still unable to 

adapt to electronic documents so 

that errors often occur in the 

examination process and 

meeting participants often forget 

to attend attendance via the 

attendance link. An unstable 

network, especially if it involves 

participants who have limited 

signal coverage, also affects the 

smooth running of the discussion 

meeting. 

Revise the 

document 

according to the 

minutes of the 

discussion 

The revised draft document in the 

form of a hardcopy is sent to the X 

Government Office for face-to-

face assistance 

Draft revised documents in the form 

of hardcopy and soft files are sent to 

Government Office X for assistance 

through the Zoom Meeting 

application. 

Scheduling of assistance must be 

adjusted to the officer's entry 

schedule, while the number of 

queues for licensing documents 

is very large, so it takes quite a 

long time 

Publishing 

recommendations 

Recommendations for licensing 

documents will be issued after the 

documents have been revised and 

are appropriate, recommendations 

can be taken after being signed by 

the Head of Government Office X 

in East Java Province 

Recommendations for licensing 

documents will be drafted in advance 

by the officer and sent via email or 

WhatsApp to the applicant for 

confirmation, if it is appropriate, it 

will be signed by the Head of 

Government Office X in East Java 

Province 

The issuance of 

recommendations takes longer 

because the drafting, correction 

and signature processes cannot 

be carried out on the same day 

because the officers and 

authorized officials do not 

always get the same entry 

schedule. 

 

5. CONCLUSION 

 

This pandemic period has brought changes in the licensing process, bureaucracy and regulation of public services, 

in this case, at the X Government Office in East Java Province. Government Office X in East Java Province tries 

to continue to provide the best service even though there is a change in the new normal bureaucratic model in the 

form of a 25% WFO and 75% WFH work system with a shift schedule for officers and still complying with health 

protocols. 

 

The pattern of communication has also changed from being offline (face-to-face) to online with the help of 

applications in the form of WhatsApp and zoom meetings. The regulations stipulated in the form of prohibiting 

officers and officials from bringing documents home hampered the document inspection process because there 

were some officers who were not accustomed to reading documents electronically. These changes have resulted 

in the licensing process taking longer than before the Covid-19 pandemic. 

 

6. SUGGESTION 

 

Based on the conclusions above, it can be suggested that officers and officials at Government Office X in East 

Java Province continue to carry out their duties according to their respective duty posts. Officers and officials are 

expected to get used to reading electronic documents so that the document inspection process can be carried out 

properly. 
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