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Abstract. Organizational change is unavoidable in the development of an organization.
Responding to the dynamics of the environment that continues to change, it is necessary to have a
form of innovation in all systems within the organization. Information services are important for the
running of an organization. In public sector organizations, user information services are the main
demands so that the service process can run well and by the wishes of users. This article aims to
identify and describe the information service innovations that exist in the Ministry of Finance.
Using qualitative methods with descriptive analysis, this study tries to describe and explain the
existence of these policy innovations. this study conducted interviews with leaders connected to
Contact Center HAI information service innovations and staff who run these innovation projects.
Researchers also observe directly the process of change and innovation of information service
systems that exist within the organization so that they can describe in detail the existing
innovations. This article has the result of typologies of the information service innovation. There
are five types of innovation, namely process innovation, product innovation, method innovation,
system innovation, and conceptual innovation. The five innovations provide each progress for
improving service performance in Contact Center HAL.

Keywords: policy innovation, communication services, information technology.
JEL classification: L88, 032, 038

INTRODUCTION
Contact center information services are certainly familiar because they have become popular

and become the subject of discussion in meeting information needs by the public. (Park, J. et al,
2011). This need for information makes people no longer hesitate to use the services of information
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providers in every organization. Users use an information service system to make it easier to receive
and use the services provided by the organization. Contact center services which grow 8% annually
(Rijo, R. et al, 2012) prove that user information services are indeed very important for
organizations. With the development of technology, the communication that is presented through
contact center information services is increasingly developing according to customer needs.
(Parasuraman and Grewal, 2000). The Ministry of Finance is one of the organizations that continues
to develop user information service systems to improve the quality of services provided. Innovation
is the key to organizational success as well as public sector organizations which are closely related
to the dynamics of public policy in the face of a dynamic environment.

Public policy is one of the focuses of attention not only academics but also the general
public who see how the government takes action in solving public problems. In its development, the
more public problems develop, the more forms of action taken by the government in the form of
policies developed by government officials will develop. (Islamy, 2009). The implementer of the
policy is the entire community, both individuals and organizations that are bound by the policy. An
organization is a place where a group of people carries out activities with the same goal, namely
organizational performance. It becomes a dilemma in itself if the implementation of activities
within an organization becomes a different part in various individual views. This different purpose
is not different from individual goals but organizational goals that are perceived differently for each
member of the organization. So that in the implementation of organizational activities, management
is needed so that these activities can run smoothly and by organizational goals.

Policy implementation is an important part of managing a public organization. Public
organizations can achieve their goals in serving the public by implementing good service policies.
Managing an organization becomes a big challenge when it comes to environmental changes.
Organizations must adapt to their environment for them to maintain or increase their effectiveness.
So organizations develop monitoring and feedback mechanisms to identify and follow their
environment, sense changes in the environment, and make appropriate adjustments when needed
(Robbin, 1994). This environmental uncertainty demands that the organization must always be
vigilant in various forms of change so that organizational goals can be achieved according to what
has been formulated from the start. In line with this, organizing is a thought process that is made
possible through communication to reduce uncertainty (Karl Weick, 1979 in Littlejohn, 2010).
Good and effective communication can make an organization more open in thinking and develop
better. (Soekardi, A., et al, 2020). According to Weick, Organization is not a static arrangement but
is inherently composed of dynamic processes of communication. Weick also argues that
communication is a basis for human organization and provides a rationale for understanding how
humans organize

This uncertainty demands that organizations have to change according to uncertainty both
from the environmental, community, and organizational aspects. In organizations, uncertainty is
also part of the study in managing organizational change so that an organizational system is needed
to achieve the desired form of change. (Robbins, 1994). Likewise, the environment and society
must also adjust to the changes that exist so that life can run and be sustainable. Society changes
with other changes in the environment. in public institutions, the form of human change in public
sector organizations can be described through the ways and forms of public servants serving the
community. Bureaucratic reform became an attractive offer for the country which was in the
spotlight due to public dissatisfaction with the form of service provided by the state at that time.
Changes in public organizations are a necessity to adapt to changes in the environment. Changes are
very important in public sector organizations because the environment continues to develop
competitively so that there is a need for change management in dealing with the challenges of
change that occur (Ziemba & Oblak, 2015; Kikcert, 2014; Kuipers et al, 2014; Rees et al, 2010;
Ningtyas, T. et al, 2020).
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Among the basic guidelines of these changes is about improving the quality of service.
Reformation changes people in both community organizations and public servants themselves for
the better. (Ningtyas. T. et al, 2020). Meanwhile, the scale of reform and restructuring has changed
the character and ideological foundations of society so that it is in a transformational form.
(Worrall, L. et al, 2000; Osborne and Gaeble, 1992). The transformational changes that occur in
changes in public services are sudden and so fundamental (Patrickson, M and Bamber, G, 1995),
while according to Welch and Wong (1998) the dimensions that occur in changes in public services
are not only local but also on a large scale. Global, because it is a form of global pressure (Welch,
1998). This confirms that there is a transformational change in our government. Sheefani &
Mutingil (2016) also identify and measure that service quality can determine strategies in providing
the expected service quality (Sheefini, N., & Mutingil M, 2016). Efforts to improve the quality of
public services are a form of long-term policy as a form of government effort in creating a
bureaucracy as expected by the community (Ningtyas, T, 2017). So it is important to pay attention
to the quality of services provided by public sector organizations. The existence of a complaint from
the community is a sign of how public services must be improved. Figure 1 below is an index of
public service complaints in Indonesia.

Report Index
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Figure 1 Public Service Complaints Index 2020

Source: Ombudsman, 2020
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Based on the data in Figure 1 above, the highest index of service complaints submitted by
the public is related to local government services, the police, the national land agency, government
agencies, and BUMN/BUMD. State financial services get a low index, this indicates that the level
of public satisfaction is quite high related to the services provided by the unit that handles the state
finance sector. Furthermore, in Figure 2, the Progress of Public Complaints Reports on Services for
2016-2020 is presented.
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Enterprises
National Land Agency 632 560 562 748 680
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Figure 2 Development of Public Complaints Reports on Services for 2016-2020
Source: Rl Ombudsman Annual Report 2016 — 2020

It can be seen in Figure 2 above that Local Government Agencies always occupy the top
rank in public complaints. Meanwhile, services provided by Government agencies/Ministries tend
to be fewer and stagnant from year to year. This requires organizations to continue to develop
themselves to meet the demands of community services during a dynamic environmental change.
According to Yeatman, global environmental factors influence the context of changes in public
services, besides that the social changes that occurred in society at that time showed that broad
social changes had accompanied the agenda of changing public services. (Yeatman, 1994). Talking
about changes in public services cannot be separated from the development of information services
owned by each unit. Information services as the face of the service of a public organization.
Information services continue to grow and are dynamic in line with advances in information
technology. Various information technology platforms provide various things that can be used as a
means of providing information services for public organizations to all stakeholders. Digitizing
public services is one that has been recognized and developed starting in 2018, the aim is none other
than to improve services to the public. (Matvejciuk, L. ,2019).

Information Services at the Ministry of Finance are carried out, one of which is the HAI
(Help, Answer, Improve) Contact Center service of the Directorate General of Treasury or known
as DJPb HAI branding. As the management of information technology services, HAI DJPb
performs a service desk function for service users of the Directorate General of Treasury, Ministry
of Finance to submit service requests, questions, and problems regarding applications or
regulations, policies, and business processes related to the treasury. HAI DJPb provides various
communication channels for service users to contact HAI DJPDb, including electronic mail/email
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(hai.djpb@kemenkeu.go.id), HAI DJPb web portal (https://hai.kemenkeu.go.id ), live chat, Call
Center 14090, and also through social media Instagram, Twitter, and Facebook. (hi.kemenkeu.go.id,
2020)

Improving service quality is closely related to various forms of policy innovation in the
Ministry of Finance's HAI information services. Innovation in public administration is a hot issue,
especially in our country because it has been regulated in Government Regulation Number 38 of
2017 concerning Regional Innovation which in this regulation the government, in this case, has
guaranteed every government agency to carry out various reforms in its implementation so that it
can support the achievement of services. prime. Sedarmayanti stated that innovation includes the
creation of something that does not exist today and can be a small creation of something
monumental. (Sedarmayanti, 2009). Fuglsang & Pedersen in Wicaksono (2018) also states that at
least innovation is related to two things, namely: (1) doing something new and (2) developing
something new that can run according to the context. Policy innovation here is innovation in
implementing policies from the Center as well as developing by making new policies without
leaving the existing policies on it. Policy innovation itself is a necessity to solve public problems
that continue to develop in society so that it becomes one of the best alternatives in the long term to
solve public problems and reduce the impact (Sururi, 2016). This article was written to describe the
information service policy innovations in the HAI Contact Center of the Ministry of Finance. These
forms of innovation are identified so that they can be used as a form of policy recommendations to
continue in the future to improve the quality of public services through the Ministry of Finance's
HAL.

LITERATURE REVIEW

The organization is a collaboration that is achieved symbolically, and organizational
communication is a field that studies how cooperation is achieved or how the form of the
organization is made. Organizations consist of a collection of individuals, and each organization has
its characteristics that are different from one another. Organizations are built in different ways
depending on the goals, attitudes, and principles of the organization. Organizational communication
theory is a communication theory perspective seen from the level or level of communication
(Littlejohn, 2017). Karl Weick uses communication as the basis of human organization and
provides a rationale for understanding how people organize. According to this theory, organizations
are created through communication activities, they are not structures made of positions and roles.
(Littlejohn, 2017). Organize interactions and reason-making processes to reduce uncertainty over
the information obtained. The presence of uncertainty, complications, ambiguity and lack of
predictability is a form of uncertainty.

A critical approach to organizational communication is to describe, understand, explain and
criticize how organizational communication is within an organization. (Miller, 2014). The existence
of uncertainty over a system, environment, or within the scope of running an organization is a form
of how to deal with environmental changes that cannot be avoided within the organization. While
effective communication is one of the key factors in managing change within the organization.
(Ziemba, E., & Obftak, I., 2015). According to Lewin (1951) in Robbin (1994) change occurs
because of the emergence of pressures on organizations, individuals, or groups. Managing an
organization is a challenge in a changing environment (uncertainty). Managing an organization is a
challenge in a changing environment. Organizations must adapt to their environment to maintain or
increase their effectiveness. So that organizations as developers of monitoring and feedback
mechanisms to identify and follow their environment, sense changes in the environment, and make
appropriate adjustments if necessary. Stephen Robbin (1994) proposed a model for managing
organizational change. Starting from identifying whether the change is needed in the organization,
what the changes are, to mapping the ways and results in the organization wants to achieve. Change
is initiated by certain forces. This power is exercised within the organization by a change agent. The
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agent chooses his intervention action, meaning he chooses what to change, whether the structure,
technology, process, organization, or everything to change.

Changes in one area of the organization are likely to generate new forces for other changes
and make the organization more effective. Robbins defines more generally, namely organizational
effectiveness. So, organizational change does not have to be specific to improve performance but is
intended to increase the effectiveness of the organization in achieving the goals and objectives that
have been set. Changes within the organization can encourage innovation within the organization.
Fuglsang & Pedersen (in Wicaksono, 2018) state that at least innovation is related to two things,
namely: (1) doing something new and (2) developing something new that can run according to the
context. According to Mulgan and Albury (in Khairul Muluk, 2008), the success of innovation is
the creation and implementation of processes, service products, and service methods. Process
innovation stems from the continuous quality improvement movement and refers to the combination
of organizational changes, procedures, and policies required to innovate. While product or service
innovation comes from changing the shape and design of the product or service. Innovation in
service methods is a new change in terms of interacting with customers or a new way of providing
services. In public sector innovation, Halvorsen, Hauknes, Miles, & Rose (in Wicaksono, 2018)
state that there are 6 typologies of public sector innovation, namely service product innovation,
process innovation, administrative innovation, system innovation, conceptual innovation, and
radical innovation.

An innovation that develops within the organization is also influenced by several factors,
namely leadership (Leadership), management (Management/Organization), risk management (Risk
Management), human resource capabilities (Human Capital), and technology (Technology). (Cook,
Matthews, and Irwin in Grisna and Wawan. 2013). The innovation in this study discusses
innovations about information services, so a form of urgency is needed about the importance of
innovation in the development of information services for users. Information service is a socio-
technical phenomenon that involves humans and information technology (IT) to support the
implementation of tasks and organizational performance, which aims to help someone obtain the
information they need (Mathiassen & Sorensen, 2007). This is also expressed by Winkel (2006)
which explains that information service is a service that seeks to meet the individual's lack of
information they need. Information services also mean efforts to equip participants with knowledge
and understanding of their environment. Prayitno (2004) explains that the purpose of implementing
information services is divided into two, namely, the general goal is to master certain information
by service participants to be used for their needs (effective daily living), and special objectives
related to understanding service information used for problem-solving (if the participant concerned
experiences it). ); to prevent problems from arising, and to enable the participants concerned to
open themselves up in actualizing their rights.

PAPER OBJECTIVE

It has been described that the flow of organizational change and the role of crisis
communication in changing the organization's information service system is a form of
organizational adaptive management resulting from information service innovation. So it is
important to know the flow of innovation in organizations based on the theory of change in
organizations. This article intends to identify and describe information service innovations to adapt
to managing changes in the organizational environment. Based on the theory of change in
organizations (Lewin, 1951) which responds to uncertainty (Miller, 2014) a form of information
service innovation (Halvorsen, Hauknes, Miles, & Rose) was developed that can facilitate
organizational communication to improve the quality of service from the organization.
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METHODOLOGY

This article uses qualitative methods with descriptive analysis, and researchers use data
triangulation techniques in collecting and analyzing existing data. The process of triangulation of
data sources is carried out by collecting data from different sources which are then analyzed and
compared. The validity of the data is obtained by comparing and cross-checking the data sources.
The stages carried out by researchers in processing data were carried out in three stages. The first is
observation, which is done by looking at and studying the object of research so that the focus of the
research can be more easily studied and studied. The focus of this research is the Ministry of
Finance's HAI information service innovation. Researchers make observations by looking at what
forms of innovation exist in HAI integrated information services and try to identify the types of
innovations that exist and the ongoing process of information services. Furthermore, the results of
these observations are recorded and analyzed according to the data in the field or not. The second
stage was interviewing, researchers conducted structured interviews with the leaders of the HAI
Contact Center of the Ministry of Finance as well as several leaders related to integrated
information services. In addition, unstructured interviews were also conducted as a further effort to
obtain in-depth data, conducted on employees and users. The third stage is documentation as
secondary data, which is needed to find out the track record of changes in information service
policies and innovations that have been made in improving the service quality. The documentation
obtained includes policy documents, service performance documents, and analysis results of HAI
integrated information service performance reports.

RESULTS AND DISCUSSION
1. Description of HAI (Help, Answer, Improve) Integrated Information Services
Innovation

Policy in a system is a very important thing to pay attention to. The policy is the spearhead
of how a system can exist and run well. In a public sector service organization, of course, the
policies taken must be following the order of the policies above. Every internal policy of the
organization may make a breakthrough in the implementation of the central policy so that a
companion policy emerges for a form of innovation to be carried out to improve its performance.
According to Chrusciel, D., & Field, D. W. (2006) there are two critical success factors through
transformational change, namely, there is a flexible organizational policy (comprehensive regarding
the needs of the organization), and the organization can accommodate the personal needs of the
change actors to suit the needs of the organization. Of course, this organizational policy is made to
take into account the many interests of various sectors. The Ministry of Finance is one of the public
sector organizations engaged in finance, which is a central element in state administration which
includes state revenues and expenditures. This is a demand for the Ministry of Finance to provide
effective and efficient services. The existence of demands to maintain the integrity of public
services makes innovations continue to be carried out to meet what is expected by the community.
The success of an innovation is indicated by a significant increase in the efficiency and
effectiveness of the service. The definition of innovation in the field of public services is a creative
idea of technology or new ways in service technology or updating existing ones in the field of
service technology or creating breakthroughs or simplifications in the fields of rules, approaches,
procedures, methods, or service organizational structures whose benefits have added value. both in
terms of quantity and quality of service. (Kurniasari & Sulandari, 2017)

There are types of innovation that can serve as a benchmark for how innovation can be built
within an organization. According to Mulgan and Albury that the success of innovation is the
creation and implementation of the first is a process, namely successful innovation is the creation
and implementation of the process. (Muluk, K., 2008). While process innovation originates from the
continuous quality renewal movement and refers to the combination of organizational changes,
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procedures, and policies required to innovate. The second innovation is service products, namely
product or service innovations derived from changes in the shape and design of products or
services. The third is service method innovation, namely innovations in terms of interacting with
customers or new ways of providing services.

At the Ministry of Finance, process innovation is implemented, among others, in the form of
changes in organizational management, both in the management of Human Resources,
Administration and Organization, Information Systems, Supervision, and Accountability. Of
course, the change process itself cannot run immediately, some stages must be passed in the change
process. According to Kurt Lewin, the change process itself has gone through three stages of
change starting from melting, moving, and freezing again. (Robbins, 2007). The change process
itself is in the Ministry of Finance starting from the socialization of the new policy, there are
conflicts and rejections until finally there is a form of acceptance because of the new policy. The
entire process of change must be passed so that there is innovation in terms of policies and
procedures. (Ningtyas, T, 2020). The existence of this form of change makes the organization more
developed by the demands of the community for better services. The business process is one of the
illustrations to see how the organization moves according to its system, whether it is receiving
technical assistance or not. As part of this organizational change process, information services are
very crucial in an organization, this is because the information service system is in the face of the
service of a public organization.

Information services continue to grow and are dynamic in line with advances in information
technology. Various information technology platforms provide various things that can be used as a
means of providing information services for public organizations to all stakeholders. Information
services are used as a source of prudent information to users and stakeholders related to regulations
and business processes at the Ministry of Finance. Information Services at the Ministry of Finance
are carried out, one of which is the HAI (Help, Answer, Improve) Contact Center service of the
Directorate General of Treasury or known as Directorate General of Treasury (DJPb) HAI branding.
The scope of HAI is all services related to regulations, business processes, and troubleshooting
applications/tools related to payment of state expenditure bills submitted by the Budget User
Authority (KPA) at the Ministry/Agency to the Ministry of Finance as the State General Treasurer
(BUN). Below will be described the information service business processes that existed within the
Ministry of Finance before the information service system innovation.

Ministry of Finance Policy

User
Budgeting State expenditure Grants, fiscal, Process of LNSW
process, DIPA process, financial debt management, DAU, DAK, products,
revision, RKAKL reporting complaints financial services, and
balance complaints
Budget Treasury Helpdesk Helpdesk Helpdesk Helpdesk
Helpdesk Secretary-General Balancing LNSW

Figure 3 Information Service Flow before innovation
Source: own compilation
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Figure 3 above can be seen that the information service system of the ministry of finance is
still being implemented partially. This resulted in a lot of information not reaching the user so that
the problem of filing, disbursing, and reporting the state budget also encountered an obstacle. The
existence of a separate system creates irregular communication patterns that are considered difficult
and even considered ineffective in managing information within the organization. As a result, many
services to users are hampered because the information obtained by users is not following what is
expected. In addition, organizational efficiency is also an important consideration in the information
service business process as shown in Figure 1. Efficiency is not found in the structure, so there is a
need for a form of innovation to increase the effectiveness and efficiency of the organization. The
number of activities related to information services that are considered inefficient has been cut
down when there is a DJPb HAI information service system with spaces that can accommodate the
needs of existing information services. Below is a picture of the flow of DJPb HAI information
services related to treasury services at the Ministry of Finance.

Ministry of Finance Policy

> User <
‘/k_y "*\\
Budgeting State expenfiture Grants, fiscal, Process of DAU, LNSW products,
process, DIPA process, financial debt DAK, financial services, and
revision, RKAKL reporting management, balance complaints
complaints
HAI Integrated Services
Solved g e-mail dan portal web
A
Unsolved
/ / ] \ \
HAI Budget HAI DJPb Contact Center Dering DJPK Contact Center
Ministry of Finance LNSW
134
y y A A A
Call dan Call, chating dan Call dan Call dan Call dan
media social media social media social media social media social

Figure 4 HAI Integrated Information Service Flow

Source: own compilation
Based on the illustration in Figure 4 above, it can be seen that the flow in the service process
does require a lot of time if technology is not used that can simplify the whole process. So that work
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units and stakeholders can receive many benefits from the development of technology and
information systems in service policies at the Ministry of Finance. The information service system
developed in this integrated service is intended to develop a one-stop user information service
system. So that all requests for information submitted to the Ministry of Finance will be included in
the HAI integrated information service.

The flow is that if the incoming information request can be completed on the layer one agent
in the integrated service, the answer will be directly submitted to the user. However, if the
information requested by the user is not available at the layer 1 agent, it will be forwarded to the
layer 2 agents consisting of HAI Budget, HAI DJPb, Contact Center Ministry of Finance 134,
Dering DJPK (Directorate General of Fiscal Balance), and CC Single Window National Institute
(LSNW) to be answered and forwarded to the user. The entire development of this system is also
followed by the development of existing technology and resources. The development of information
systems and technology is a door that cannot be separated from the contact center information
service system. (Park, J. et al, 2011). The development of information systems through the use of
these technologies is a form of system innovation. The innovation in this system is an existing
process innovation through a policy on HAI integrated information services, meaning that all
information services at the Ministry of Finance will be managed integratively by the HAI contact
center. The second innovation is product innovation, product innovation in financial
implementation services is the design of service products as part of the effectiveness of work, one
of which is innovation to create a structured system and make it easier to use so that the value of the
benefits is greater.

2. HAI (Help, Answer, Improve) Integrated Contact Center Service Products

HAI's Contact Center service continues to grow along with the development of information
technology. Starting to officially operate in 2016, the HAI Contact Center service, which initially
provided information services and problems related to state spending, is currently also used as a
helpdesk for service products, policies, grants, fiscal, debt management, General Allocation Funds,
Funds Special Allocations, financial balance, budgeting and complaints from the Ministry of
Finance as well as services, products, and complaints within the National Single Window
Institution. HAI Contact Center service products and HAI service developments are mentioned in
table 1 below:

Table 1 above shows that there are many product innovations produced by the Ministry of
Finance to improve the performance of the services provided. The product is of course made by
taking into account the binding regulations in it. This illustrates that the policy innovations formed
by the existence of these products have been made through a legal process. The third innovation is
the method, in general, it can be seen that the service method is very well developed which of
course the previous method had a traditional concept using minimal technology and had to go
through many bureaucratic processes to shift to become more systematic and effective by utilizing
and developing technology according to the needs of the community. organization. Talking about
the importance of IT management in public sector organizations. IT is very useful in the process of
achieving organizational goals, strategic planning, HRM, and risk management. In addition, the
management system, human resources, supervision, and accountability can be part of the main
innovations produced in this organization. (Amali, et al, 2014).
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Table 1
HAI Contact Center Service Products
No  Year Product Name Description
1 2016 Helpdesk Integrated Information delivery services as well as problems
HAI DJPb related to state spending, the media used through

email and chat services

2 2017 HAI-Call 14090 Service delivery of information and problems by
telephone to number 14090, either inbound or
outbound

3 2018 HAI CSO HAI services that are integrated with vertical office

units throughout Indonesia, both Provinces and
Districts/Cities

4 2018 HAIPEDIA Web-based Management System that summarizes
all the problems and solutions that have been
submitted through HAI

5 2019 HAI TALK Talkshow program through Live 1G with the theme
of education related to treasury

6 2020 Contact Center Ministry Helpdesk service products, policies, grants, fiscal,

of Finance 134 debt management, and complaints from the
Ministry of Finance by telephone to Call Center
number 134
7 2020 Dering DJPK Helpdesk products, policies, and complaints

regarding General Allocation Funds, Special
Allocation Funds, and others regarding financial
balance
8 2020 HAI Budget Helpdesk products, policies, and complaints
related to the budgeting process, revision of DIPA,
RKAKL, Simponi application, Satu DJA, and
Sakti Budget.
9 2020 Contact Center National Helpdesk products, services, and complaints
Single Window related to the scope of services of the National
Institute (LNSW) Single Window Lembaga

Source: HAI Document, 2020

The following are innovations in the IT field that were generated in the process of change in
the Ministry of Finance's HAI Contact Center service

Figure 5 above shows that many product developments exist as part of policy innovation in
the Ministry of Finance's HAI Contact Center service. Of course, this is inseparable from the
existence of a lot of support from internal organizations that are committed to changing the
organization for the better. The existence of technology can certainly ease human tasks, as well as
the existence of technology in the Ministry of Finance can reduce employee performance and of
course, it is more efficient and cheaper in terms of costs. Another type that is now also developing
is innovation in system interaction which includes new or updated ways of interacting with other
actors or in other words changes in governance. Like how the management relates to the community
in terms of socializing the many changes.
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Figure 5 HAI Contact Center Innovation Products of the Ministry of Finance
Source: HAI Document, 2020

There are at least 6 typologies of public sector innovation, Halvorsen, Hauknes, Miles, &
Rose, in Wicaksono (2018) stating that the first is the creation of a new service or the development
of a service. The second is a process innovation that emphasizes changing how a particular service
or product is produced. The third is administrative innovation that focuses on policy change. Fourth
is system innovation, namely changes in the organizational structure or changing the way of
cooperation and interaction within the organization. For example, streamlining the organizational
structure or the leadership of the organization delegating authority to certain units within the
organization. Fifth is conceptual innovation, namely a change in the perspective of the actors
involved so that it is more comprehensive in solving problems.

3. HAI (Help, Answer, Improve) Integrated Information Service Innovation Typology

At the Ministry of Finance, apart from the process, product, and method innovations, there
are also system and conceptual innovations. System innovation at the HAI Contact Center is
realized by changes to the existing system, starting from policies, restructuring to how to conduct
advocacy and socialization to users. Restructuring is carried out to regenerate and trim positions
that are considered overlapping with other positions and add structure if needed to strengthen the
change agenda, mostly in the technology sector. Previously, each unit had separate service desk
services, with the HAI Contact Center, service desk services are integrated and can be measured in
real-time. In addition, conceptual innovation is even more interesting to do a form of more in-depth
analysis. Conceptual innovation in the HAI Contact Center is an important part of the change
process, this is because it intersects with the principles and perspectives of organizational members.
In addition, the commitment to change and focus on making innovative policies and implementing
them well to improve public services is a separate note. Great leadership commitment and the
support system that is around it make all stakeholders can well accept this form of service system
change. The change in perspective from the traditional to the modern and IT-based is the biggest
form of policy innovation in the organization. In addition, the form of transparency of information
to users is a form of good innovation in the process of managing public organizations. This
transparent principle is also supported collaboratively so that the policies taken are acceptable and
represent all the needs of the users. Table 2 below can describe the identification of all policy
innovations in the HAI Contact Center of the Ministry of Finance.

38


https://management-journal.org.ua/index.php/journal

Minhando, E., Sudarmo and Rahmanto, A. (2021), “Integrated contact center HAI (help, answer, improve) as
information service innovation at the ministry of finance, Indonesia”, Management and entrepreneurship: trends of
development, 3(17), pp.27-42. Available at: https://doi.org/10.26661/2522-1566/2021-3/17-03.

Table 2
Service innovation at HAI Contact Center
Criteria Forms of Policy Innovation
Process The use of technology in the administrative process starting from
innovation submitting complaints or requests for information services to feedback by

service providers is also carried out online
Changes in business processes of all services provided by the Ministry of

Finance
Method Use of technology and online-based services and make it easier for users
innovation Use of modern media that can be easily accessed by users (chat, social
media, etc.)
Product There are various innovative products created that are informative and easy
innovation to understand by users.

Develop application products to make it easier for users to access and
obtain information related to the state budget

System There is restructuring to improve organizational performance

Innovation

Conceptual Changing the perspective of service from traditional to modern and based
innovation on Technology and Information.

Source: own compilation

In table 2 above, it can be seen that there have been five types of innovations in HAI
integrated information service policies identified. The five types run complementary to each other
and develop periodically to improve the innovative products that have been produced. This
information service innovation can be used as a form of reference on the use of technology in the e-
government approach to satisfy users in providing information services for state financial services.

CONCLUSION

This study shows that there are five types of innovations in information service innovation at
the HAI Contact Center of the Ministry of Finance to improve service quality. The five innovations
are process innovation, method innovation, product innovation, system innovation, and conceptual
innovation. Process innovation can be seen in the innovation of all business processes in budget
services, method innovation is seen from the shift in the tools used for services from manual to
technology-based. Product innovation with the launch of many innovative products to support the
effectiveness and efficiency of treasury services. System innovation can be seen in organizational
restructuring to follow organizational goals in improving service performance. Conceptual
innovation can be seen in changes in the perspective of stakeholders in responding to changes for
the better. Each type of innovation is developed according to the portion and needs of the
organization. These policy innovations exist through a process of change so that they come to the
form of new policies and their implementation to improve the quality of information services at the
HAI Contact Center of the Ministry of Finance.
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B MinictepcTBi (inanciB B [HmoHE31i. BUKOpUCTOBYIOUM SKICHI METOAM 3 OMKMCOBHM aHAIII30M, II€
JOCIIKEHHS OTUCYE 1 TIOACHIOE ICHYBaHHS IIMX HOBOBBE/IEHb. B paMkax mporo aociimkeHHs Oynu
MIPOBEICHI IHTEPB'IO 3 KEPIBHUKAMH, MTOB'SI3aHUMU 3 IHHOBAIlIAMH 1HGOpMariitHuX mocayr KoHTakT-
uentpy HAIL i cmiBpoGiTHHKamH, siKi 00iiMarOTh KepiBHI MOCaJAX B YINpPaBIiHHI IHHOBallIHHUMHU
mpoekTaMu. B X0 HamwicaHHS CTaTTI TaKOX JOCTIDKYEThCSA AWHAMIKa 3MiH B BIPOBAKEHHI
iHHOBAIl B cuUcCTeMax iH(QOpPMAIIHUX MOCIYr, M0 ICHYIOTh B opranizamii. lle mocmimkeHHS
nokasye, 1mo B KonraktHomy nentpi HAI MinictepcTBa (piHaHCIB iCHY€E M'SITh TUIIIB 1HHOBAIlIA B
cdepi iHDOPMAIINHUX TOCTYT, COPSIMOBAHUX HA IiJBUIICHHS SKOCTI OOCIYrOoBYBaHHS, a caMe:
MPOIICCHI 1HHOBAIlli, MPOJAYKTOBI I1HHOBAIll, METOAWYHI I1HHOBAIli, CHCTEMHI I1HHOBaIli Ta
KOHIIeNITyaJbHI iHHOBauii. BukopucranHa manoi tumosorii 3abe3nedye mporpec B IMOJIMIICHHI
SIKOCT1 00CITyroByBaHHS B KOHTaKT-1ieHTpi HAL.

KurouoBi ciioBa: nosiTuka iHHOBAIlINA, KOMYHIKAIiHHI TOCIyTH, IHPOpMAIIiifH]I TEXHOJIOT1.
UHTET'PUPOBAHHBIA KOHTAKTHBII NEHTP HAI (ITOMOIIb, OTBETHI,

VJIYYIIEHUS) KAK HH®OPMAIIMOHHAS CJTYKBA THHOBAIIAH B
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Llenpio craThy SBISETCS BBIABICHUE M ONMCaHME MHHOBaLWi B cdepe MHPOPMAIMOHHBIX
yCIyT, CyIIEeCTBYIOIMX B MuHnucrtepcrse ¢unancoB B Mumonesmn. Mcmonp3ys KaueCTBEHHBIC
METOJIbI C ONKCATEIbHBIM aHAJIM30M, 9TO HCCICAOBAaHNUE OINMCHIBAECT M OOBICHSET CyLICCTBOBAHHE
THX HOBOBBeIEHHH. B paMkax »5Toro wucciemoBaHusi OBUIM IPOBEACHBI HHTEPBBIO C
PYKOBOAUTENSIMH, CBSI3aHHBIMU C MHHOBALMSAMH HH(pOPMaMoHHbIX yeryr Konrakr-nientpa HAI, u
COTPYAHUKAaMH, KOTOPBIE PYKOBOAST MHHOBAIIMOHHBIMHU TPOEKTaMU. B XoJie MccieqoBaHus TaKxkKe
ucclielyeTcs JMHAMHMKa W3MEHEHMH B BHEJPEHUM WHHOBAIMM B cHCTeMax WH(POPMAalMOHHBIX
YCIyT, CYHOIECTBYIOIIMX B OpraHW3alMHd. OJTO HCCIIEOBAaHUE MOKa3bIBaeT, 4T0 B KOHTakTHOM
neHrpe HAIl MunucrepctBa (uUHAHCOB cCyIllecTBYeT NSATh THUIIOB HWHHOBAlMi B cdepe
WH(GOPMAIMOHHBIX YCIIYT, HAaNpPaBJICHHBIX Ha TOBBIIICHWE KadecTBa OOCIY)KHUBAHHs, a MMEHHO:
MPOIIECCHbIE WHHOBALMM, TPOJYKTOBbIE WHHOBAIMM, METOJMYECKHE HMHHOBAIUM, CHCTEMHbIE
WHHOBAIlMM ¥ KOHIIENITyaJbHbIE MHHOBAIMH. VICNoiah30BaHWE JAHHOW THITONIOTHH OOECTieuyMBaeT
Mporpecc B yAy4YIICHHH KauecTBa OOCITYyKHBaHUS B KOHTAaKT-1ieHTpe HAL.

KuroueBble cjioBa: MOJUTHKA WHHOBAIMM, KOMMYHHMKAI[MOHHBIE YCIIyTH, UH(OPMALlMOHHbIE
TEXHOJIOTHH.
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