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ABSTRACT 
 

 

OGD is an agreement of countries in the world to implement disclosure of public information. This 
agreement is also applied in Indonesia. One of the most important problems in managing Open Government 
Data (OGD) is the ability to collect, classify information, publish, and present information. OGD 
management in Indonesia is carried out by the Information and Document Management Officer (IDMO). 
Research on OGD in Indonesia is still very minimal and limited to the issue of initiating the implementation 
of OGD. In fact, the problems that occur are not only at the organizational level, but also need to be focused 
on the actors or information management employees working on IDMOs. The important thing is how OGD 
should be managed, so that all information which are produced must be carried out for the benefit of the 
community. When the right OGD management model can be carried out, then the concept of service to the 
community should also be developed and implemented as better as possible as a manifestation of the 
sustainability of OGD implementation. This study uses a qualitative method with the chosen rationality 
approach is the soft systems methodology (SSM). The results obtained from this study are the OGD 
management model that adopts the SHEL concept, namely strengthening the understanding, use and 
strengthening of software, hardware, environment and life-ware. And when the SHEL can be done well, the 
concept of service to the community must also be improved by adopting the concept of RATER 
(Reliability, Assurance, Tangible, Empathy, and Responsiveness). The combination of SHEL and RATER 
is a conceptual model and change plan to strengthen management and maintain the sustainability of OGD 
implementation in Indonesia through IDMO in all local governments. 
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1. INTRODUCTION  

Public information disclosure is a necessity for 
every country in the millennial era.) Governments in 
various countries realize that information disclosure 
is a necessity and the right of the people to 
information is something that must be fulfilled, so 
that some countries that are aware of it begin to 
establish the emergence of open government 
partnerships (OGP movement) [1]. When OGP 
applies the concept of public information disclosure, 
OG actually encourages OGD reform and innovation 
to increase transparency, accountability and citizen 
involvement [2], [3].  Indonesia has been one of the 
OGP initiator countries. OGP is implemented in 

Indonesia through the OGI (Open Government 
Indonesia) program. 

Open Data Barometer (ODB) is an International 
organization focusing on information disclosure. 
According to ODB, Indonesia is included in the third 
cluster, namely a cluster which consists of countries 
that still have challenges and obstacles but have high 
initiatives to implement OGD [4]. ODB also wrote 
that [4], initiatives to manage OGD by institutions in 
local governments with high initiatives are not 
enough to ensure that OGD can be applied 
successfully. This is at least stated by ODB that 
countries in the third cluster have initiated open data 
and its application in OGD, but still have dependence 
on leadership attitudes, human resources and 
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sustainable investment[4]. The keyword of 
sustainability has an important meaning. 
Furthermore, it is known that research that produces 
the right method of OGD sustainability is currently 
not adequately explored, especially in the area of 
local government institutions. 

Indonesia has implemented information disclosure 
since 2008 where the OGD implementation was  on 
Act number 14 of 2008, the Public Information 
Disclosure Act, assigned by the President of 
Indonesia[5]. The application of OGD requires 
management so that the Information and 
Documentation Management Officer (IDMO) is 
appointed based on the Decree of the Minister of 
Home Affairs regarding IDMO. In fact, there are 
some obstacles which are faced by IDMO in order to 
implement OGD.  Those obstacles are influenced by 
both from internal and external sides. For example, 
some day, employees who manage IDMO can be 
rotated because their duties and responsibilities to 
other unit. It can be a problem for the sustainability 
of the implementation of OGD itself. Therefore this 
study focuses on information and document 
providers who work as providing, maintaining and 
serve information and documents as a consequences 
of the implementation of OGD. that role would be 
the responsibility of IDMO so that the IDMO can be 
able to create services that are oriented towards 
information citizens needs.  It would support local 
government to build good governance. 

The resposibility of IDMO is quite complex. 
therefore it needs an effort to find the root of the 
problem in order to help IDMO to improve and 
strengthen their management by using the soft 
system methodology (SSM) approach.  

This approach is a good choice because SSM is 
used not to create new output but to improve 
unstructured and complex situations and increase the 
intensity and quality of learning in learning 
organizations. Therefore, the main purpose of this 
article is to contribute to the management of OGD 
from a human perspective as a provider, manager 
and manager, in order to maintain the sustainability 
of better and stronger OGD implementation. It is 
hoped that the results of this study will be able to 
provide an understanding of some of the key factors 
and processes needed to improve and maintain OGD 
implementation. This is important because a correct 
understanding of management aspects can reduce the 
failure of the implementation of OGD management 
and reduce the potential for conflict with the 
community. 

 
 

 

2 LITERATURE REVIEW 
2.1 Previous Research 

Public information disclosure in Indonesia has only 
been implemented in 2010, even though the 
regulation has been in place since 2008. In fact, there 
has been little research in the field of public 
information disclosure managed by the IDMO.   As 
presented in table 2.1, there are some Indonesian’s 
researchers [6]–[10] who focus on the theme of 
IDMO in Indonesia. The researchers generally 
provide an explanation that the application of the 
public information disclosure in Indonesia is not yet 
in line with what is expected and provides 
recommendations that research in the public 
information disclosure field needs to be explored in 
greater depth from various perspectives. From these 
researchers the advice given to improve the 
implementation of public information disclosure in 
Indonesia is still general in nature and has not 
considered the sustainability aspects of public 
information disclosure implementation in detail. 
Even so, Pratikno et al [8] has provided an overview 
of the aspects of achievement, constraints and 
opportunities in the application of public information 
disclosure in Indonesia, but this description is a 
general description at the level of management of the 
Main IDMO and has not touched on each level of 
management. 

 In terms of information technology, only Nupikso 
and Mubarok et al discussed more about the role of 
information technology compared to three other 
researchers [6], [9]. Nupikso focuses on web content 
that is used as a transparency tool in the management 
of public information disclosure by the Regional 
Government [6]. While Mubarok et al [9] explained 
about the importance of synchronizing data 
structures in public information disclosure 
management and coordination among stakeholders. 
Even so, the researchers did not clarify the relevance 
of the use of information technology to maintain the 
sustainability of the application of public information 
disclosure. 

Based on methodology, research in the field of 
public information disclosure implementation by 
IDMOs in Indonesia uses a qualitative approach, but 
not many researchers use SSM as an approach to 
problem solving. Harimurti [11] and Ricardo et al 
[12] are using SSM in the context of qualitative 
research that provides recommendations so that the 
management of organizations related to systems and 
information is carried out in an integrated manner. 
This study also provides recommendations that are 
still very general and normative. 

On the basis of the fact that research has been 
carried out in Indonesia as summarized in table 2.1 
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and the importance of deepening the management of 
data and information in the context of public 
information disclosure, the researcher sees that there 
is a need to deepen the issue more deeply towards the 
managers (employees) at the IDMO. This is very 
important because the actors which are the 
employees at the IDMO are one of the keys to the 
sustainability of the application of public information 
disclosure in Indonesia, in addition to other factors.  

To support this research, there will be needed 
some literatures related to efforts in order to maintain 
the application of public information disclosure by 
IDMO employees, as will be described in point 2.2. 
 
2.2 Supporting Literature 

 
One of the obstacles that may occur in the 

implementation of OGD is a conflict of interest 
between the right to obtain information from the 
community side and an effort to close the obligation 
to share data from the government side [13]–[15]. 
This issue is also confirmed by several researchers 
about the potential problems for deciding which is a 
private  data protection , state secret or business 
secret. [16], [17]. Stakeholders generally have a fear 
of the consequences of the open data, where there 
can be a possibility of privacy violations if the 
document is shared and known by the public. It 
would be also possibility to misuse of documents, 
misinterpretation of data which are uploaded through 
website. [18]–[20]. Thus the local government 
through the IDMO must provide information and 
documents. Transparency is a necessity [17]. In fact 
that in Indonesia, information disclosure is not free 
without rules. This means that identification of 
information must be categorized by taking into four 
types of information and documents, namely (1) 
periodic information, (2) immediate information, (3) 
anytime information and (4) excluded 
information[5], [21], [22].   

was also added that one aspect that could cause 
obstacles to the implementation of OGD was the 
problem of managing data through the phase of 
identifying data, release decisions, publishing data 
and using data [23]. Thus the management of OGD 
by institutions, especially local governments, can still 
be explored [24]–[27].  

An important note that also needs to be given 
primary attention is the situation and condition of its 
employees, namely employees as providers of 
information and documents. This is reinforced by 
research that states that employee resistance to the 
application of OGD can be a serious internal obstacle 
[28]. Management of information and documents 
must be prepared as well as possible and employees 

must serve professionally, so that the objectives of 
OGD can be achieved and challenges and obstacles 
can be minimized [17], [29], [30]. 

To provide good service for the community, 
service orientation must support user satisfaction. In 
the introduction section, it was explained that the 
management of OGD is closely related to human 
factors as the manager. A supporting reference is 
needed that can be used to understand human factors 
when interacting with new systems in the work 
environment. In this study, the human factor analysis 
model to be used is the Shell Model while the service 
model to be used is the RATER model. 

SHELL model analysis is used for the aviation 
sector, which was proposed by Hawkins in the year 
1975 [31], [32]. This model are used by researchers 
in the marine field of study for the human factor 
model [33] and proposed a new model called 
SHELL-m, in the field of study of management [34] 
and only one study has used the SHELL model for e-
Government in China [35].  Because of the 
importance of human factors as the spearhead of the 
sustainability of OGD, the SHELL model is used as 
one of the theoretical foundations in this study. 
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Tabel 2.1 Summaries of some previous research

Researchers Research Methods Research Focus Finding 

Nupikso, Daru  

Qualitative with 
analytical methods 
Computer-Mediated 
Discourse Analysis / 
CMDA 

Analysis of Government 
website content related to 
the implementation of 
public information 
disclosure managed by 
the IDMO 

The level of implementation of the 
results of the application of public 
information disclosure on the contents of 
the website of the Regional Government 
is low; Understanding of public 
information disclosure by the Regional 
Government is still not good; The 
formation of IDMOs at the local 
government level has not been 
implemented evenly 

Febrianingsih, Nunuk  

Descriptive, Library 
Research / Library 
Study 

Implementation of the the 
Law on Public 
Information Openness 
and the readiness of 
government institutions 
to implement it 

The information provided must be 
complete, neat, centralized in a special 
institution; Not all public bodies are 
ready to implement the act of the public 
information disclosure; There must be a 
commitment from the local government 
to implement the act of the public 
information disclosure  

Pratikno, et al 

Qualitative, 
comparative case 
study 

Implementation of 
public information 
disclosure in various 
regions in Indonesia 
after 2 years of 
implemention 

Transparency, especially in the budget 
sector, cannot yet be fully opened; 
Uneven access to information and 
information technology; The need to 
encourage strategic, systematic and 
intervention measures so that the public 
information disclosure implementation 
accelerates evenly 

Mubarok, M.H, et al  

Qualitative, 
comparative case 
study 

Implementation of OGD 
at the village level 

The concept of OGD is very likely to be 
applied at the village level; 
Synchronization of data structures needs 
to be done; Coordination with 
stakeholders for development must be 
carried out 

Zulaikha 
Paribrata, Agni Istighfar 

Quantitative 
Descriptive 

the implementation of 
OGD by government 
work units in the 
Regional Government of 
East Java 

The need for coordination between 
government work units; The need for 
uniformity of understanding of 
information management 

Harimurti, R M Agung 

Qualitative and SSM  Development of Data 
and Information 
Management in 
Yogyakarta 

The need for organizations that are 
willing to learn continuously; The need 
for integrated information governance 

Ricardo 
Sari, Ria Nelly 
Ratnawati, VInce 

Qualitative, case 
studies with SSM 

 Management of regional 
fixed assets 

Standard operational procedures need to 
be completed; Strengthening adequate 
human resources to manage and provide 
information about regional fixed assets; 
Information system development is 
needed 
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The basic principles of SHEEL are models that 
show the linkages between Software, Hardware, 
Environment, individual Life ware and team Life 
ware [31]–[33]. That's why SHELL is stated as an 
abbreviation of these five components. S means how 
individuals interact and understand the scope of the 
software they're manage. H is related to the 
understanding and interaction of individuals on the 
hardware used in the scope of their work. E means 
individual interactions with the working 
environment. L as an individual life ware is how 
each individual has an effort to increase his capacity 
to face the duties and responsibilities of managing S, 
H and E in his work. And the last is L as a team life 
ware used to represent the attitude of the team to 
increase the capacity of the team to face the task of 
managing S, H, E in the scope of their work. In the 
study of e-Gov, Liu only used one L, which meant 
individual and team life ware was considered as a 
single unit[35]. The image of the SHEEL model can 
be seen in Figure 2.1 

 

Figure 2.1 SHELL Model (adopted by Federal 
Aviation Administration [36]) 

The RATER model is a model that looks at the 
human perspective where the main purpose of this 
model is to show the important components that must 
be considered by managers of each system or 
service, for customer satisfaction. In the RATER 
model there are five components, namely 
Responsibility, Assurance, Tangible, Empathy and 
Responsiveness [37]–[39]. RATER is a model that 
has been refined and proposed by Parasuraman et al 
[40], where the solution is then referred to as the 
SERVQUAL model [41], [42]. Reliability is the first 
component of RATER which requires that each 
service be measured correctly, both in terms of time 
and predetermined service appointments. Reliability 
is a service focusing on the service principles that 
have been used as service guidelines. Assurance is 
the second component of RATER which focuses on 
all services should be trustable so that there would 
give good feeling to all customers. Customers will 
belief that the services provided are good, 

professional services for all consumers. Tangible is 
the third component which means that the facilities 
available in the service are truly available and 
provide support for the service process to consumers.  
Letter E which means Empathy is the fourth 
component, which focuses on the essence of 
understanding the principle of service to consumers, 
with full and sincere attention to them. While the 
final component, i.e. Responsiveness, is another part 
of the services provided through the willingness to 
help all consumers when they face difficulties. 
Services provided should be able to give a very good 
attention and problem solving clearly with 
predetermined service standards. The responsiveness 
in giving services will provide a good image of the 
services. 

This Rater model is also appropriate to be used in 
the context of OGD management, because the people 
served to obtain information must be satisfied with 
the services of the managers in IDMO. The rater 
model image can be seen in Figure 2.2. 

 

Figure  2.2 RATER Model (adopted by Parasuraman, et 
al in Mulder [37]) 

Literacy is a method used by someone to improve 
the ability to find, analyze and evaluate something 
new knowledge, new activities and then use 
information correctly. Based on the understanding of 
literacy, then if literacy is associated with 
information, it implies a series of activities that must 
be carried out by someone before an information is 
used. The stages of efforts to digest information 
begin from the stage of finding the source of 
information (searching), identifying, selecting, 
classifying, and evaluating information that has been 
obtained (evaluating) and the last is the stage of 
using information correctly in accordance with 
procedures (usage)[43]–[45]. Figure 2.3 describes 
the relevance of activities in information literacy. 

Understanding of information literacy, which must 
be passed in three main stages, namely locate, 
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evaluate and use, not only used limitedly in certain 
scientific fields. Information literacy was also agreed 
on in the fields of literature, the world of education 
[46] and other research and knowledge sectors [44]. 
In the context of OGD, staff and leaders who manage 
OGD must be careful in classifying information, so 
that an understanding of information literacy 
becomes a competency that must be possessed by 
them. 

 

Figure 2.3 Information Literacy (adapted from : 
ALA[43]) 

Not only literacy in the field of information, staffs 
and managers who work and have responsibility to 
provide information, need to have a good capacity of 
of Literacy of Technology. Understanding 
technology literacy, not only includes understanding 
the hardware but also the network that connects 
hardware and information. This is supported by 
several organizations in the world that define 
standards of technological literacy such as [46]–[49].  

3 RESEARCH METHODS 

In the field of Information Systems research, 
experts classify the Information System research 
paradigm into three classifications, namely positivist, 
interpretive and critical [50]. In this study, the 
interpretative paradigm is used as a form of an 
ontological approach. In this study, the interpretative 
paradigm is used as a form of an ontological 
approach. The interpretive paradigm aims to produce 
an understanding of the context of information 
systems and processes that influence each other  [51] 
In addition, in general, the purpose of all interpretive 
research is to understand how members of social 
groups, through their participation in social 
processes, impose the reality they do, interpret and 
believe everything that each member does to build 
their own social world [52]. Thus it can be 
understood that the interpretive approach emphasizes 
the understanding of human behavior and actions. 

This study focused on the activities of a group of 
people, namely employees who were at the 
Communication and Information Office 
(Diskominfo) of the Pekalongan City, who received 
an appointment letter as part of the Information and 
Documentation Management Officer (IDMO). Every 
employee who manages data, information and 
documents in the implementation of OGD that must 
be provided for the benefit of the right to information 
of the community, certainly has a number of 
activities that are worth observing as an important 

part of this research. Every action taken in the 
management of OGD is certainly based on certain 
reasons. The implementation of OGD that is still 
running well to date has also become one of the 
observations, why this has happened, even though 
there have been several changes to the leadership. 
Thus this process can also be described as an effort 
to understand the phenomenon of the reasons behind 
an action taken by individuals, who are employees, 
actively creating their own world through their own 
consciousness. Thus, this research is interpretive 
qualitative research with a phenomenological 
approach, as revealed by [53] which places the 
researched subject as a critical and problematic 
subject, where the knowledge possessed by the 
researched subjects is included in this study. 

By paying attention to the main objectives of this 
study, the research method on the application of 
OGD is a case study research, which is to understand 
in full and in depth about how OGD is managed and 
efforts to maintain its application to the IDMO of 
Pekalongan City. This is based on the understanding 
that choosing a research method requires a strategy 
through consideration of three things, namely the 
research question that is submitted, control or control 
possessed by the researcher on the observed events 
and the focus on events that occur in the present [54]. 
Yin explained [54] that (1) the research question in 
the case study is how and why, and corresponds to 
this research question, namely how to manage OGD 
and maintain it, (2) researchers have no control or 
control over events in case or research subject, and in 
this research on OGD management researchers are 
not involved as actors in the management process, 
(3) case studies focus on actual events of the present, 
while OGD is one of the international issues that has 
been pursued to date throughout the world for the 
balance between the rights and obligations of the 
community, so that it is expected to be able to 
encourage an increase in human development in its 
entirety. 

The format of this research design is qualitative 
with the Soft System Methodology (SSM) as a 
holistic approach. The use of SSM is to describe 
probability situations, recommend design as a 
construction or reconstruction of a managed system. 
That is, both of the depiction and construction / 
reconstruction concluded in the study are outcomes 
of all research processes that have conformity with 
the limits of the benefits of research. Selection of 
SSM as a holistic research approach as an 
interpretive approach [55] is an attempt to uncover 
reality to the surface as an interpretation of 
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characters, models, signs or images of certain 
conditions, situations or phenomena [56].  

SSM is a methodology that tries to analyze, with a 
systematic focus, real organizational problems, and is 
an analytical action for real world improvement [57]. 
There are several other reasons why to use SSM in 
building information systems. SSM is a methodology 
that tries to analyze, with a systematic focus, real 
organizational problems, and is an analytical action 
for real world improvement [57]. SSM is a 
methodology that is not only used in the social field, 
but can also be used to analyze the implementation 
of a system that has an impact on society such as 
analyzing fraud problems by students [58], analyzing 
e-government [59], risk governance in hyper-
connected society[60]. There are several other 
reasons why to use SSM in building information 
systems. These reasons can be stated as follows [56]: 
1) systemic thinking, supported by the introduction 
of characteristics that emerge in the system and 
activities carried out together in monitoring and 
controlling, (2) in the social aspects and information 
system development organizations, recognized in the 
form of analytical currents, which are constantly 
examined and updated. (3) the technical process 
needed to develop the system can be represented by 
Logic Streaming Analysis, although not with the 
original process, (4) offering an inbuilt learning 
process, (5) assuming the participation of all 
stakeholders, (6) expected historical information (7 ) 
do not assume that all answers can be identified, but 
act as a means of structuring discussion to identify 
appropriate and appropriate solutions in a particular 
organization at a certain time, (8) the context of 
information system development is determined by 
stakeholders. 

The characteristics of SSM are useful ways to 
capture user needs. SSM concentrates on the 
stakeholder perspective and thus can facilitate user 
involvement. In addition, the tools used namely 
CATWOE and Rich Picture are quite easy to use and 
understand. This allows continued participation of 
user groups. Thus the main benefit of SSM is to 
change unstructured problems to be structured 
according to the desired changes. CATWOE can also 
help to reduce complex situations into relevant keys. 

SSM with CATWOE and Rich Picture tools can 
also handle human behavior problems. In this case 
study, the SSM methodology is systemically used as 
a guideline for discussions about IDMO situations as 
managers of information and documentation to serve 
the community's information needs. According to 
Checkland [55], SSM contains logical explanations 
for scientific applications which are divided into 7 

stages as follows [57]: Stage 1: Situation Considered 
Problematic. The problem that is intended to be more 
appropriate is called the problem situation. 
Generally, there are more than one problems that 
need to be solved therefore there need efforts to 
identify those problems one by one; Stage 2: 
Problem Situation Expressed. Collecting data & 
information by conducting observations, interviews, 
workshops & discussions followed by the 
formulation & presentation of these problems. Those 
acitivites will be described in form of a rich pictures; 
Stage 3: root definition of relevant purposeful 
activity systems, is the stage to build the root of the 
problem which includes a particular view of the 
problem situation in accordance with the relevant 
perspective. In this stage relevant systems are 
controlled in the CATWOE concept. C is Customers, 
is beneficiaries of the transformation process. A is an 
Actors, which is the actor who transforms. P is 
Process is conversion from input to output. W 
Weltanschauung is a Worldview that makes 
meaningful transformation in context. O is the 
Owner who can stop the transformation. E is an 
environment that is an element outside the system 
that affects the transformation process. Stage 4: is a 
conceptual system model (holons). It called in the 
root definition, where at this stage a conceptual 
model will be produced that contains the system 
workflow in accordance with the problem under 
study. The system at this stage describes the input 
and output in transformation which is the goal. Stage 
5: is the stage where a comparison of models and the 
real world will be carried out, where the conceptual 
model that has been built in stage 4 must be 
compared with real-world expressions based on 
existing basic theories. At this stage new ideas are 
possible. Stage 6: is the stage for thinking about 
change, which is desired systematically, culturally 
feasible, which is the stage where the researcher will 
discuss the desired changes with the parties 
concerned. These changes can include (a) changes in 
procedures, (b) structural changes, (c) changes in 
attitude and culture. Stage 7: is the stage to see and 
make decisions to improve the problem situation, 
where the decision should be an agreement between 
the researcher and the resource person, with the aim 
of making improvements to the problem situation. 

The locus of this research is the Information 
Management and Documentation Officer (IDMO) 
who is in the Communication and Information 
Service of the Regional Government of Pekalongan 
City, Central Java, Indonesia. The informants in this 
study were (1) Head of the Communication and 
Information Service of the Regional Government of 
Pekalongan City, (2) the head of the service and 
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information complaints section, (3) the public 
information service operator, (4) information and 
coding management staff. 

 

figure 3.2 SSM Model (source Checkland [55]) 

 

4. RESULT AND DISCUSSION 

4.1 STUDY OF UNSTRUCTURED PROBLEMS 

Information and Documentation Management 
Officer (IDMO) is an official who is responsible for 
managing and providing public information services, 
including the process of collecting, providing, 
classifying, storing, documenting and providing 
information services. Data, information and 
documents can be obtained from the Assistant 
IDMO. 

The important task of each Assistant IDMO or 
IDMO is to classify information into four important 
groups, namely immediately, at any time, 
periodically and excluded. This classification has 
been protected by law. The first problem arises when 
the Assistant of IDMO is not 100% able to provide 
timely information support. Of the 35 Assistant 
IDMOs, there are still around 23% who have not 
been able to provide these needs on time. The second 
problem is the difficulty of some Assistant IDMOs 
for classifying information, especially information 
that is included in excluded information. The 
Assistant IDMO has the right to submit a list of 
excluded information, namely information that must 
be protected because it has confidentiality values: 
state, business and personal. This often creates a 
potential conflict or dispute between the applicant 
and the manager. Even so, efforts to anticipate the 

two problems mentioned above have been carried 
out, among others by preparing the SOP for the 
Consequences of Information and also the SOP for 
Disputing Facilitation. The third problem that can 
arise is when the Assistant of IDMO submits a list of 
excluded information, the mechanism taken is 
through consequential testing, carried out in a 
meeting mechanism that has the potential to 
subjectively pass the wishes of the Assistant of 
IDMO, and ignore the needs and rights of the 
applicant to obtain information.  

The fourth problem that also arises in the field is 
the fact that IDMO staff competencies are not 
uniform. This means that not all IDMO Assistant 
employees have sufficient competency in 
information literacy and technology, so they have the 
potential to stutter to serve applicants and provide 
documents and liability information for Main IDMO 
to upload, related to periodic information, all the 
time and immediately. Even so The main IDMO and 
the Regional Government have imposed rewards and 
punishments on the indiscipline of employees, 
especially IDMO Assistant. Once a year, the City 
Government shows IDMO which simultaneously 
announces the 5 best IDMO Assistants and 5 worst 
IDMO Assistants. Some of the efforts that have been 
made should be done consistently.  

The fifth and quite important problem is the fact 
that each employee can experience the rotation of 
tasks to other units within a certain period. The risk 
that can occur is that when the phase of knowledge 
sharing between employees is not properly 
implemented, the application of OGD can be 
threatened, because its sustainability is limited by the 
willingness of employees to learn quickly and 
independently.  

The sixth problem is the potential for information 
disputes due to the rejection of requests for 
information, which could be caused by differences in 
perceptions between the applicant, namely the 
community and the respondent, namely IDMO 
towards the categorization of information mandated 
by law.  

This is evidenced by the completeness of all legal 
instruments (SOP) and the commitment of leaders 
and employees, as well as the achievement of the 
success of IDMO in the city. Even so, the five issues 
captured in the field (real world) must be addressed 
immediately so that the sustainability of OGD 
implementation can be maintained properly. 
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4.2 EXPRESS THE PROBLEMS 

To show the situation of managing information 
and documentation in IDMO, rich imaged are 
displayed with various perspectives that emphazes 
structures, processes, relationships, conflicts and 
values that are believed by stakeholders.  

From the rich picture (figure 4.1), it can be seen 
that the obstacles to the management of OGD must 
be addressed because the potential for conflict, the 
potential ability and capacity of employees in 
information and technology literacy and efforts to 
maintain conducive work environment and 

commitment are part of the problem that must be 
observed. Each stakeholder has the intention and 
earnest effort to provide the best service to the 
community. 

 

4.3 ROOT DEFINITION 

To formulate root definition and describe how the 
system model of managing OGD that transparent, 
accountable and participative, then it is used by 
CATWOE analysis as presented in tabel 4.1. 
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Figure 4.1 Rich Picture  
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Table 4.1 CATWOE Analysis 

Description  Definition results  

Costumer (C): 
What are the benefits and the disadvantages and why are these important? Right to 
information; OGD: tranparent; accountable; participation 

person influenced by system :     

-citizen  ‐citizen: who need information and documents as their right   

-employee  ‐ employee: who provide manage & maintance information and document  

    

Actor (A):  Who implement the activities?  
person with the role of system in 
activities   

-main IDMO ‐ main IDMO: who manage all information and documents needed by citizen  

-assistant of IDMO 
‐ assistant of IDMO: who also manage all information and documents needed by 
citizen at sub sector level 

-local government 
‐ Local government: who responsible and provide financial support and law 
inforcement to implement OGD 

    

Transformation: process and changes  What should be changed so that input becomes output?  

  
-ability to use and maintance applications, protection data, use database so that they 
can serve all citizen needed easily, fastly, cheaply and clearly 

  
-ability to improve employee technology literacy so that they can provide 
information correctly, fastly and easly 

  
-ability to coordinate, consolidate and keep team work do fastly and solid by 
controling all procedure useful and suitable in any cases 

  
-ability to improve employee  information literacy so that they can clasify 
information correctly, fastly and easly 

  
-ability to improve employee services to the citizen so that they feel happy and trust 
with government 

    

World-view: What kind point of view that makes the system meaningful?  

 Impact of system implementation   
  ‐ All stakeholders involved have responsibility to succeed the implementation of 
OGD which is transparent, accountable, participative and innovative    

    

Owner:  Who can stop the activities?   

to whom the system responsible and who 
can stop the transformation  

-main IDMO may stop this OGD implementation when they have low commitment, 
low  ability in information and technology literacy and can not share their 
knowledge each other 

  

- assistant of IDMO can also decline the serving of OGD implementation if their 
employee does not improve their ability in information literacy as well as 
technology literacy 

  

- Local government would be able to make a fail for this OGD implementation if 
they have no good will and high commitment, control and good financial support for 
the main IDMO and IDMO 

    

Environment:    
environmental constraints that affect but 
do not control the system  What barriers existed within the system environment? 

   ‐ public service need to be improved by using good ethics and performance  

  
 ‐ mechanisme of exclude information wolud be claimed as a private with no reason, 
that may make citizen have no trust anymore 

  
 ‐ Limitation of budget to improve the management of IDMO facilities to be able to 
support the improvement of serving quality and achievement of OGD standard. 

  

4.4. Conceptual Model   

By referring to the root definition, the 
conceptual model is compiled to identify activities 
needed in developing a system that can improve 
OGD management. Figure 4.3 represents the 
Conceptual Model, where there is a relation 
between the activities of the actors and processes in 
the system. 

The expected change is the awareness of 
stakeholders to improve and improve their 
capabilities and their services to the community. At 
present, IDMO construction is good enough to 
achieve minimum management standards. However, 
it must be enforced to protect the sustainability of 
OGD implementation. Therefore, from the results of 
the comparison between the concept model and the 
real world and the agreement with these 
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stakeholders, then based on the root problem analysis 
we propose our conceptual model by focusing on the 
SHELL model. 

The explanation of this conceptual model can be 
explained as follows:  

1. The use of software in IDMO is good enough 
considering minimum requirements, such as 
having web application, database application. But 
from software component point of view it need to 
be improved by (1) an ability and 
understandibility of OGD data lifecycle for each 
employees. This OGD lifecycle would be: pre 
processing -exploitation –maintenance. (2) 
implement some kinds of sistem temu kembali in 
order to accelerate data and information retreaval. 
Now, they do to find and retreave data by identify 
documents and then they query data by using its 
code of the documents. It needs a time. 
Therefore, Retreiving System Applicaton will 
help them to find out information and document 
faster. (3) in order to solve a conflict between 
people and IDMO, it is better to implement a 
decision support systems application. (4) It needs 
to improve and add any securities appliaction so 
that data and information can be protected from 
any viruses or hackers. Those 1-4 advisory 
should be implemented in all IDMO which is 
main IDMO as well as assistants of IDMO   

2. From hardware point of view, now, the main 
IDMO has quite good infrastructures such as 
Fiber Optic cabling, network, server, PCs, 
printers, scanners, etc. However some of the 
assistant of IDMO may not have all of those tools 
completely. Therefore, it need to empower them 
by providing good enough hardwares and 
technologies so that they would be able to 
improve their service to the society. Some of 
proposes hardware would be (1) empowering IT 
equipment with good performance and 
specifications, (2) providing adequite server (3) 
empowering and maintaining network technology 

3. From environment point of view, the local 
government should be able to (1) do controlling 
and supervision, (2) make a very good and 
strenghthen of communication among them, (3) 
implement reward and punishment concistently 
(4) provide and strenghthen of the budget 

4. From the perspective of the lifeware, all 
employees must be able to improve and enhance 
their abilities in competencies, such as (1) 
strengthen service ethics by applying the RATER 
principle, (2) strengthen information literacy with 
the principle of loc-evalu-use (3) strengthen 

technology literacy, especially understanding 
hardware and network architecture.  

By using the intervention stage, an overview of 
complicated situations is obtained which involves 
various factors that must be realized. All of these 
factors have a purpose to strengthen the 
sustainability of OGD implementation. The 
important thing to be noted is the consideration of 
stakeholders. Their subjective perspective is intended 
to ensure that the model design that is built is truly in 
accordance with the business process and work 
culture in the IDMO of Pekalongan city.  

In the last stage of SSM, a knowledge-based 
documentation and information management model 
proposal was developed from the results of in-depth 
interviews, confirmation and literature review. This 
model was created to support the knowledge sharing 
process and strengthen the sustainability of OGD 
implementation for staff and managers of public 
information disclosure at IDMO at the local 
government level. 

Based on figure 4.2, the proposed model is an 
effort to manage and maintain the sustainability of 
the application of information and documentation for 
the community, it can be seen that there are four 
main interrelated components, namely competence 
and capability in the software, hardware, life ware 
and environment fields, such as obtained read back 
from the reference SHELL model. 

In terms of software, managers must understand at 
least four important things, first, applying the OGD 
Lifecycle principle: pre-exploitation-maintenance, 
implementing a retrieval system to facilitate 
document searches, implementing decision support 
systems to facilitate information dispute resolution 
and strengthening data protection and information 
through a powerful software tool. 

From a hardware perspective, all IDMO staff, who 
manages information and documentation, must be 
able to improve their competence and capacity to 
understand the ins and outs of hardware such as 
storage media, other technological equipment, and 
also networks. In this case, someone's understanding 
of the hardware can not only use but also be able to 
maintain, maintain and understand the work flow of 
the hardware. This understanding is very important 
as a way to produce and organize all information and 
documents that will be used by the community. 
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Figure 4.2. The information management model and knowledge-based document adoption of the SHEL 
Model[36] 

 
If it viewed from an environmental perspective, all 

IDMO staff and OGD managers must be able to 
strengthen the implementation of OGD management 
at IDMO, through a kind of control and supervision 
that is constantly inherent, in accordance with 
existing SOPs, strengthen communication between 
all IDMO units, implement awards and consistent 
punishment and strengthening the budget for the 
smooth operation of OGD management activities at 
IDMO. 

The last perspective is life ware, where OGD 
managers, both individually and in teams, must 
strengthen service competencies to the community 
by referring to the RATER principle, having 
adequate competence regarding information literacy 
and technology literacy. Good service must be able 
to show that they are serving with the assurance that  

 
what is given is timely, fast and easy, so that the 
community has a good sense of trust in the 
mechanism of service provided by IDMO's 
employees. In addition, facilities provided physically 
and in reality must be appropriate and adequate. 

Services provided by staff at IDMO must pay 
attention to their level of concern for the community 
who need information and documents 
indiscriminately, treatment services must be the same 
between one applicant and the other applicant. They 
should also be willing to help the community when 
experiencing problems by providing the right 
solution, so that they feel cared for and get maximum 
service. 
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4.5. Comparison of Models and The Real World 
Once the conceptual model is obtained, the next 

step is to compare conceptual model (human activity 
system) with real world which resulted in 
recommendation of what to maintain, to improve or 
to create a new one. Recommendation delivered in 
the process covers six points that shown in details on 
the Table 4.2: 

 

 
 
 
 
 
 

 
Table 4.2 Real Conditions and Recommendations 

Activities Real Conditions Recommendations 

serving application 
granted, rejected, 
dispute information 
application 

employees at Information and 
documentation service section do their 
jobs by online and offline based on 
SOP  

they do their jobs by online and offline 
not only based on SOP but also with 
the RATER principles 

employees at Information and 
documentation service section 
sometimes have difficulties to identify 
a documents  

they have to improve their information 
literacy which is locate the 
information, analis and evaluate the 
information and then use the 
information correctly 

employees at Information and 
documentation service section 
sometimes have difficulties to use and 
not well prepare on hardware or 
network problems  based on SOP  

employees at Information and 
documentation service section have to 
improve their technology literacy about 
hardware as well as network 
architectures 

collecting, classifying  
and listing 
information 

employees at information manager 
section do some activities by using 
software and hardware to collect, 
classify and list information 

they have to clearly understand about 
OGD lifecycle: pre processing-
exploitation- maintain 

employees at information manager 
section search some information by 
querying at the database  

It is good to add and implement 
Information Retreival Systems 
application so that they can search data 
and information faster 

serving any dispute 
information from the 
society 

employees at dispute resolution 
information section facilitate this 
conflict by discussing in a formal 
meeting 

It is good to add a decision support 
systems to solve any conflict 
information  

proposing a list of 
exclude information 

the assistant of IDMOs can propose a 
list of exclude information to the main 
IDMO and will be decided in a formal 
meeting 

It is better to use and implement a 
decision support systems application to 
identify and classify information  

enforce to prepare 
any information and 
upload them through 
web site on time 

23% of the assistant of IDMOs does 
not well prepare to do it on time  

reward and punishment would be 
implemented consistantly 
control an supervising would be done 
consistently 

 
4.6. Planning of Change  

The main purpose of the IDMO management is to 
provide an excelent services to the society in order to 
have their information and document’s right. The 
government wishes that the quality of services have 
the same standards throughout main IDMO as well 
as the assistant of IDMO. But this cannot be 
achieved as the very diverse condition of assistant of 
IDMOs and employees competency. This diversity 

has caused concerns on the number of parties 
involved in the IDMO job and descriptions on 
managing such information, such as employees, 
softwares, hardwares, environment  and life ware. As 
long as the local government has not be able to 
improve SHEL capacities that support the desired 
management standard, then there is no rationale for 
local government to equalize the excelent service 
standard of OGD throughout Indonesia.  
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4.7. Discussion About the research Finding 
Versus Prior Research 
 

In the previous studies, the focus of the research 
was mostly carried out at the level of initiation, such 
as knowing the level of readiness, the level of 
success, the weakness of the application of OGD 
management which was very general and normative. 
Whereas in this research conducted by researcher at 
this time, the focus of the research was expanded and 
deepened, not only from the side of initiation but 
found the OGD management model. The OGD 
model is constructed based on four main aspects that 
are interrelated with each other, by adopting the 
SHEL (Software, Hardware, Environment and Life-
ware) model. 

From the Previous researches, they focused more 
on the management aspects of the organization, 
while the results of the current research would be 
able to capture the understanding of each individual 
information manager to be able to recognize, 
discover, evaluate, store and disseminate the 
information correctly and with quality. 

In the previous researches, the focus of the 
research conducted was not extended to aspects of 
the importance of services as an impact of good 
OGD management to the user community. In this 
study, if an understanding of information 
management based on a strong SHEL model can be 
carried out, then service improvements will be 
realized with the best service orientation to the 
community with the RATER principles as adopted 
form Parasuraman et al [40] 

In this study, even though it has produced an OGD 
management model that combines SHEL and 
RATER, it still needs to be deepened from a data 
security perspective as well as strengthening 
software that supports standard decisions on 
information presented to the public. In addition, this 
research focuses on institutional perspectives. In 
future research, observations are needed from a 
community perspective. 
 

5. CONCLUSION 

OGD management cannot stop at the level of 
initiation but must also be maintained and 
endeavored so that services for information and 
documents needed by the community can run better. 
By using the SSM method from the case study on the 
IDMO of Pekalongan city, a knowledge-based OGD 
management model can be built by taking into 
account the four main aspects that are interrelated 
with each other. The four elements are strengthening 

in terms of software, hardware, environment and life 
ware. 

From these four perspectives, it provides an 
understanding that, every individual who manages 
information must be able to recognize, find, evaluate 
and store information and then disseminate 
information accurately and with quality. All 
understanding of those processes must be manifested 
in good performance, vertically and horizontally, 
verbally and non-verbally, online and offline. In 
addition, each individual can also adjust public 
information services according to their development, 
with a service mindset that is based on an orientation 
to the needs of the community (users of information) 
so that services are truly carried out sincerely. Good 
service must be based on RATER. 

Therefore, quality and sustainable OGD 
management will create good trust and cooperation 
between all parts and units involved in public bodies 
and communities. 
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