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ABSTRACT

In implementing public administration, a new paradigm can emerge when idealism and
practice are formulated regarding using specific values and norms forfountability in public
services. Accountability in public services itself has an essential role in the practice of public
administration. This is because the position of accountability can become a foundation in
public organizations to provide explanations to various parties in the evaluation process for
multiple performances carried out by the organization. This research then aims to see how
the public service accoufability approach follows the new paradigm of public
administration. Thegfethod used in this research is a qualitative approach using the literature
study method. The findings of this study indicate that the accountability of The New Public
Service perspective is multifaceted and requires awareness of the government's (bureaucrats)
complicated role in contemporary goverfgince. The government must therefore behave
properly, morally, and in accordance with demo@atic values and the public interest.
Keywords: Public Administration Paradigm, Public Service, Accountability, The New
Public Services.

A. INTRODUCTION

The New Public Serv§fe (NPS) paradigm is a paradigm in the science of public
administration formulated by Janet V. Denhardt and Robert B. Denhardt in their work The
New Public Service: Serving Not Steering in 2003 in New York, United States. This
paradigm emerged as a counterweight or substitute paradigm for The New Public
Management (NPM) paradigm that emerged from pro-bugfijess public administration experts
as liberalism strengthened in 1980 (Goodsell, 2017). The New Public Management paradigm
was pioneered by David Osborne and Ted Gaebler in their article “Reinventing
Government”, which criticized the failed state’s role in driving the wheels of development
by applying the paradigm model of The Old Public Administration (OPA). A corrupt and
bureaucratic state is considered one of the causes of development failure (Raharjanto, 2021).
To cure this public sector disease, the solution is to inject entrepreneurial spirit into the public
sector. This paradigm puts forward several principles that are now known as “public
entrepreneurship,” which may have brought about significant reforms to government,
becoming the core idea of the new public management (Thamrin et al., 2021).

The New Public Services (NPS) paradigm criticizes the service models implemented
by The New Public Management (NPM), which are summarized in the NPS motto:
“Government shouldn’t run like a business; it should be run like a democracy”. According
to Denhardt and Denhardt, NPM can fail to solve public problems because, in the NPM’s




view, it is likened to a state organization as a ship. So according to NPM, the role of the
government on board the ship is only as a captain who directs (steers) where the ship should
sail, not concurrently with the task of rowing the ship (Chang et al., 2021)gfhe role of
paddling should be left to organizations outside the government, namely civil society
organizations (CSOs) and the private sector (companies), to reduce the government’s
domestication function. The government’s only role as a guide can be beneficial because it
gives the government extra energy to deal with more strategic domestic and international
issues, such as iifffrasing economic growth and foreign trade (Idemudia & Kwakyewah,
2018). The view of steering rather than rowing, ala David Osborne and Ted Gaebler, was
criticized by NPS as a view that forgets who owned the boat. The government should focus
its efforts on serving and empowering citizens because they are the owners of “ships” (state
organizations) (Smith & Stirling, 2018).

The development of this new paradigm of public administration has caused the
pattern of relations between the government and citizens to change, which places more
emphasis on the interests of citizens. As a result, the government must be more attentive and
responsive in providing public services to citizens. So, in accordance with this perspective
on public administration's role in promoting democracy, serving the public good is an
essential norm that must be put forth and regarded vital (Voorberg et al., 2017).

The voyage of reform (democratization demands) in Indonesia has supplied
government (bureaucracy) and citizens with useful insights. The figure and face of the
bureaucracy are now required always to deliver changes, especially changes from a rigid
bureaucracy that is upward-oriented to a bureaucracy that is more democratic, responsive,
transparent, and non-partisan (Ahmadi & Rachmiatie, 2019). The bureaucracy should no
longer present itself as a figure of the organization that is haughty and impervious to outside
criticism. Since 1997, a tidal wave of changes has enabled the destruction of bureaucratic
"arrogance" and the emergence of numerous robust civil society organizations. In the current
reform era, citizens' requests for greater bureaucratic performance have become a topic of
public discourse (Aalbers & Teo, 2017). In addition, the increasing prevalence of
democratization has bolstered civil society's ability to assert its rights while interacting with
the bureaucracy. In this setting, the bureaucracy must be revitalized in order to create
democratic, efficient, responsive, transparent, and accountable public services (Esmark,
2017).

Furthermore, in reviewing and discussing how the public service accountability
approach is developing at this time, the following discussion is in the corridor of The New
Public Services paradigm, which is in line with the life of an increasingly democratic society.

B. LITERATURE REVIEW
1. Public Service
As public workers, government officials have a responsibil§fij to do their best for the
people they represent by providing the best possible service. The implementation of public
servic@is one of the functions carried out by local governments to meet the community’s
needs in the form of goods and services. The availability of quality public services is highly
expected by everyone, especially service users (Petrakaki, 2018).




The Regulation of the Minister for Empowerment of State Apparatus and
Bureaucratic Reform Number 14 of 2014 defines service standards, public service providers,
and pul@gf§ service providers as follows:

a) In the contextof providing quality, sp@glly , easy, atfordable, and measurable services,
service standards are a set of criteria for service delivery and a guide for measuring
service quality (Yustanti et al., 2019).

b) Public service providers, currently known as organizers, include every state
administrative institution, corporation, autonomous institution formed under the Act
for public service activities, and other legal organizations established only for public
service activities (Prysmakova, 2021).

¢) Work units for public service providers in state administration institutions,
corporations, independent institutions established pursuant to the Act for public
service activities, and other legal entities formed solely for public service activities
are known as implementing organizations in the context of public service delivery
(Zawawi & Hoque, 2020).

According to Kotler, a service is any lucrative activity in a group or body that
provides satisfaction, regardlesgf whether or not the results are related to a tangible object.
Then, according to Sinambela, public service is any activity carried out by the government
for a number of individuals who have complete freedom of action and provide satisfaction
regardless of the absence of a tangible product (Nuridin, 2018). It is the goal of the state to
offer goods, services, and administrative support to all citizens iffrder to meet their most
fundamental human needs and civil rights. The provision of goods, services, and
administrative service@lpy public service providers is defined by Law No. 25 of 2009 as
activities that meet the service needs of every citizen and resident in line with applicable laws
and regfilations (Torfing et al., 2019).

Based on the definitions of public service from the experts and the laws and
regulations above, conclusions can be draffh regarding the purpose of public service, namely
all activities the government's operations to meet the demands of the community for goods,
services, and administrative services, which are carried out in accordance with the laws of
the land and attempt to give the people with satisfaction (Wirtz et al., 2¢EP). According to
these findings, the Kutai Kartanegara Regency Transportation Service's public services are
activities organize@@o meet the community's needs for goods, services, and administrative
services related to transportation in accordance with applicable laws and regulations, and it
is expected that users of these services will be satisfied (Hasanah et al., 2019).

2. Public Administration

Public administration consists of two syllables, namely administration, and public.
Administration comes from Greek, consisting of two words: ad, which means intensive, and
ministrare, which means to serve. Thus, thgf}dministration is helping or serving intensively.
Administration contains two meanings, namely in a narrow sense and a broad sense
(Baumgartner & Rauter, 2017). In a narrow sense, the administration is defined as taking
notes and writing, often referred to as administrative activities. Moreover, administration in
the broadest sense is a process of logical cooperation carried out by a group of individuals to
fulfill set objectives. Siagia describes administration as the entire process of cooperation




between two or more humans in order to achieve predetermined objectives (Abubakar et al.,
2019).

Public means general, state, and society or many people. Jeffkins defines the public
as a group of people or persons who communicate internally or externally with an
organization. Furthermore, Ruslan stated that the public has a narrow and specific
connotation: a group of individuals bound by a particular bond of solidarity (Permatasari et
al., 2021).

Some definitions of public administration, according to experts, are proposed as
follows:

a) Public administration is a function of decision-making, planning, formulation of goals
and objectives, mobilizing cooperation with the DPR and other organizations,
mobilizing and supervising employees, leadership, communication, control, and
others carried out by the executive and other government institutions.

b) Public administration is a form of cooperation by a group of people or institutions in
carrying out government tasks in meeting general needs efficiently and effectively
(Leckel et al., 2020).

¢) Public administration is the whole effort of government administration, including
government management activities (planning, organizing, implementing, and
supervising development) with a working mechanism and human resource support.

d) Public administration is an activity to serve the public or public service activities in
implementing policies obtained from other parties.

e) Public administration is the process of organizing and coordinating common
resources and emfldyees to design, implement, and manage public decisions and
policies (Eriksson et al., 2020).

Based on the opinions of theseholars, it can be concluded that the notion of public
administration is the science and art that is carried out by a group of people in a public
organization rationally and working together to achieve public goals (GrimmelikhuifEgn et
al., 2017). A broader understanding of public administration is a cooperative process carried
out by a group of people who join a public organization rationally by carrying out planning,
organizing, mobilizing, and supervising people and facilities, and infrastructure to achieve
public goals, namely providing the best service to the community (Scott & Thomas, 2017).

C. METHOD

The method used in this paper is to use a literature study approach. ff8anwhile, to
obtain data, an effort was made to trace through various academic sources in the field of
public administration to obtain concepts and theories relevant to the study of public services
and accountability in public sector organizations. Therefore, the type of data receiff§d is
secondary data which is then described in narrative form orfffiher forms according to the
needs of the data display. In addition, the data are examined based on the idea and concept
of public service and public sector accountability, and the data interpretation process gives
them significance.

D. RESULT AND DISCUSSION




1. ThefZRw Public Services (NPS) Paradigm

The New Public Service proposes a set of values and practices that stress norms in
the administration of the p@jlic sector. Many researchers and practitioners have contributed
to the creation of both The New Public Management (NPM) and The Old Public
Administration (OPA), which, like their forerunners, are composed of a variety of
components. As a normative model, the NPS appears to be distinguished by specific qualities
or broad concepts that distinguish it from its predecessors. According to R. B. Denhardt and
EEnhardt, the general concepts include the theory of democratic citizenship, model society
and civil society, and humanism theory and organizational discourse.

The focus on citizenship and democracy has become an essential and frequent issue
in recent social and political theories, both of which call for a re-g¥aluation of citizenship for
more active engagement. The government (bureaucracy) must see citizens as citizens (not
just voters, clients, or customers); they must share authority and reduce control, and believe
in the benefits of collaborating with citizens. In addition, it is agaii#j the advice of NPM to
prioritize efficiency. NPS advises the government (bureaucracy) to be more responsive to
citizens and increase their trust in citizens.

Citizen involvement is usually channeled into various forms of community and civil
society. The role of the government here must be to help create and support the growth of
several types of communities and civil society by preparing the conditions and environment
that support it. Furthermore, which is no less important is to facilitate citizens to connect with
their communities. Only in these communities can citizens engage and converse with one
another in light of their personal and collective interests within the context of community
concerns. And this is at the core of community building and democracy building itself.

Paul Light conveys another opinion about the general ideas of NPS. According to
him, there are four characteristics associated with NPS. The first is diversity, Light argues,
“NPS is much more diverse than government-centered OPAs”. The concept of diversity
encompasses color, gender, irfEjlectual history, and professionalism. The second
characteristic of NPS is a growing interest in non-governmental causes, especially in the non-
profit sector. “Government is seen as the sector most likely to represent the public interest,
but lags behind the private and non-profit sectors in spending money wisely and helping
people.” Switching across sectors is the third property of NPS. While sector flipping is
common, individuals who begin their careers outside of government are significantly less
likely to go from private or non-profit work to government positions. This suggests that there
are both institutional and psychological obstacles to transitioning to the government sector.
The fourth characteristic of NPS is its “deep commitment to making a difference in the
world”. Light observes: “This is one characteristic in which the NPS paradigm is
indistinguishable from the previous paradigm”.

Table.1 Cgmparison of the Public Service Paradigm

The Old Public The New Public 9
. . . The New Public
Aspect Administration Management Service (NPS)
(OPA) (NPM) —
Theoretical Basis Political Theory Economic Theory Democracy Theory
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Motivational Entreffneurial zeal
assumptions for Protection of civil and an ideological Public service, the
public officials service fees and determination to motivation to
and benefits shrink the size of contribute to society
administrations government

As discussed above, public services in the NPS paradigm must be responsive to
various existing values and interests. The government’s function here is to negotiate and
elaborate on various interests between citizens and community groups. This can mean that
thFalues and characters in public services must contain the preferences of values in society.
If society is dynamic, then the values and character of public services must also continuously
develop following the direction of community change.

2. A New Approach to Public Service Accountability

The issue of public sector accountability and responsibility is a complicated one.
Many differer@@institutions and standards are held accountable by accountable governments
(bureag@grats), including the public interest (legal/constitutional laws), other institutions (such
as the media), professional standards (such as community values), and situational factors
(such as democratic norms), among others). In our complicated system of governance, even
the govEERment must respond to all conflicting norms, values, and preferences.

In the context of the New Public Management (NPM), accountability entails three
aspects: first, an emphasis on accountability to achieve performance criteria geared toward
attaining results. Second, accountability involves satisfying the direct preferences of
government service recipients. Last but not least, the privatization of government by focusing
on providing services and operations that achieve the desired results in the most cost-effective
manner whiff yet retaining customer satisfaction.

The Old Public Administration (OPA) and the New Public Management (NPM) have
different views on accountability than does the New Public Service (NPS) (NPM). It is
critical to track government performance in terms of efficiency and effectiveness, but this
does not acc@fint for the additional demands placed on governments to act responsibly,
morally, and in line with democratic values and the public good. Citizenship principles and
the public interest play a fundamental role in the NPS.

The NPS perspective on accountability is multidimensional and requires
acknowledgment of the complicated role that public managers play in modern governance.
However, in NPM, accountability is intentionally oversimplified in ways that mirror business
practices, which is a direct assault on the democratic tradition of responsibility.
Accountability in the NPS includes a wide range of responsibilities in the fields of business,
law, politics, and democracy. However, the ultimate goal of democratic governance's
accountability and responsibility systems is to ensure that governments are responsive to
citizens' preferences and requirements.

Along with the creation of a democratic society through The New Public Service
Paradigm, the following principles must be applied to the implementation of public service
accountability:




a) Public interest is not a collection of individual interests; rather, it is a debate about
common ideals that must be recognized. That the government does not only meet the
needs of the people but instead fosteffja sense of mutual respect and collaboration
among the people. In order to ensure public service accountability, it is important to
cultivate the trust and collaboration of the public.

b) To meet all of the people's demands, government officials (bureaucrats) must come
to a common understanding of what is in the public interest and establish shared
responsibilities and interests. The development of public service accountability
requires an appreciation of values and norms.

¢) When it comes to the public interest, public officials and individuals who share a
commitment to improving society rather than entrepreneurial managers who act only
when they have access to public monies should lead the charge, rather than
entrepreneurial managers.

d) The development of public policies and programs must be based on strategic thinking
and democratic action. This can be accomplished through joint efforts and methods.

e) It must be understood that accountability in the provision of public services cannot
be simplified: The government must pay att@§tion to more than just the market, it
must uphold the law and constitution, community values, political norms,
professional standards, and the interests of citizens.

f) Serve rather than direct: The critical role of government (bureaucrats) is to assist
citizerfgh articulating common interests, not controlling and dictating citizens.

g) When publfforganizations and the networks in which they participate are built on a
foundation of collaboration and shared leadership based on respect for the dignity of
all individuals, they have a better chance of long-term success.

On the basis of the aforementioned principles, the accountability of public service
delivery under the paradigm of The New Public Service must be founded on the norms and
values that exist and evolve in society.

E. EGONCLUSION

A complicated network of external controls, professional standards, citizen choice,
moral issues, public law, and, ultimately, the public interest complicates the issue of public
service accountability. According to Robert Behn, "everyone" should be held responsit for
the actions of public officials. To put it another way, governments must respond to all
competing norms, values, and possibilities in our complex system of governance."

Accountability is not simple and cannot be made so. In a democratic system of
government, neither the tension nor the paradox of public service can be investigated nor
avoided. Instead of focusing on a few key performance indicators or emulating market forces,
we should instead use a more nuanced idea of competence to obscure the true nature of
democratic accountability. Such actions cast doubt on democracy's foundations, the role of
the citizenry, and the future of public services as a public good. Public service is a thankless
and, at times, heroic job that necessitates a high level of moral character as well as a
commitment to the rule of law and good judgment, both of which the NPS values highly.
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The New Paradigm of Public Administration
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Abstract

In implementing public administration, a new paradigm can emerge when idealism and
practice are formulated regarding using specific values and norms for accountability in public
services. Accountability in public services itself has an essential role in the practice of public
administration. This is because the position of accountability can become a foundation in public
organizations to provide explanations to various parties in the evaluation process for multiple
performances carried out by the organization. This research then aims to see how the public
service accountability approach follows the new paradigm of public administration. The
method used in this research is a qualitative approach using the literature study method. The
findings of this study indicate that the accountability of The New Public Service perspective is
multifaceted and requires awareness of the government's (bureaucrats) complicated role in
contemporary governance. The government must therefore behave properly, morally, and in
accordance with democratic values and the public interest.

Keywords: Public Administration Paradigm, Public Service, Accountability, The New Public
Services.

Introduction

The New Public Service (NPS) paradigm is a paradigm in the science of public
administration formulated by Janet V. Denhardt and Robert B. Denhardt in their work The New
Public Service: Serving Not Steering in 2003 in New York, United States. This paradigm
emerged as a counterweight or substitute paradigm for The New Public Management (NPM)
paradigm that emerged from pro-business public administration experts as liberalism
strengthened in 1980 (Betley & Mcloughlin, 2015). The New Public Management paradigm
was pioneered by David Osborne and Ted Gaebler in theirarticle “Reinventing Government”,
which criticized the failed state’s role in driving the wheelsof development by applying the
paradigm model of The Old Public Administration (OPA). A corrupt and bureaucratic state is
considered one of the causes of development failure (Raharjanto, 2021; Rana & Hoque, 2020;
Cuadrado et al.,, 2013). To cure this public sector disease, the solution is to inject
entrepreneurial spirit into the public sector. This paradigm putsforward several principles that
are now known as “public entrepreneurship,” which may have brought about significant
reforms to government, becoming the core idea of the new public management (Thamrin et
al., 2021; Widanti, 2022).

The New Public Services (NPS) paradigm criticizes the service models implemented
by The New Public Management (NPM), which are summarized in the NPS motto:
“Government shouldn’t run like a business; it should be run like a democracy”. According to
Denhardt and Denhardt, NPM can fail to solve public problems because, in the NPM’s view,
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it is likened to a state organization as a ship. So according to NPM, the role of the government
on board the ship is only as a captain who directs (steers) where the ship should sail, not
concurrently with the task of rowing the ship (Chang et al., 2021; Widanti, 2020). The role of
paddling should be left to organizations outside the government, namely civil society
organizations (CSOs) and the private sector (companies), to reduce the government’s
domestication function. The government’s only role as a guide can be beneficial because it
gives the government extra energy to deal with more strategic domestic and international
issues, such as increasing economic growth and foreign trade (Idemudia & Kwakyewah, 2018;
Bertot et al., 2016; Lindgren et al., 2019). The view of steering rather than rowing, ala David
Osborne and Ted Gaebler, was criticized by NPS as a view that forgets who owned the boat.
The government should focus its efforts on serving and empowering citizens because they are
the owners of “ships” (state organizations) (Smith & Stirling, 2018; Lewis et al., 2020).

The development of this new paradigm of public administration has caused the pattern
of relations between the government and citizens to change, which places more emphasis on
the interests of citizens. As a result, the government must be more attentive and responsive in
providing public services to citizens. So, in accordance with this perspective on public
administration's role in promoting democracy, serving the public good is an essential norm that
must be put forth and regarded vital (\Voorberg et al., 2017; Ocampo et al., 2016).

The voyage of reform (democratization demands) in Indonesia has supplied
government (bureaucracy) and citizens with useful insights. The figure and face of the
bureaucracy are now required always to deliver changes, especially changes from a rigid
bureaucracy that is upward-oriented to a bureaucracy that is more democratic, responsive,
transparent, and non-partisan (Ahmadi & Rachmiatie, 2019; Saldanha et al., 2022). The
bureaucracy should no longer present itself as a figure of the organization that is haughty and
impervious to outside criticism. Since 1997, a tidal wave of changes has enabled the destruction
of bureaucratic "arrogance™ and the emergence of numerous robust civil society organizations.
In the current reform era, citizens' requests for greater bureaucratic performance have become
a topic of public discourse (Aalbers & Teo, 2017; Winters et al., 2014). In addition, the
increasing prevalence of democratization has bolstered civil society's ability to assert its rights
while interacting with the bureaucracy. In this setting, the bureaucracy must be revitalized in
order to create democratic, efficient, responsive, transparent, and accountable public services
(Esmark, 2017).

Furthermore, in reviewing and discussing how the public service accountability
approach is developing at this time, the following discussion is in the corridor of The New
Public Services paradigm, which is in line with the life of an increasingly democratic society.

Literature Review

Public Service

As public workers, government officials have a responsibility to do their best for the
people they represent by providing the best possible service. The implementation of public
services is one of the functions carried out by local governments to meet the community’s
needs in the form of goods and services. The availability of quality public services is highly
expected by everyone, especially service users (Petrakaki, 2018).



The Regulation of the Minister for Empowerment of State Apparatus and Bureaucratic
Reform Number 14 of 2014 defines service standards, public service providers, and public
service providers as follows:

a) In the context of providing quality, speedy, easy, affordable, and measurable services,
service standards are a set of criteria for service delivery and a guide for measuring service
quality (Yustanti et al., 2019).

b) Work units for public service providers in state administration institutions,
corporations, independent institutions established pursuant to the Act for public service
activities, and other legal entities formed solely for public service activities are known as
implementing organizations in the context of public service delivery (Zawawi & Hoque, 2020).
According to Kotler, a service is any lucrative activity in a group or body that provides
satisfaction, regardless of whether or not the results are related to a tangible object. Then,
according to Sinambela, public service is any activity carried out by the government for a
number of individuals who have complete freedom of action and provide satisfaction regardless
of the absence of a tangible product (Nuridin, 2018). It is the goal of the state to offer goods,
services, and administrative support to all citizens in order to meet their most fundamental
human needs and civil rights. The provision of goods, services, and administrative services by
public service providers is defined by Law No. 25 of 2009 as activities that meet the service
needs of every citizen and resident in line with applicable laws and regulations (Torfing et al.,
2019).

According to these findings, the Kutai Kartanegara Regency Transportation Service's
public services are activities organized to meet the community's needs for goods, services,
and administrative services related to transportation in accordance with applicable laws and
regulations, and it is expected that users of these services will be satisfied (Hasanah et al.,
2019).

Public Administration

Public administration consists of two syllables, namely administration, and public.
Administration comes from Greek, consisting of two words: ad, which means intensive, and
ministrare, which means to serve. Thus, the administration is helping or serving intensively.
Administration contains two meanings, namely in a narrow sense and a broad sense
(Baumgartner & Rauter, 2017).

Public means general, state, and society or many people. Jeffkins defines the public as
a group of people or persons who communicate internally or externally with an organization.
Furthermore, Ruslan stated that the public has a narrow and specific connotation: a group of
individuals bound by a particular bond of solidarity (Permatasari et al., 2021).



Some definitions of public administration, according to experts, are proposed as
follows:

a) Public administration is a function of decision-making, planning, formulation of goals
and objectives, mobilizing cooperation with the DPR and other organizations, mobilizing and
supervising employees, leadership, communication, control, and others carried out by the
executive and other government institutions.

b) Public administration is a form of cooperation by a group of people or institutions in
carrying out government tasks in meeting general needs efficiently and effectively (Leckel et
al., 2020).

c) Public administration is the whole effort of government administration, including
government management activities (planning, organizing, implementing, and supervising
development) with a working mechanism and human resource support.

d) Public administration is an activity to serve the public or public service activities in
implementing policies obtained from other parties.

e) Public administration is the process of organizing and coordinating common resources
and employees to design, implement, and manage public decisions and policies (Eriksson et
al., 2020).

Based on the opinions of these scholars, it can be concluded that the notion of public
administration is the science and art that is carried out by a group of people in a public
organization rationally and working together to achieve public goals (Grimmelikhuijsen et al.,
2017).

Method

The method used in this paper is to use a literature study approach. Meanwhile, to obtain
data, an effort was made to trace through various academic sources in the field of public
administration to obtain concepts and theories relevant to the study of public services and
accountability in public sector organizations. Therefore, the type of data received is secondary
data which is then described in narrative form or other forms according to the needs of the data
display. In addition, the data are examined based on the idea and concept of public service and
public sector accountability, and the data interpretation process gives them significance.

Result And Discussion

The New Public Services (NPS) Paradigm

The New Public Service proposes a set of values and practices that stress norms in the
administration of the public sector. Many researchers and practitioners have contributed to the
creation of both The New Public Management (NPM) and The Old Public Administration
(OPA), which, like their forerunners, are composed of a variety of components. As a normative



model, the NPS appears to be distinguished by specific qualities or broad concepts that
distinguish it from its predecessors. According to R. B. Denhardt and Denhardt, the general
concepts include the theory of democratic citizenship, model society and civil society, and
humanism theory and organizational discourse.

The focus on citizenship and democracy has become an essential and frequent issue in
recent social and political theories, both of which call for a re-evaluation of citizenship for
more active engagement. The government (bureaucracy) must see citizens as citizens (not just
voters, clients, or customers); they must share authority and reduce control, and believe in the
benefits of collaborating with citizens. In addition, it is against the advice of NPM to prioritize
efficiency. NPS advises the government (bureaucracy) to be more responsive to citizens and
increase their trust in citizens.

Citizen involvement is usually channeled into various forms of community and civil
society. The role of the government here must be to help create and support the growth of
several types of communities and civil society by preparing the conditions and environment
that support it. Furthermore, which is no less important is to facilitate citizens to connect with
their communities. Only in these communities can citizens engage and converse with one
another in light of their personal and collective interests within the context of community
concerns. And this is at the core of community building and democracy building itself.

Paul Light conveys another opinion about the general ideas of NPS. According to him,
there are four characteristics associated with NPS. The first is diversity, Light argues, “NPS is
much more diverse than government-centered OPAs”. The concept of diversity encompasses
color, gender, intellectual history, and professionalism. The second characteristic of NPS is a
growing interest in non-governmental causes, especially in the non-profit sector. “Government
is seen as the sector most likely to represent the public interest, but lags behind the private and
non-profit sectors in spending money wisely and helping people.” Switching across sectors is
the third property of NPS. While sector flipping is common, individuals who begin their careers
outside of government are significantly less likely to go from private or non-profit work to
government positions. This suggests that there are both institutional and psychological
obstacles to transitioning to the government sector. The fourth characteristic of NPS is its “deep
commitment to making a difference in the world”. Light observes: “This is one characteristic
in which the NPS paradigm is indistinguishable from the previous paradigm”.

Table.1 Comparison of the Public Service Paradigm

The Old Public The New Public .
- . The New Public
Aspect Administration Management Service (NPS)
(OPA) (NPM)
Theoretical Basis Political Theory Economic Theory Demaocracy Theory
Common . . . Tech_nlcal_and . A formal or strategic
L Synoptic rationality ~ economic rationality . -
rationalities and 9 o ) N rationale, combining
Man of Economic Man” or y .
related models of .. C . . political, economic,
. Administration. self-serving decision o
human behavior and organizational
maker
The The political and Individual interests Thfesﬁli);l?rgrge;est
understanding of legal definitions of are represented by discussion about
public interest public interests the public interest.

common ideals.




Who do public
servants answer
to?

Government role

Mechanisms for
attaining policy
goals

Accountability
Approach

Administrative
discretion

Organizational
framework that is
assumed.

Motivational
assumptions for
public officials

and
administrations

Clients and
constituents

Develop and
implement policies
with a singular,
politically-defined
objective in mind.

Program
administration
through existing
government agencies

Administrative
superiors are
answerable to

democratically

elected political
authorities.

Administrative
officers are permitted
some discretion
In bureaucratic
organizations, power
is centralized at the
top and clients are
subject to tight
control or regulation.

Protection of civil
service fees and
benefits

Customers

Be a catalyst for
unrestrained market
forces.

Create incentive
structures and
procedures to
achieve policy

objectives through
business and non-
profit organizations.

Market-driven
accumulation of self-
interest will provide
outcomes desired by
large segments of the
populace (or
customers)

Broad freedom of
action to fulfill
business objectives

Decentralized public
organizations in
which the agency
retains primary
control.

Entrepreneurial zeal
and an ideological
determination to
shrink the size of
government

Citizens

negotiating and
mediating citizen and
community group
interests and fostering
shared values

To meet mutually
agreed upon
requirements, create
coalitions of public,
nonprofit, and for-
profit organisations.

Public workers with
several
responsibilities must
uphold the law,
community values,
political norms,
professional
standards, and
citizens' interests.
Wisdom is required
but limited and
responsible

Collaborative
structures with shared
internal and external
leadership.

Public service, the
motivation to
contribute to society

As discussed above, public services in the NPS paradigm must be responsive to various
existing values and interests. The government’s function here is to negotiate and elaborate on
various interests between citizens and community groups. This can mean that the values and
characters in public services must contain the preferences of values in society. If society is
dynamic, then the values and character of public services must also continuously develop
following the direction of community change.

A New Approach to Public Service Accountability

The issue of public sector accountability and responsibility is a complicated one. Many
different institutions and standards are held accountable by accountable governments
(bureaucrats), including the public interest (legal/constitutional laws), other institutions (such



as the media), professional standards (such as community values), and situational factors (such
as democratic norms), among others). In our complicated system of governance, even the
government must respond to all conflicting norms, values, and preferences.

In the context of the New Public Management (NPM), accountability entails three
aspects: first, an emphasis on accountability to achieve performance criteria geared toward
attaining results. Second, accountability involves satisfying the direct preferences of
government service recipients. Last but not least, the privatization of government by focusing
on providing services and operations that achieve the desired results in the most cost-effective
manner while yet retaining customer satisfaction.

The Old Public Administration (OPA) and the New Public Management (NPM) have
different views on accountability than does the New Public Service (NPS) (NPM). It is critical
to track government performance in terms of efficiency and effectiveness, but this does not
account for the additional demands placed on governments to act responsibly, morally, and in
line with democratic values and the public good. Citizenship principles and the public interest
play a fundamental role in the NPS.

The NPS perspective on accountability is multidimensional and requires
acknowledgment of the complicated role that public managers play in modern governance.
However, in NPM, accountability is intentionally oversimplified in ways that mirror business
practices, which is a direct assault on the democratic tradition of responsibility. Accountability
in the NPS includes a wide range of responsibilities in the fields of business, law, politics, and
democracy. However, the ultimate goal of democratic governance's accountability and
responsibility systems is to ensure that governments are responsive to citizens' preferences and
requirements.

Along with the creation of a democratic society through The New Public Service
Paradigm, the following principles must be applied to the implementation of public service
accountability:

a) Public interest is not a collection of individual interests; rather, it is a debate about
common ideals that must be recognized. That the government does not only meet the needs of
the people but instead fosters a sense of mutual respect and collaboration among the people. In
order to ensure public service accountability, it is important to cultivate the trust and
collaboration of the public.

b) To meet all of the people's demands, government officials (bureaucrats) must come to
a common understanding of what is in the public interest and establish shared responsibilities
and interests. The development of public service accountability requires an appreciation of
values and norms.

C) When it comes to the public interest, public officials and individuals who share a
commitment to improving society rather than entrepreneurial managers who act only when
they have access to public monies should lead the charge, rather than entrepreneurial managers.

d) The development of public policies and programs must be based on strategic thinking
and democratic action. This can be accomplished through joint efforts and methods.

e) It must be understood that accountability in the provision of public services cannot be
simplified: The government must pay attention to more than just the market, it must uphold the



law and constitution, community values, political norms, professional standards, and the
interests of citizens.

f) Serve rather than direct: The critical role of government (bureaucrats) is to assist
citizens in articulating common interests, not controlling and dictating citizens.

9) When public organizations and the networks in which they participate are built on a
foundation of collaboration and shared leadership based on respect for the dignity of all
individuals, they have a better chance of long-term success.

On the basis of the aforementioned principles, the accountability of public service
delivery under the paradigm of The New Public Service must be founded on the norms and
values that exist and evolve in society.

Conclusion

A complicated network of external controls, professional standards, citizen choice,
moral issues, public law, and, ultimately, the public interest complicates the issue of public
service accountability. According to Robert Behn, "everyone™ should be held responsible for
the actions of public officials. To put it another way, governments must respond to all
competing norms, values, and possibilities in our complex system of governance."

Accountability is not simple and cannot be made so. In a democratic system of
government, neither the tension nor the paradox of public service can be investigated nor
avoided. Instead of focusing on a few key performance indicators or emulating market forces,
we should instead use a more nuanced idea of competence to obscure the true nature of
democratic accountability. Such actions cast doubt on democracy's foundations, the role of the
citizenry, and the future of public services as a public good. Public service is a thankless and,
at times, heroic job that necessitates a high level of moral character as well as a commitment
to the rule of law and good judgment, both of which the NPS values highly.
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Abstract

In implementing public administration, a new paradigm can emerge when idealism and
practice are formulated regarding using specific values and norms for accountability in public
services. Accountability in public services itself has an essential role in the practice of public
administration. This is because the position of accountability can become a foundation in public
organizations to provide explanations to various parties in the evaluation process for multiple
performances carried out by the organization. This research then aims to see how the public
service accountability approach follows the new paradigm of public administration. The
method used in this research is a qualitative approach using the literature study method. The
findings of this study indicate that the accountability of The New Public Service perspective is
multifaceted and requires awareness of the government's (bureaucrats) complicated role in
contemporary governance. The government must therefore behave properly, morally, and in
accordance with democratic values and the public interest.

Keywords: Public Administration Paradigm, Public Service, Accountability, The New Public
Services.

Introduction

The New Public Service (NPS) paradigm is a paradigm in the science of public
administration formulated by Janet V. Denhardt and Robert B. Denhardt in their work The New
Public Service: Serving Not Steering in 2003 in New York, United States. This paradigm
emerged as a counterweight or substitute paradigm for The New Public Management (NPM)
paradigm that emerged from pro-business public administration experts as liberalism
strengthened in 1980 (Goodsell, 2017; Eckersley et al., 2014; Betley & Mcloughlin, 2015). The
New Public Management paradigm was pioneered by David Osborne and Ted Gaebler in their
article “Reinventing Government”, which criticized the failed state’s role in driving the wheels
of development by applying the paradigm model of The Old Public Administration (OPA). A
corrupt and bureaucratic state is considered one of the causes of development failure
(Raharjanto, 2021; Rana & Hoque, 2020; Cuadrado et al., 2013). To cure this public sector
disease, the solution is to inject entrepreneurial spirit into the public sector. This paradigm puts
forward several principles that are now known as “public entrepreneurship,” which may have
brought about significant reforms to government, becoming the core idea of the new public
management (Thamrin et al., 2021; Widanti, 2022).

The New Public Services (NPS) paradigm criticizes the service models implemented
by The New Public Management (NPM), which are summarized in the NPS motto:
“Government shouldn’t run like a business; it should be run like a democracy”. According to
Denhardt and Denhardt, NPM can fail to solve public problems because, in the NPM’s view,
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it is likened to a state organization as a ship. So according to NPM, the role of the government
on board the ship is only as a captain who directs (steers) where the ship should sail, not
concurrently with the task of rowing the ship (Chang et al., 2021; Widanti, 2020). The role of
paddling should be left to organizations outside the government, namely civil society
organizations (CSOs) and the private sector (companies), to reduce the government’s
domestication function. The government’s only role as a guide can be beneficial because it
gives the government extra energy to deal with more strategic domestic and international
issues, such as increasing economic growth and foreign trade (Idemudia & Kwakyewah, 2018;
Bertot et al., 2016; Lindgren et al., 2019). The view of steering rather than rowing, ala David
Osborne and Ted Gaebler, was criticized by NPS as a view that forgets who owned the boat.
The government should focus its efforts on serving and empowering citizens because they are
the owners of “ships” (state organizations) (Smith & Stirling, 2018; Lewis et al., 2020; Speer,
2012).

The development of this new paradigm of public administration has caused the pattern
of relations between the government and citizens to change, which places more emphasis on
the interests of citizens. As a result, the government must be more attentive and responsive in
providing public services to citizens. So, in accordance with this perspective on public
administration's role in promoting democracy, serving the public good is an essential norm that
must be put forth and regarded vital (\Voorberg et al., 2017; Ocampo et al., 2016).

The voyage of reform (democratization demands) in Indonesia has supplied
government (bureaucracy) and citizens with useful insights. The figure and face of the
bureaucracy are now required always to deliver changes, especially changes from a rigid
bureaucracy that is upward-oriented to a bureaucracy that is more democratic, responsive,
transparent, and non-partisan (Ahmadi & Rachmiatie, 2019; Saldanha et al., 2022). The
bureaucracy should no longer present itself as a figure of the organization that is haughty and
impervious to outside criticism. Since 1997, a tidal wave of changes has enabled the destruction
of bureaucratic "arrogance" and the emergence of numerous robust civil society organizations.
In the current reform era, citizens' requests for greater bureaucratic performance have become
a topic of public discourse (Aalbers & Teo, 2017; Winters et al., 2014). In addition, the
increasing prevalence of democratization has bolstered civil society's ability to assert its rights
while interacting with the bureaucracy. In this setting, the bureaucracy must be revitalized in
order to create democratic, efficient, responsive, transparent, and accountable public services
(Esmark, 2017).

Furthermore, in reviewing and discussing how the public service accountability
approach is developing at this time, the following discussion is in the corridor of The New
Public Services paradigm, which is in line with the life of an increasingly democratic society.

Literature Review

Public Service

As public workers, government officials have a responsibility to do their best for the
people they represent by providing the best possible service. The implementation of public
services is one of the functions carried out by local governments to meet the community’s
needs in the form of goods and services. The availability of quality public services is highly
expected by everyone, especially service users (Petrakaki, 2018).



The Regulation of the Minister for Empowerment of State Apparatus and Bureaucratic
Reform Number 14 of 2014 defines service standards, public service providers, and public
service providers as follows:

a) In the context of providing quality, speedy, easy, affordable, and measurable services,
service standards are a set of criteria for service delivery and a guide for measuring service
quality (Yustanti et al., 2019).

b) Work units for public service providers in state administration institutions,
corporations, independent institutions established pursuant to the Act for public service
activities, and other legal entities formed solely for public service activities are known as
implementing organizations in the context of public service delivery (Zawawi & Hoque, 2020).
According to Kotler, a service is any lucrative activity in a group or body that provides
satisfaction, regardless of whether or not the results are related to a tangible object. Then,
according to Sinambela, public service is any activity carried out by the government for a
number of individuals who have complete freedom of action and provide satisfaction regardless
of the absence of a tangible product (Nuridin, 2018). It is the goal of the state to offer goods,
services, and administrative support to all citizens in order to meet their most fundamental
human needs and civil rights. The provision of goods, services, and administrative services by
public service providers is defined by Law No. 25 of 2009 as activities that meet the service
needs of every citizen and resident in line with applicable laws and regulations (Torfing et al.,
2019).

According to these findings, the Kutai Kartanegara Regency Transportation Service's
public services are activities organized to meet the community's needs for goods, services,
and administrative services related to transportation in accordance with applicable laws and
regulations, and it is expected that users of these services will be satisfied (Hasanah et al.,
2019).

Public Administration

Public administration consists of two syllables, namely administration, and public.
Administration comes from Greek, consisting of two words: ad, which means intensive, and
ministrare, which means to serve. Thus, the administration is helping or serving intensively.
Administration contains two meanings, namely in a narrow sense and a broad sense
(Baumgartner & Rauter, 2017).

Public means general, state, and society or many people. Jeffkins defines the public asa group
of people or persons who communicate internally or externally with an organization.
Furthermore, Ruslan stated that the public has a narrow and specific connotation: a group of
individuals bound by a particular bond of solidarity (Permatasari et al., 2021).



Some definitions of public administration, according to experts, are proposed as
follows:

a) Public administration is a function of decision-making, planning, formulation of goals
and objectives, mobilizing cooperation with the DPR and other organizations, mobilizing and
supervising employees, leadership, communication, control, and others carried out by the
executive and other government institutions.

b) Public administration is a form of cooperation by a group of people or institutions in
carrying out government tasks in meeting general needs efficiently and effectively (Leckel et
al., 2020).

c) Public administration is the whole effort of government administration, including
government management activities (planning, organizing, implementing, and supervising
development) with a working mechanism and human resource support.

d) Public administration is an activity to serve the public or public service activities in
implementing policies obtained from other parties.

e) Public administration is the process of organizing and coordinating common resources
and employees to design, implement, and manage public decisions and policies (Eriksson et
al., 2020).

Based on the opinions of these scholars, it can be concluded that the notion of public
administration is the science and art that is carried out by a group of people in a public
organization rationally and working together to achieve public goals (Grimmelikhuijsen et al.,
2017). A broader understanding of public administration is a cooperative process carried out
by a group of people who join a public organization rationally by carrying out planning,
organizing, mobilizing, and supervising people and facilities, and infrastructure to achieve
public goals, namely providing the best service to the community (Scott & Thomas, 2017).

Method

The method used in this paper is to use a literature study approach. Meanwhile, to obtain
data, an effort was made to trace through various academic sources in the field of public
administration to obtain concepts and theories relevant to the study of public services and
accountability in public sector organizations. Therefore, the type of data received is secondary
data which is then described in narrative form or other forms according to the needs of the data
display. In addition, the data are examined based on the idea and concept of public service and
public sector accountability, and the data interpretation process gives them significance.

Result And Discussion

The New Public Services (NPS) Paradigm

The New Public Service proposes a set of values and practices that stress norms in the
administration of the public sector. Many researchers and practitioners have contributed to the
creation of both The New Public Management (NPM) and The Old Public Administration
(OPA), which, like their forerunners, are composed of a variety of components. As a normative



model, the NPS appears to be distinguished by specific qualities or broad concepts that
distinguish it from its predecessors. According to R. B. Denhardt and Denhardt, the general
concepts include the theory of democratic citizenship, model society and civil society, and
humanism theory and organizational discourse.

The focus on citizenship and democracy has become an essential and frequent issue in
recent social and political theories, both of which call for a re-evaluation of citizenship for
more active engagement. The government (bureaucracy) must see citizens as citizens (not just
voters, clients, or customers); they must share authority and reduce control, and believe in the
benefits of collaborating with citizens. In addition, it is against the advice of NPM to prioritize
efficiency. NPS advises the government (bureaucracy) to be more responsive to citizens and
increase their trust in citizens.

Citizen involvement is usually channeled into various forms of community and civil
society. The role of the government here must be to help create and support the growth of
several types of communities and civil society by preparing the conditions and environment
that support it. Furthermore, which is no less important is to facilitate citizens to connect with
their communities. Only in these communities can citizens engage and converse with one
another in light of their personal and collective interests within the context of community
concerns. And this is at the core of community building and democracy building itself.

Paul Light conveys another opinion about the general ideas of NPS. According to him,
there are four characteristics associated with NPS. The first is diversity, Light argues, “NPS is
much more diverse than government-centered OPAs”. The concept of diversity encompasses
color, gender, intellectual history, and professionalism. The second characteristic of NPS is a
growing interest in non-governmental causes, especially in the non-profit sector. “Government
is seen as the sector most likely to represent the public interest, but lags behind the private and
non-profit sectors in spending money wisely and helping people.” Switching across sectors is
the third property of NPS. While sector flipping is common, individuals who begin their careers
outside of government are significantly less likely to go from private or non-profit work to
government positions. This suggests that there are both institutional and psychological
obstacles to transitioning to the government sector. The fourth characteristic of NPS is its “deep
commitment to making a difference in the world”. Light observes: “This is one characteristic
in which the NPS paradigm is indistinguishable from the previous paradigm”.

Table.1 Comparison of the Public Service Paradigm

The Old Public The New Public The New Public
Aspect Administration Management Service (NPS)
(OPA) (NPM)
Theoretical Basis Political Theory Economic Theory Demaocracy Theory

Technical and

Common . . . . . . A formal or strategic
L Synoptic rationality ~ economic rationality . .
rationalities and 9 o ) N rationale, combining
Man of Economic Man” or y .

related models of .. C . . political, economic,

. Administration. self-serving decision o
human behavior and organizational
maker

The The political and Individual interests Thfesﬁli);l?rgrge;est

understanding of legal definitions of are represented by discussion about
public interest public interests the public interest.

common ideals.




Who do public
servants answer
to?

Government role

Mechanisms for
attaining policy
goals

Accountability
Approach

Administrative
discretion

Organizational
framework that is
assumed.

Motivational
assumptions for
public officials

and
administrations

Clients and
constituents

Develop and
implement policies
with a singular,
politically-defined
objective in mind.

Program
administration
through existing
government agencies

Administrative
superiors are
answerable to

democratically

elected political
authorities.

Administrative
officers are permitted
some discretion
In bureaucratic
organizations, power
is centralized at the
top and clients are
subject to tight
control or regulation.

Protection of civil
service fees and
benefits

Customers

Be a catalyst for
unrestrained market
forces.

Create incentive
structures and
procedures to
achieve policy

objectives through
business and non-
profit organizations.

Market-driven
accumulation of self-
interest will provide
outcomes desired by
large segments of the
populace (or
customers)

Broad freedom of
action to fulfill
business objectives

Decentralized public
organizations in
which the agency
retains primary
control.

Entrepreneurial zeal
and an ideological
determination to
shrink the size of
government

Citizens

negotiating and
mediating citizen and
community group
interests and fostering
shared values

To meet mutually
agreed upon
requirements, create
coalitions of public,
nonprofit, and for-
profit organisations.

Public workers with
several
responsibilities must
uphold the law,
community values,
political norms,
professional
standards, and
citizens' interests.
Wisdom is required
but limited and
responsible

Collaborative
structures with shared
internal and external
leadership.

Public service, the
motivation to
contribute to society

As discussed above, public services in the NPS paradigm must be responsive to various
existing values and interests. The government’s function here is to negotiate and elaborate on
various interests between citizens and community groups. This can mean that the values and
characters in public services must contain the preferences of values in society. If society is
dynamic, then the values and character of public services must also continuously develop
following the direction of community change.

A New Approach to Public Service Accountability

The issue of public sector accountability and responsibility is a complicated one. Many
different institutions and standards are held accountable by accountable governments
(bureaucrats), including the public interest (legal/constitutional laws), other institutions (such



as the media), professional standards (such as community values), and situational factors (such
as democratic norms), among others). In our complicated system of governance, even the
government must respond to all conflicting norms, values, and preferences.

In the context of the New Public Management (NPM), accountability entails three
aspects: first, an emphasis on accountability to achieve performance criteria geared toward
attaining results. Second, accountability involves satisfying the direct preferences of
government service recipients. Last but not least, the privatization of government by focusing
on providing services and operations that achieve the desired results in the most cost-effective
manner while yet retaining customer satisfaction.

The Old Public Administration (OPA) and the New Public Management (NPM) have
different views on accountability than does the New Public Service (NPS) (NPM). It is critical
to track government performance in terms of efficiency and effectiveness, but this does not
account for the additional demands placed on governments to act responsibly, morally, and in
line with democratic values and the public good. Citizenship principles and the public interest
play a fundamental role in the NPS.

The NPS perspective on accountability is multidimensional and requires
acknowledgment of the complicated role that public managers play in modern governance.
However, in NPM, accountability is intentionally oversimplified in ways that mirror business
practices, which is a direct assault on the democratic tradition of responsibility. Accountability
in the NPS includes a wide range of responsibilities in the fields of business, law, politics, and
democracy. However, the ultimate goal of democratic governance's accountability and
responsibility systems is to ensure that governments are responsive to citizens' preferences and
requirements.

Along with the creation of a democratic society through The New Public Service
Paradigm, the following principles must be applied to the implementation of public service
accountability:

a) Public interest is not a collection of individual interests; rather, it is a debate about
common ideals that must be recognized. That the government does not only meet the needs of
the people but instead fosters a sense of mutual respect and collaboration among the people. In
order to ensure public service accountability, it is important to cultivate the trust and
collaboration of the public.

b) To meet all of the people's demands, government officials (bureaucrats) must come to
a common understanding of what is in the public interest and establish shared responsibilities
and interests. The development of public service accountability requires an appreciation of
values and norms.

C) When it comes to the public interest, public officials and individuals who share a
commitment to improving society rather than entrepreneurial managers who act only when
they have access to public monies should lead the charge, rather than entrepreneurial managers.

d) The development of public policies and programs must be based on strategic thinking
and democratic action. This can be accomplished through joint efforts and methods.

e) It must be understood that accountability in the provision of public services cannot be
simplified: The government must pay attention to more than just the market, it must uphold the



law and constitution, community values, political norms, professional standards, and the
interests of citizens.

f) Serve rather than direct: The critical role of government (bureaucrats) is to assist
citizens in articulating common interests, not controlling and dictating citizens.

9) When public organizations and the networks in which they participate are built on a
foundation of collaboration and shared leadership based on respect for the dignity of all
individuals, they have a better chance of long-term success.

On the basis of the aforementioned principles, the accountability of public service
delivery under the paradigm of The New Public Service must be founded on the norms and
values that exist and evolve in society.

Conclusion

A complicated network of external controls, professional standards, citizen choice,
moral issues, public law, and, ultimately, the public interest complicates the issue of public
service accountability. According to Robert Behn, "everyone" should be held responsible for
the actions of public officials. To put it another way, governments must respond to all
competing norms, values, and possibilities in our complex system of governance."

Accountability is not simple and cannot be made so. In a democratic system of
government, neither the tension nor the paradox of public service can be investigated nor
avoided. Instead of focusing on a few key performance indicators or emulating market forces,
we should instead use a more nuanced idea of competence to obscure the true nature of
democratic accountability. Such actions cast doubt on democracy's foundations, the role of the
citizenry, and the future of public services as a public good. Public service is a thankless and,
at times, heroic job that necessitates a high level of moral character as well as a commitment
to the rule of law and good judgment, both of which the NPS values highly.
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Abstract

In implementing public administration, a new paradigm can emerge when idealism and
practice are formulated regarding using specific values and norms for accountability in public
services. Accountability in public services itself has an essential role in the practice of public
administration. This is because the position of accountability can become a foundation in public
organizations to provide explanations to various parties in the evaluation process for multiple
performances carried out by the organization. This research then aims to see how the public
service accountability approach follows the new paradigm of public administration. The
method used in this research is a qualitative approach using the literature study method. The
findings of this study indicate that the accountability of The New Public Service perspective is
multifaceted and requires awareness of the government's (bureaucrats) complicated role in
contemporary governance. The government must therefore behave properly, morally, and in
accordance with democratic values and the public interest.

Keywords: Public Administration Paradigm, Public Service, Accountability, The New Public
Services.

Introduction

The New Public Service (NPS) paradigm is a paradigm in the science of public
administration formulated by Janet V. Denhardt and Robert B. Denhardt in their work The New
Public Service: Serving Not Steering in 2003 in New York, United States. This paradigm
emerged as a counterweight or substitute paradigm for The New Public Management (NPM)
paradigm that emerged from pro-business public administration experts as liberalism
strengthened in 1980 (Goodsell, 2017; Eckersley et al., 2014; Betley & Mcloughlin, 2015). The
New Public Management paradigm was pioneered by David Osborne and Ted Gaebler in their
article “Reinventing Government”, which criticized the failed state’s role in driving the wheels
of development by applying the paradigm model of The Old Public Administration (OPA). A
corrupt and bureaucratic state is considered one of the causes of development failure
(Raharjanto, 2021; Rana & Hoque, 2020; Cuadrado et al., 2013). To cure this public sector
disease, the solution is to inject entrepreneurial spirit into the public sector. This paradigm puts
forward several principles that are now known as “public entrepreneurship,” which may have
brought about significant reforms to government, becoming the core idea of the new public
management (Thamrin et al., 2021; Widanti, 2022).

The New Public Services (NPS) paradigm criticizes the service models implemented
by The New Public Management (NPM), which are summarized in the NPS motto:
“Government shouldn’t run like a business; it should be run like a democracy”. According to
Denhardt and Denhardt, NPM can fail to solve public problems because, in the NPM’s view,
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it is likened to a state organization as a ship. So according to NPM, the role of the government
on board the ship is only as a captain who directs (steers) where the ship should sail, not
concurrently with the task of rowing the ship (Chang et al., 2021; Widanti, 2020). The role of
paddling should be left to organizations outside the government, namely civil society
organizations (CSOs) and the private sector (companies), to reduce the government’s
domestication function. The government’s only role as a guide can be beneficial because it
gives the government extra energy to deal with more strategic domestic and international
issues, such as increasing economic growth and foreign trade (Idemudia & Kwakyewah, 2018;
Bertot et al., 2016; Lindgren et al., 2019). The view of steering rather than rowing, ala David
Osborne and Ted Gaebler, was criticized by NPS as a view that forgets who owned the boat.
The government should focus its efforts on serving and empowering citizens because they are
the owners of “ships” (state organizations) (Smith & Stirling, 2018; Lewis et al., 2020; Speer,
2012).

The development of this new paradigm of public administration has caused the pattern
of relations between the government and citizens to change, which places more emphasis on
the interests of citizens. As a result, the government must be more attentive and responsive in
providing public services to citizens. So, in accordance with this perspective on public
administration's role in promoting democracy, serving the public good is an essential norm that
must be put forth and regarded vital (\Voorberg et al., 2017; Ocampo et al., 2016).

The voyage of reform (democratization demands) in Indonesia has supplied
government (bureaucracy) and citizens with useful insights. The figure and face of the
bureaucracy are now required always to deliver changes, especially changes from a rigid
bureaucracy that is upward-oriented to a bureaucracy that is more democratic, responsive,
transparent, and non-partisan (Ahmadi & Rachmiatie, 2019; Saldanha et al., 2022). The
bureaucracy should no longer present itself as a figure of the organization that is haughty and
impervious to outside criticism. Since 1997, a tidal wave of changes has enabled the destruction
of bureaucratic "arrogance" and the emergence of numerous robust civil society organizations.
In the current reform era, citizens' requests for greater bureaucratic performance have become
a topic of public discourse (Aalbers & Teo, 2017; Winters et al., 2014). In addition, the
increasing prevalence of democratization has bolstered civil society's ability to assert its rights
while interacting with the bureaucracy. In this setting, the bureaucracy must be revitalized in
order to create democratic, efficient, responsive, transparent, and accountable public services
(Esmark, 2017).

Furthermore, in reviewing and discussing how the public service accountability
approach is developing at this time, the following discussion is in the corridor of The New
Public Services paradigm, which is in line with the life of an increasingly democratic society.

Literature Review

Public Service

As public workers, government officials have a responsibility to do their best for the
people they represent by providing the best possible service. The implementation of public
services is one of the functions carried out by local governments to meet the community’s
needs in the form of goods and services. The availability of quality public services is highly
expected by everyone, especially service users (Petrakaki, 2018).
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The Regulation of the Minister for Empowerment of State Apparatus and Bureaucratic
Reform Number 14 of 2014 defines service standards, public service providers, and public
service providers as follows:

a) In the context of providing quality, speedy, easy, affordable, and measurable services,
service standards are a set of criteria for service delivery and a guide for measuring service
quality (Yustanti et al., 2019).

b) Public service providers, currently known as organizers, include every state
administrative institution, corporation, autonomous institution formed under the Act for public
service activities, and other legal organizations established only for public service activities
(Prysmakova, 2021).

C) Work units for public service providers in state administration institutions,
corporations, independent institutions established pursuant to the Act for public service
activities, and other legal entities formed solely for public service activities are known as
implementing organizations in the context of public service delivery (Zawawi & Hoque, 2020).
According to Kotler, a service is any lucrative activity in a group or body that provides
satisfaction, regardless of whether or not the results are related to a tangible object. Then,
according to Sinambela, public service is any activity carried out by the government for a
number of individuals who have complete freedom of action and provide satisfaction regardless
of the absence of a tangible product (Nuridin, 2018). It is the goal of the state to offer goods,
services, and administrative support to all citizens in order to meet their most fundamental
human needs and civil rights. The provision of goods, services, and administrative services by
public service providers is defined by Law No. 25 of 2009 as activities that meet the service
needs of every citizen and resident in line with applicable laws and regulations (Torfing et al.,
2019).

Based on the definitions of public service from the experts and the laws and regulations
above, conclusions can be drawn regarding the purpose of public service, namely all activities
the government's operations to meet the demands of the community for goods, services, and
administrative services, which are carried out in accordance with the laws of the land and
attempt to give the people with satisfaction (Wirtz et al., 2019). According to these findings,
the Kutai Kartanegara Regency Transportation Service's public services are activities
organized to meet the community's needs for goods, services, and administrative services
related to transportation in accordance with applicable laws and regulations, and it is expected
that users of these services will be satisfied (Hasanah et al., 2019).

Public Administration

Public administration consists of two syllables, namely administration, and public.
Administration comes from Greek, consisting of two words: ad, which means intensive, and
ministrare, which means to serve. Thus, the administration is helping or serving intensively.
Administration contains two meanings, namely in a narrow sense and a broad sense
(Baumgartner & Rauter, 2017). In a narrow sense, the administration is defined as taking notes
and writing, often referred to as administrative activities. Moreover, administration in the
broadest sense is a process of logical cooperation carried out by a group of individuals to fulfill
set objectives. Siagia describes administration as the entire process of cooperation between two
or more humans in order to achieve predetermined objectives (Abubakar et al., 2019).

Public means general, state, and society or many people. Jeffkins defines the public as
a group of people or persons who communicate internally or externally with an organization.
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Furthermore, Ruslan stated that the public has a narrow and specific connotation: a group of
individuals bound by a particular bond of solidarity (Permatasari et al., 2021).

Some definitions of public administration, according to experts, are proposed as
follows:

a) Public administration is a function of decision-making, planning, formulation of goals
and objectives, mobilizing cooperation with the DPR and other organizations, mobilizing and
supervising employees, leadership, communication, control, and others carried out by the
executive and other government institutions.

b) Public administration is a form of cooperation by a group of people or institutions in
carrying out government tasks in meeting general needs efficiently and effectively (Leckel et
al., 2020).

c) Public administration is the whole effort of government administration, including
government management activities (planning, organizing, implementing, and supervising
development) with a working mechanism and human resource support.

d) Public administration is an activity to serve the public or public service activities in
implementing policies obtained from other parties.

e) Public administration is the process of organizing and coordinating common resources
and employees to design, implement, and manage public decisions and policies (Eriksson et
al., 2020).

Based on the opinions of these scholars, it can be concluded that the notion of public
administration is the science and art that is carried out by a group of people in a public
organization rationally and working together to achieve public goals (Grimmelikhuijsen et al.,
2017). A broader understanding of public administration is a cooperative process carried out
by a group of people who join a public organization rationally by carrying out planning,
organizing, mobilizing, and supervising people and facilities, and infrastructure to achieve
public goals, namely providing the best service to the community (Scott & Thomas, 2017).

Method

The method used in this paper is to use a literature study approach. Meanwhile, to obtain
data, an effort was made to trace through various academic sources in the field of public
administration to obtain concepts and theories relevant to the study of public services and
accountability in public sector organizations. Therefore, the type of data received is secondary
data which is then described in narrative form or other forms according to the needs of the data
display. In addition, the data are examined based on the idea and concept of public service and
public sector accountability, and the data interpretation process gives them significance.

Result And Discussion

The New Public Services (NPS) Paradigm

The New Public Service proposes a set of values and practices that stress norms in the
administration of the public sector. Many researchers and practitioners have contributed to the
creation of both The New Public Management (NPM) and The Old Public Administration
(OPA), which, like their forerunners, are composed of a variety of components. As a normative
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model, the NPS appears to be distinguished by specific qualities or broad concepts that
distinguish it from its predecessors. According to R. B. Denhardt and Denhardt, the general
concepts include the theory of democratic citizenship, model society and civil society, and
humanism theory and organizational discourse.

The focus on citizenship and democracy has become an essential and frequent issue in
recent social and political theories, both of which call for a re-evaluation of citizenship for
more active engagement. The government (bureaucracy) must see citizens as citizens (not just
voters, clients, or customers); they must share authority and reduce control, and believe in the
benefits of collaborating with citizens. In addition, it is against the advice of NPM to prioritize
efficiency. NPS advises the government (bureaucracy) to be more responsive to citizens and
increase their trust in citizens.

Citizen involvement is usually channeled into various forms of community and civil
society. The role of the government here must be to help create and support the growth of
several types of communities and civil society by preparing the conditions and environment
that support it. Furthermore, which is no less important is to facilitate citizens to connect with
their communities. Only in these communities can citizens engage and converse with one
another in light of their personal and collective interests within the context of community
concerns. And this is at the core of community building and democracy building itself.

Paul Light conveys another opinion about the general ideas of NPS. According to him,
there are four characteristics associated with NPS. The first is diversity, Light argues, “NPS is
much more diverse than government-centered OPAs”. The concept of diversity encompasses
color, gender, intellectual history, and professionalism. The second characteristic of NPS is a
growing interest in non-governmental causes, especially in the non-profit sector. “Government
is seen as the sector most likely to represent the public interest, but lags behind the private and
non-profit sectors in spending money wisely and helping people.” Switching across sectors is
the third property of NPS. While sector flipping is common, individuals who begin their careers
outside of government are significantly less likely to go from private or non-profit work to
government positions. This suggests that there are both institutional and psychological
obstacles to transitioning to the government sector. The fourth characteristic of NPS is its “deep
commitment to making a difference in the world”. Light observes: “This is one characteristic
in which the NPS paradigm is indistinguishable from the previous paradigm”.

Table.1 Comparison of the Public Service Paradigm

The Old Public The New Public The New Public
Aspect Administration Management Service (NPS)
(OPA) (NPM)
Theoretical Basis Political Theory Economic Theory Demaocracy Theory

Technical and
economic rationality
“Economic Man” or
self-serving decision

maker

Common
rationalities and
related models of
human behavior

A formal or strategic
rationale, combining
political, economic,
and organizational

Synoptic rationality
“Man of
Administration.”

The public interest

The
understanding of
public interest

The political and
legal definitions of
public interests

Individual interests
are represented by
the public interest.

results from a
discussion about
common ideals.
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Who do public
servants answer
to?

Government role

Mechanisms for
attaining policy
goals

Accountability
Approach

Administrative
discretion

Organizational
framework that is
assumed.

Motivational
assumptions for
public officials

and
administrations

Clients and
constituents

Develop and
implement policies
with a singular,
politically-defined
objective in mind.

Program
administration
through existing
government agencies

Administrative
superiors are
answerable to

democratically

elected political
authorities.

Administrative
officers are permitted
some discretion
In bureaucratic
organizations, power
is centralized at the
top and clients are
subject to tight
control or regulation.

Protection of civil
service fees and
benefits

Customers

Be a catalyst for
unrestrained market
forces.

Create incentive
structures and
procedures to
achieve policy

objectives through
business and non-
profit organizations.

Market-driven
accumulation of self-
interest will provide
outcomes desired by
large segments of the
populace (or
customers)

Broad freedom of
action to fulfill
business objectives

Decentralized public
organizations in
which the agency
retains primary
control.

Entrepreneurial zeal
and an ideological
determination to
shrink the size of
government

Citizens

negotiating and
mediating citizen and
community group
interests and fostering
shared values

To meet mutually
agreed upon
requirements, create
coalitions of public,
nonprofit, and for-
profit organisations.

Public workers with
several
responsibilities must
uphold the law,
community values,
political norms,
professional
standards, and
citizens' interests.
Wisdom is required
but limited and
responsible

Collaborative
structures with shared
internal and external
leadership.

Public service, the
motivation to
contribute to society

As discussed above, public services in the NPS paradigm must be responsive to various
existing values and interests. The government’s function here is to negotiate and elaborate on
various interests between citizens and community groups. This can mean that the values and
characters in public services must contain the preferences of values in society. If society is
dynamic, then the values and character of public services must also continuously develop
following the direction of community change.

A New Approach to Public Service Accountability

The issue of public sector accountability and responsibility is a complicated one. Many
different institutions and standards are held accountable by accountable governments
(bureaucrats), including the public interest (legal/constitutional laws), other institutions (such

Res Militaris, vol.12, n°2, Summer-Autumn 2022 3449



am RES MILITARIS Social Science Journal

as the media), professional standards (such as community values), and situational factors (such
as democratic norms), among others). In our complicated system of governance, even the
government must respond to all conflicting norms, values, and preferences.

In the context of the New Public Management (NPM), accountability entails three
aspects: first, an emphasis on accountability to achieve performance criteria geared toward
attaining results. Second, accountability involves satisfying the direct preferences of
government service recipients. Last but not least, the privatization of government by focusing
on providing services and operations that achieve the desired results in the most cost-effective
manner while yet retaining customer satisfaction.

The Old Public Administration (OPA) and the New Public Management (NPM) have
different views on accountability than does the New Public Service (NPS) (NPM). It is critical
to track government performance in terms of efficiency and effectiveness, but this does not
account for the additional demands placed on governments to act responsibly, morally, and in
line with democratic values and the public good. Citizenship principles and the public interest
play a fundamental role in the NPS.

The NPS perspective on accountability is multidimensional and requires
acknowledgment of the complicated role that public managers play in modern governance.
However, in NPM, accountability is intentionally oversimplified in ways that mirror business
practices, which is a direct assault on the democratic tradition of responsibility. Accountability
in the NPS includes a wide range of responsibilities in the fields of business, law, politics, and
democracy. However, the ultimate goal of democratic governance's accountability and
responsibility systems is to ensure that governments are responsive to citizens' preferences and
requirements.

Along with the creation of a democratic society through The New Public Service
Paradigm, the following principles must be applied to the implementation of public service
accountability:

a) Public interest is not a collection of individual interests; rather, it is a debate about
common ideals that must be recognized. That the government does not only meet the needs of
the people but instead fosters a sense of mutual respect and collaboration among the people. In
order to ensure public service accountability, it is important to cultivate the trust and
collaboration of the public.

b) To meet all of the people's demands, government officials (bureaucrats) must come to
a common understanding of what is in the public interest and establish shared responsibilities
and interests. The development of public service accountability requires an appreciation of
values and norms.

C) When it comes to the public interest, public officials and individuals who share a
commitment to improving society rather than entrepreneurial managers who act only when
they have access to public monies should lead the charge, rather than entrepreneurial managers.

d) The development of public policies and programs must be based on strategic thinking
and democratic action. This can be accomplished through joint efforts and methods.

e) It must be understood that accountability in the provision of public services cannot be
simplified: The government must pay attention to more than just the market, it must uphold the
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law and constitution, community values, political norms, professional standards, and the
interests of citizens.

f) Serve rather than direct: The critical role of government (bureaucrats) is to assist
citizens in articulating common interests, not controlling and dictating citizens.

9) When public organizations and the networks in which they participate are built on a
foundation of collaboration and shared leadership based on respect for the dignity of all
individuals, they have a better chance of long-term success.

On the basis of the aforementioned principles, the accountability of public service
delivery under the paradigm of The New Public Service must be founded on the norms and
values that exist and evolve in society.

Conclusion

A complicated network of external controls, professional standards, citizen choice,
moral issues, public law, and, ultimately, the public interest complicates the issue of public
service accountability. According to Robert Behn, "everyone™ should be held responsible for
the actions of public officials. To put it another way, governments must respond to all
competing norms, values, and possibilities in our complex system of governance."

Accountability is not simple and cannot be made so. In a democratic system of
government, neither the tension nor the paradox of public service can be investigated nor
avoided. Instead of focusing on a few key performance indicators or emulating market forces,
we should instead use a more nuanced idea of competence to obscure the true nature of
democratic accountability. Such actions cast doubt on democracy's foundations, the role of the
citizenry, and the future of public services as a public good. Public service is a thankless and,
at times, heroic job that necessitates a high level of moral character as well as a commitment
to the rule of law and good judgment, both of which the NPS values highly.
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