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Abstract– The focus of the data presented in the literature review aims and focuses on describing the quality of case public services for 
birth certificate outreach in Bone Regency. The method used in this study is a literature review by following the literature review 
procedure. The search for articles used for the literature review uses the help of Google Scholar with the criteria of articles indexed by 
Sinta Nasional, International Copernicus and International Scopus. This literature review uses 1 Sinta Nasional article, 1 International 
Copernicus article and 1 International Scopus Indexed Article. The quality of Public Services for Birth Certificate Outreach refers to the 
quality of services provided by the government in facilitating the process of making birth certificates for the community, using a jemput 
bola approach. Based on the results obtained, the Public Services for Birth Certificate Outreach in Bone Regency are still in the low 
category because there is still a lack of information on public understanding regarding birth certificate registration and it is still difficult 
for the local government to reach community data in Bone Regency due to inadequate facilities and infrastructure 
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I. INTRODUCTION 

This template, modified in MS Word 2007 and saved as  a “Word 97-2003 Document” for the PC, provides authors with most 
of the formatting specifications needed for preparing electronic versions of their papers. All standard paper components have been 
specified for three reasons: (1) ease of use when formatting individual papers, (2) automatic compliance to electronic requirements 
that facilitate the concurrent or later production of electronic products, and (3) conformity of style throughout a conference 
proceedings. Margins, column widths, line spacing, and type styles are built-in; examples of the type styles are provided throughout 
this document and are identified in italic type, within parentheses, following the example. Some components, such as multi-leveled 
equations, graphics, and tables are not prescribed, although the various table text styles are provided. The formatter will need to 
create these components, incorporating the applicable criteria that follow. 

Residents are all people who live in the geographical area of Indonesia for six months or more and or those who live less than 
six months but aim to settle  (Arman, 2017). Population is the object of development results and at the same time the subject of 
development (Hardati, 2013). In Indonesia, the population reached 273.2 people and Indonesia is the 4th largest population in the 
world. Of the 273.2 people, Indonesia's population is divided into 38 provinces, one of which is South Sulawesi Province, which 
has Bone Regency.  

Bone Regency is one of the regencies located on the east coast of South Sulawesi. Its location has a strategic position in the 
trade of goods and services in Eastern Indonesia. Bone Regency is divided into 27 sub-districts. These sub-districts are further 
divided into 328 villages and 44 sub-districts. Bone Regency is located to the east of Makassar City with a distance of 174 km. It is 
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positioned at 4°13'- 5°6' South latitude and between 119°42'-120°40' East longitude. Bone Regency has an area of 4,559 km2. This 
area is divided into rice fields (88,449 Ha), fields (120,524 Ha), ponds (11,148 Ha), plantations (43,052.97 Ha), forests (145,073 
Ha), and grasslands (10,503.48 Ha). 

With such a large population, the government carries out its duties by fostering public services in line with the vision and mission 
of the government. Public services are one of the indicators of a country to be able to compete internationally (Svetlana & Anna, 
2015). The essence of the achievement of public services is towards the ideals and common goals of creating good governance 
(Morse et al., 2017). In the Law of the Republic of Indonesia Number 25 of 2009 article 1 contains about public services, the 
regulation states that public services are a series of activities to meet service needs in accordance with statutory regulations for 
every community and resident for goods, services, and or administrative services available in the public service service process 
(Dirkareshza et al., 2021). 

Public services carried out by the government are expected by the entire community to be good, clean and efficient state 
administration (Rodding, 2017). The lack of public services results in a low level of public satisfaction in managing the 
administration of public services in the government bureaucracy (Huda, 2014). This condition is based on several factors, including 
the low commitment of public service providers and the lack of concern to achieve excellent public service quality (Wiranti & 
Frinaldi, 2023). In public services, the government created a ball pick-up program. The Active Stelsel program, also known as 
Jemput Bola service, is a service approach in which the service provider proactively visits or picks up directly to individuals or 
groups who need services, rather waiting for them to come to ask for or get these services (Nurmansyah, 2016).  

In this the ball pick-up service, the government plays an active role in assisting the community in serving related to population 
registration and data collection (Wahyudianto, 2021). The ball pick-up program carried out by the government is expected to be a 
reference to make people quickly take care of birth certificate administration (Hastuti & Sulandari, 2018). With this the ball pick-
up service, the community is increasingly helped by the government. This is regulated in article 12 of Law Number 24 of 2013 
concerning Population Administration paragraph (1) that in the process of implementing population registration and civil 
registration the village head or Lurah is assisted by registration officers. Since 2019, mobile services or so-called the ball pick-up 
services have become a permanent program in the annual activity plan by the Population and Civil Registration Office (Disdukcapil) 
of Bone Regency.  

The ball pick-up public service program for making birth certificates is one of the government's efforts to facilitate community 
access (Nurmalasari et al., 2019). Sometimes, the number of officers prepared to carry out the ball pick-up service is limited, while 
the needs of the community that must be served are very high. This can cause the process of making birth certificates to be hampered 
and take longer. In some cases, even though officers have come directly to the village, the community may still face difficulties in 
fulfilling the necessary administrative requirements, such as an incomplete birth certificate from the hospital or midwife (Brianda 
& Hasan, 2022). 

The President of the Republic of Indonesia through Presidential Regulation No. 2/2015 on the National Medium-Term 
Development Plan (RPJMN) 2015-2019 targets 80% birth certificate ownership in 2017, 82.5% in 2018, and 85% in 2019. In 
addition to providing convenience for the community, the ball pick-up service run by Disdukcapil Bone Regency in processing 
birth certificates also supports the success of the RPJMN. This is based on data on children aged 0-18 years regarding birth certificate 
ownership in the following table: 

Table 1. Birth Certificate Ownership Data based on children aged 0-18 Year 2019-2021 

Year Children aged 0-18  
year 

Already Made Not yet made 

(1) (2) (3) (4) 
2019 266.737 253.392 13.345 
2020 267.753 235.701 32.052 
2021 267.225 254.702 12.523 

Source: Data from the Population and Civil Registration Office (processed by the author.2022) 
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In 2019 the number of children aged 0-18 years who have made birth certificates amounted to 253,392 out of 266,737 people. 
In 2020, children aged 0-18 years who have made a birth certificate amounted to 235,701 out of 267,753 people. Meanwhile, in 
2021, children aged 0-18 years who have made birth certificates total 254,702 out of 267,225 people. This data shows that there is 
still a low level of birth certificate ownership among children aged 0-18 years, as evidenced by the decrease in the number of 
children's birth certificates in 2020. Although in 2021 there was an increase, it was not significant when compared to the data on 
making birth certificates for children 0-18 in 2019.  

The Standard Operating Procedure or mechanism of the ball pick-up service birth registration where people who have given 
birth at the regional public hospital submit an application for the issuance of a birth certificate and fill out a form after completing 
all the requirements of the hospital officers report to the Population and Civil Registration Office of Bone Regency to issue a birth 
certificate within a period of no later than 24 hours after the data is received. The standard operating procedure for this ball pick-up 
birth certificate service should be published to the public so that the public knows about it (Piranda & Zulkifli, 2019).  

By looking at the fact that birth certificate ownership in Bone Regency is still low and has not met the target set by the Central 
Government through the Ministry of Home Affairs, as well as the various problems in issuing birth certificates, it is necessary to 
provide education to improve the Pick Up the Ball public service to the community. Although this ball pick-up public service 
program is designed to increase birth registration coverage and facilitate community access to population administration services, 
the implementation of the birth certificate ball pick-up program still faces various challenges (Saddad & Arif, 2023). Some of the 
problems that arise include limited trained human resources (HR), inadequate infrastructure to reach the community, low public 
awareness about the importance of having a birth certificate, and the existence of administrative processes that are sometimes still 
complicated for people in the area. 

Officers involved in birth certificate services must be well trained in understanding procedures, regulations, and how to interact 
with the community. Adequate training can speed up the service process and minimize errors (Windyani et al., 2014). A sufficient 
number of officers to carry out outreach activities is very important. If the number of human resources is limited, the service process 
can be slower and less efficient, so that the goal of outreach is not achieved optimally. The human resources involved must be 
familiar with the technology used to support the service administration system, such as applications or database systems that 
facilitate inputting and searching for birth certificate data. 

II.         MATERIELS ET METHODES 

This study uses a qualitative descriptive model method in the form of a literature study that uses a literature review in 
strengthening research analysis. This study begins by searching for related literature, then collecting literature used to analyze 
important terms in studying, and obtaining discussions, then compiling conclusions based on the results that have been achieved. 
Literature study is a research design by collecting data sources related to a topic. Literature review research is research that examines 
and analyzes previous research which then makes a summary according to the objectives (Hiver et al., 2024; Zhang et al., 2024). 
The time span of the journals used for the study is 2020-2025 with the characteristics of articles indexed by Sinta Nasional, 
International Copernicus and International Scopus. Internet-based article searches, namely Google Scholar, are used to further 
analyze several published articles that are used as references for this study and those related to the title of this study, namely "Case 
Public Service Quality of Birth Certificate Delivery in Bone Regency: Literature Review". 

III. RESULT AND DISCUSSION 

The review process was carried out on scientific articles selected based on topics related to this study "Quality of Jemput Bola 
Birth Certificate Public Service". There is 1 Sinta Nasional indexed article, 1 International Copernicus indexed article, and 1 Scopus 
indexed article reviewed based on the author's name, year of publication, journal index, research method, and research results. The 
following is a review of the reviewed articles: 
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Table 2. Journal Review 

Authors/year Title Research methods Journal 

Index 

Research findings 

Metasari & 

Prathama, (2023) 

The Effectiveness 

of the Immediate 

Printing Service for 

Seated Certificates 

(Cak Duladi) 

The research method 

used is a qualitative 

research method with 

a descriptive 

approach with data 

analysis techniques 

using interactive data 

analysis techniques. 

Sinta 4 The results of the study 

indicate that the Direct 

Printing of Sitting 

Certificates (Cak Duladi) 

service at the Population 

and Civil Registration 

Office of Jombang 

Regency is effective but 

not yet optimal. 1) The 

resources provided are 

effective but there are still 

obstacles such as 

disconnected networks 

that make services unable 

to be completed on the 

same day and the lack of 

waiting room facilities in 

certain sub-districts with 

a large number of 

applicants. 2) The 

quantity and quality 

produced are effective 

because the community is 

satisfied with the services 

provided. 3) The time 

limit is effective because 

it is in accordance with 

the service time 

standards. 4) Procedures 

are effective because the 

service model can 

facilitate the community. 
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Zuhri et al., (2024) Community 

Participation in 

Preparing Public 

Service Standards in 

Samataring Village, 

East Sinjai District 

A study using 

descriptive qualitative 

methods found that 

the community had 

contributed to the 

preparation of three 

Public Service 

Standards, namely 

birth certificate 

services, change of 

domicile, and 

marriage 

requirements. 

Copernicus The Samataring 

Subdistrict Government 

is committed to 

improving the quality of 

public services by 

developing an integrated 

management system. 

Some proposed steps 

include using technology 

such as an Android-based 

complaint application, 

opening publication 

media (brochures, 

websites, TV, radio), 

direct outreach to the 

public, and providing a 

unique budget and human 

resource training to create 

excellent public services. 

Mayer, (2025) Request for an 

Advisory Opinion 

submitted by the 

Commission of 

Small Island States 

on Climate Change 

and International 

Law 

The research method 

used is a qualitative 

research method with 

a quantitative 

descriptive approach. 

Scopus Q2 This Opinion will 

inevitably inform further 

developments, most 

immediately the ongoing 

advisory proceedings on 

climate change before the 

International Court of 

Justice and the 

Inter-American Court of 

Human Rights. In 

particular, the Opinion 

narrows down the 

argumentative field by 

confirming that climate 

treaties do not preclude 

the application of 
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other sources of 

international law. It could 

also inform state action 

and domestic litigation, 

for instance by implying 

that a state cannot evade 

all its obligations on 

climate change by 

withdrawing from 

climate treaties. 

Based on the above study, it can be concluded that a foundation that is closely related to government agencies is by using 
existing laws. Public services for picking up birth certificates are also based on existing laws, so that local governments must 
socialize regarding public services for picking up birth certificates based on existing laws and those stated (Tumbel et al., 2023).  

The quality of public services for birth certificate outreach is highly dependent on the quality of human resources, an efficient 
administration system, accessibility of services, and active community participation (Ramadani & Oktariyanda, 2024). With 
attention to these factors, the birth certificate outreach program can provide better, more effective, and more efficient services, as 
well as make it easier for the community to obtain their basic rights. Continuous evaluation and improvement are also very important 
to ensure that services remain in accordance with expected standards and are able to increase community satisfaction (Sofian & 
Syafrizal, 2024).  

The government needs to optimize the system and procedures to simplify and speed up the process. The use of information 
technology in the registration and reporting of birth certificate data, as well as optimizing the faster birth certificate printing system, 
will increase public trust (Suryawati & Aji, 2024). People tend to worry or hesitate if they do not know clearly about the procedures 
and costs involved in processing birth certificates. With transparency, people will feel safer and believe that the process they are 
undergoing is legitimate and does not incur additional unwanted costs.  

Increasing public trust in the birth certificate outreach program is highly dependent on the quality of services provided. This 
program can be successful if supported by speed, transparency, accessibility, HR competence, and clear communication (Marfiati 
& Reviandani, 2023). In this case, the government must actively educate, provide easily accessible services, and continuously 
conduct evaluations and supervision to ensure that the quality of service remains optimal. By improving the quality of service, 
public trust in this program will increase, which in turn will contribute to achieving the goal of inclusive and equitable public service 
(Aksa, 2024).  

In Bone Regency, one of the main challenges faced in implementing the quality of birth certificate outreach services is the lack 
of information reaching the community about the existence and procedures of this service. Communities in this area may not fully 
understand the benefits, objectives, and how to access outreach services, which in turn has an impact on their low level of 
participation in managing birth certificates (Lokabora & Fithriana, 2019). This lack of information also has the potential to reduce 
the quality of public services that should make it easier for people to obtain birth certificates for their children. 

The quality of public services covers various aspects, from speed, accessibility, transparency, to public satisfaction with the 
services provided. If the public does not have enough information about the birth certificate outreach service, then this program will 
not succeed in achieving its goal, which is to provide easy and equal access for all citizens to have a birth certificate (Putri, 2023). 
One of the main causes of the lack of information is the low level of socialization and counseling carried out by the local government. 
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Information about the birth certificate outreach service often does not reach people in more remote areas or in villages far from the 
city center. 

The government may only rely on traditional information channels that have limited reach, such as direct announcements at 
village offices or via billboards that are sometimes not visible enough to the general public (Mukmin et al., 2022). Rural 
communities may not have adequate access to electronic media or the internet, so information through these channels does not reach 
them. Access to information also depends heavily on geographic location. Urban communities may have an easier time getting 
information about outreach services because of the greater number of resources and communication channels available. Conversely, 
rural or remote communities in Bone Regency may face obstacles in terms of access to information, either due to limited means of 
communication or due to a lack of direct socialization (Aprillia et al., 2025). 

Lack of information regarding the birth certificate outreach service in Bone Regency has a direct impact on low community 
participation in managing birth certificates. The impact is the inequality in the distribution of birth certificates, decreased public 
satisfaction with public services, and public ignorance about the importance of birth certificates themselves. To improve the quality 
of this public service, the government needs to increase socialization, information transparency, and optimize the use of technology 
and the role of community leaders in bringing services closer to residents (Rafi et al., 2024). In this way, it is hoped that public trust 
in the birth certificate outreach service can increase and this program can run more effectively and efficiently 

IV. CONCLUSION 

The quality of Public Service for Birth Certificate Pick-up refers to the quality of service provided by the government in 
facilitating the process of making birth certificates for the community, using a pick-up approach. Based on the results obtained, the 
Public Service for Birth Certificate Pick-up in Bone Regency is still in the low category because there is still a lack of information 
and public understanding related to birth certificate registration and the difficulty of the local government in reaching community 
data in Bone Regency due to inadequate facilities and infrastructure. 
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