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Abstract. This article seeks to explain disaster risk mitigation from a public service. The variety 
of disasters that occur and have the potential in Indonesia requires risk mitigation that public 
services can run normally. Literature studies conducted by the author through various research 
journal references related to public service risk mitigation are represented in explaining disaster 
risk mitigation in the perspective of public service. The findings show that risk mitigation can 
shape public service providers in facing various risks of natural and non-natural disasters 
through an understanding built between all stakeholders. The dimensions of compliance, 
deliberation and collaboration, accountability and transparency, and the use of technology are 
aspects of risk mitigation to optimize public service. 
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1. Introduction     
This article seeks to explain disaster risk mitigation from a public service 

perspective. Various natural disasters that occur to potential disasters in various parts of 
Indonesia have the potential to cause direct and indirect losses, including casualties, 
damage, loss of property, infrastructure damage, environmental damage, and mental 
trauma. Susanto states that natural disasters are classified into two types: the first is 
natural disasters caused by nature that often occur in Indonesia, including landslides, 
floods, earthquakes, and so on; the second is natural disasters caused by human actions, 
such as deforestation, forest burning, littering, petroleum drilling, and many more caused 
by conflicts in human relations or activities with fellow humans such as disputes between 
tribes/groups [1]. 

Various types of risks that can arise from natural and non-natural disasters are 
influenced by ever-changing environmental conditions and situations. Benson (2007) 
argues that unexpected situations open up the meaning of risk that relates to the 
possibility of potential material and non-material losses that are undesirable or 
unexpected in nature that occur internally and externally due to various events such as 
natural disasters, fires, traffic accidents, disease outbreaks that occur in an area within a 
certain period of time that have an impact on society and government. [2]. That risk 
mitigation for public services is needed to ensure that programs, projects, and public 
service delivery run optimally by identifying and preventing potential risks that will occur 
such as in disaster emergency management. [3], [4]. Research conducted by 
Fadlurrahman et.al suggests that strong policies and regulations supported by the 
community are important to protect infrastructure and public services [5]. 

The importance of risk management in influencing the success or failure of a public 
service in Indonesia is stated from the perspective of public service governance reform. 
According to Dwiyanto, public service management is required to transform and 
innovate. [6]. This is supported by research conducted by Kartika and Oktariyanda which 
suggests that innovation has good performance and functionality with support for 
technical guidance to implementing officials. [7]. The implementation of risk mitigation is 
a momentum for innovation to realize the success of public service delivery. Risk 
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mitigation is a form of transformation and innovation simultaneously through the 
conception of a paradigm shift in public services. The concept of risk mitigation is an 
innovation effort carried out by the government through systematic improvement and 
integration between policies and public service management. The implementation of risk 
mitigation requires consistency so that the ideals of realizing optimal public services can 
be achieved. However, the standardization of public service delivery based on laws and 
regulations on public services has not yet regulated risk mitigation governance in public 
service delivery. 

Another problem is the absence of risk mitigation elements in the public service 
delivery process. The degradation of the level of public trust in the government which is 
decreasing due to government performance hampers the relationship between the 
government and the community [1]. Hardin states that the gap in relations between the 
government and society due to the unclear policies carried out by the government has 
resulted in violence against minorities, the rise in crime rates, the trend of corruption 
cases committed by political elites in the government which tends to increase, 
government performance which is considered slow and does not answer public problems 
and so on, accumulating which affects the level of public trust in public services that occur 
when the disaster occurs [8]. 

The absence of risk mitigation in operational policies in public services results in 
uncertainty in public service delivery because public service delivery policies and 
programs do not have governance to deal with changing situations and conditions to 
reduce or prevent risks that occur. To deal with changes in the situation and conditions 
of ideal public service delivery, the formation of risk mitigation through full access 
participation for citizens and collaboration of government elites and community leaders 
in government administration and changes in government capacity in responding to and 
fighting for the collective interests of the community are needed to encourage risk 
mitigation in public service delivery [7]. So far, collaboration between the government 
and community participation in the delivery of public services is a form of risk mitigation 
attitude from an internal organizational perspective so that the delivery of government 
public services is free from bureaucratic pathologies such as corruption, collusion, 
nepotism and inefficiency.  

Furthermore, in an external perspective, stakeholder collaboration initiated by the 
government together with the community and private elements, academics, and 
community organizations in the deliberation process seeks to oversee and oversee 
policies carried out by the government so that services carried out by the government in 
mitigating various risks that can arise from various aspects can be carried out optimally 
[9]. This is in line with a study conducted by Ibty which states that the relationship 
between empowerment capacity as a form of community preparedness for the benefit 
of risk mitigation in public services can be carried out in conjunction with collaboration 
and deliberation between the government and the community through the planning 
process in identifying risks together with other interested parties [9].  

2. Methods 
This article uses a literature review approach in explaining risk mitigation through 

a public service perspective. Nursalam, the literature review method is a process related 
to library data collection methods, in processing writing materials [10]. In the literature 
review approach, the author sources information through journals, books, and 
documentation, the internet and literature related to the topic raised, namely risk 
mitigation through a public service perspective. Data analysis is carried out through 
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synthesizing the contents of the literature obtained through journals, books and other 
secondary data collected then a journal summary is made which includes the name of 
the researcher, year of publication, study design, purpose of the study, to a summary of 
the research results or findings. The summary is then sorted alphabetically by author, 
title, and year of publication. 

3. Result and Discussion  
3.1 Fundamentals of Public Service Risk Mitigation 

Legislation is the legal basis for the implementation of public services carried out 
by the government. The implementation of public services has the aim of achieving the 
values of protecting the rights of citizens [11]. The orientation of public services needs to 
pay attention to global changes that require achieving equality, sustainability and shared 
growth. Meanwhile, Freeman suggests consideration of the orientation of forming an 
understanding that is built between all stakeholders in public services in a proactive and 
far-sighted manner for interested parties to be the basis for the formation of public 
service delivery [12]. The breakthrough of governance reform serves to answer the 
challenges of global change with the innovation of policy makers.  

Borrins suggests a policy adoption approach from the results of public service 
innovation in the midst of widespread public distrust of government. governance reform 
requires momentum and becomes a challenge to get out of the comfort zone [13]. Thus, 
the need for transformation by innovating or adapting policies is a key driver and an effort 
to reconstruct the power of public service providers as a solutive breakthrough to be 
regulated. In line with this thought, Purwanto proposes a conception of a paradigm shift 
in public services with a mix of indicators for regulatory scrutiny including (1) an agile 
government approach, (2) internet-based service digitization innovation, and (3) citizen-
oriented as service users. The prerequisites for government reform are related to 
systemic improvements for policy harmonization and public service management [14]. 

3.2 Public Services and Citizen Protection 

The management of the public service approach shows a shift in perspective 
towards the existence of citizens as users. This can be seen from; first, the greater active 
role of public service providers in line with the situation and conditions of a very dynamic 
environment with the development of public literacy due to the influence of the 
development of information and technology that is growing [15]. This has implications 
for the pattern of direct relationships between the government as a service provider and 
the community to ensure the will of the state to create social justice through the 
implementation of public services with citizens as users as well as instruments in 
overseeing the course of public services. Second, access and control of citizens as the 
benefits of public service functions to create community welfare and social justice which 
is part of the alignment to citizens, and the implementation of a government that is free 
of corruption, collusion, and nepotism, as well as legal certainty and enforcement of 
regulations with the recognition of citizens' rights. 

According to Shabbir in Ibty, communities are able to organize themselves in order 
to obtain equal access and equal treatment with social and economic justice for all 
citizens, which is characterized by two main pillars of the democratic tradition. The first 
pillar is the participation of the community in governing its own life and in the broader 
decision-making processes that govern the community. The second pillar is a rights 
platform that supports and protects the role of individuals and minorities in the 
governance process. Furthermore, the third approach to public service management is 
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participation in addressing the widespread socio-economic and ecological impacts that 
require more detailed regulation [16]. 

Bessette, encourages the mainstreaming of citizen alignment which can be further 
formulated through a social engineering approach [11]. This alignment is intended to 
manage public services in a participatory, open, accountable or supervise public services 
on the basis of the influence of trust, satisfaction, and usefulness on the success of good 
public outputs/services, from the factors of distributive justice, procedural legal justice, 
and citizen alignment. The design of citizen participation can be arranged together 
between the various parties involved so that it can truly become the orientation of service 
management.  Meanwhile, risk management has many perspectives. Situations and 
conditions within the organization and its environment often have different views on risk 
and there are always potential risks and alternatives that can be chosen in the face of 
adverse possibilities. 

3.3 Establishment of Public Service Risk Mitigation 

Martinovski states that there are several factors and elements that make up risk 
mitigation for public services, including the following. (1) Compliance with the leadership 
is an element in risk mitigation and the orientation of creating risk mitigation conditions 
with the aim that policies and programs made by the government can be implemented 
optimally. (2) Approach in involving the participation of parties, identifying risks, 
evaluating classifications and types and potential losses, and selecting and using risk 
mitigation methods in decision making involving risk owners from organizers and users. 
(3) The process of handling risk mitigation, both preventing, reducing cost losses and 
public distrust as well as determining losses and to whom losses are borne by involving 
interested parties, integrating data, risk assessment, implementing accountability, 
transparency, effectiveness and efficiency; and increasing the capabilities of risk 
mitigation managers and continuous improvement. (4) Monitoring or controlling the risk 
mitigation business process and how to improve it. Then the researchers added or 
separated a separate factor as follows. (5) Integration of risk mitigation in the preparation 
of policy formation and (6) Capacity building of human resources and resources owned 
by the government and the community through integrating these resource elements in 
encouraging efforts to establish risk mitigation, as well as Enterprise risk management 
which shows the importance of integrating it into strategic planning by the government 
at the central and local levels [17], [16]. 

The literature shows the importance of an integrated risk mitigation governance 
process in the strategic management of public service delivery with its external 
environment as occurs in disaster management and in ERM. However, it has been 
reported that the governance of public service standards has not been well integrated 
between the financial risk management component and the service integrity component. 
Thus, it is believed that all these factors will be able to influence the success of the risk 
mitigation management process in public services. These influential factors are then 
moderated by the risk mitigation governance space which has elements of condition 
creation from the content of the substance of laws and regulations and the clarity of the 
value of protecting citizens' rights stated in public service regulations. Another factor in 
the process of preparing the dimensions of risk mitigation in public services is the aspect 
of compliance, which means the nature of obedience or obedience, such as requests from 
state leaders to be fulfilled by their citizens and the willingness to comply with 
predetermined limits, both mandatory and independent. An example is the limit of the 
obligation to pay taxes that must be fulfilled by citizens and companies or other 
entities/organizations. Susilo divides compliance into two. (1) Compliance requirements 



Licensee: Tinta Emas Institute 

258 © Subhan Ilham Thareq  

(compliance requirement), which are based on laws and regulations, financial standards, 
service standards and the like. This is called compliance only in practice. (2) Compliance 
commitment (self-regulation), which is based on the organization's willingness to 
voluntarily commit itself to certain obligations. These obligations are commonly set out 
in company/association ethical guidelines, internal standard operating procedures 
known as business/organizational ethics or standards of conduct [16]. 

The compliance dimension is an important element to produce quality public 
services. The dimensions of compliance can prevent the occurrence or not of mal-
administration, such as unclear procedures, uncertainty of service timeframes, illegal 
levies, corruption, and others. [16]. Furthermore. Other impacts include the risk of high 
cost economics, obstacles to investment growth, and the level of public trust continues 
to decline until public apathy or public service failure occurs. Compliance relates to the 
mindset and behavior of being obedient, compliant, ethical, and self-aware of fulfilling 
obligations. This is the basis of mitigation as stated by Martinovski who defines mitigation 
as a form of pressure management and usually manifests in discourse. Discourse 
integrates different levels of consciousness and is one of the few empirical entrances into 
cognition [17]. Meanwhile, mitigation involves argumentation so it is also a way of 
practicing and learning about social judgment, which is involved in the creation, 
maintenance, and change of social institutions, including self-concepts. 

Through the results of ERM implementation, the process of implementing 
compliance includes the procedure of complying with regulatory requirements/standards 
and obeying them, resilience to risk, coordination and integration of risk management 
practices, and ensuring clarity of efficiency and exploitation of opportunities [16]. In that 
case, the application of adherence to financial risk management standards is 
complemented by standards to achieve quality based on product standards. This can be 
adjusted for the paradigm of public organizations that have a relationship of rights and 
obligations between service providers and their users, which is derived in the vision and 
mission with governance oriented towards fulfilling the basic rights of citizens or with the 
criteria of achieving the value of justice and welfare, distribution of benefits, and legal 
procedures. For this reason, the leadership element and the orientation of alignment 
towards the rights of citizens as users are indicative of the perspective of the leadership 
and service provider apparatus to understand and obey the way of working to mitigate 
risks in public services systematically. [18], [6], [14]. 

3.4 Stakeholder Deliberation and Collaboration 

The approach to carry out risk mitigation is one of the factors influencing the 
creation of conditions in order to prevent losses or reduce their potential harm and 
ensure the anticipation of loss guarantees properly and appropriately [16]. The approach 
to dealing with regulatory and ethical risks and fraudulent behavior, deviations from 
internal organizational approaches to ERM for risk targets in the form of efficiency and 
exploitation of opportunities and dealing with disaster risks due to catastrophic events 
and social conflict shocks from the external environment [3]. Martinovski integrates 
discourse, psychological, and cognitive approaches to responsibility, blaming statements 
or facts, and countermeasures, also explores the judgment of guilt and self-defense seen 
in institutional discourses, such as the judiciary and the relationship between mitigation 
and discourse structures [17]. Furthermore, the identification of linguistic features that 
can be used to recognize mitigation reasoning through the discourse that occurs between 
the government and the community is carried out through a deliberation process to unify 
understanding and create conditions in the risk mitigation process [17]. The identification 
of linguistic features requires individual capacity in the community and government so 
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that the identification and formulation of risk mitigation implementation policies in public 
services are optimally integrated. 

Individual and community capacity is needed as a case of community-based action 
preparedness that is at the forefront of protecting citizens in health emergency situations 
and conditions as explained by Abraham, that in emergencies community capacity is 
needed in the form of ERM-H (Emergency Risk Management for Health) which focuses 
on strengthening local health work capacity and centers on community planning and 
action to obtain a strong evidence base [3]. In the high-risk population factor, Abraham 
prioritizes targeting efforts to reduce human vulnerability. Indicators of human 
vulnerability risk factors concerning morbidity and mortality include the following. (a) low 
income, (b) low socioeconomic status, (c) lack of home ownership, (d) single parent 
family, (e) age older than 65 years, (f) age younger than 5 years, (g) female gender, (h) 
chronic disease, (i) disability, and (j) social isolation or exclusion [3]. Regarding the 
importance of risk management in health emergencies, Abraham explains that the goal 
is to build the capacity and resilience of individuals and communities to risk and to reduce 
its impact and recover from the effects of adversity [3]. An integrated approach that 
involves the community refers to the importance of citizen representation [11]. The first 
step is to identify the source of risk to risk factors and find the root of the problem, using 
integrated data [19]. The identification uses a deliberative method arranged in a series of 
meetings between a group of citizens and public service providers, including public 
consultation activities open to the public [3], [11], [17]. In good management, it is 
independently managed by the leadership as the owner or risk controller. 

Risk-oriented leaders play an important role in management within the host 
organization and align the organization's strategy beyond financial matters. Leaders pay 
attention to and place risk managers as an important part of implementing management 
strategies. Directors must also understand and comply with regulations, implement them 
consistently, and communicate them to relevant parties to be able to reduce negative 
impacts or prevent possible risks. This is influenced by the momentum of renewal owned 
by the risk leader and the led apparatus. The momentum of public service reform is 
related to regulatory opportunities, both those that are attributable and those that are 
delegated and formed with certain procedures in accordance with laws and regulations 
relating to regional autonomy. In the formation of regional regulations and their 
derivative policies, the interests of the regional head in accordance with his vision and 
mission can be accommodated to be outlined as regional government policy, generally 
applicable, and binding for the community along with the provision of facilities, sanctions 
or rewards. It also includes every written decision issued by the authorized leader as a 
policy that contains rules of behavior that are and are binding in general. 

3.5 Accountability and Transparency 

So far, the policy and operational management of public services have been 
organized on the basis of technical thinking of efficiency, effectiveness, and 
accountability which tend to use a market approach [16]. This method results in a gap 
and a shift in the will of the pattern of accelerated development idealized by the people 
so that adjustments need to be made by service providers by paying attention to 
decentralization and regional and rural autonomy regulations [6]. Thus, public service risk 
mitigation management is influenced by risk mitigation leaders in reducing losses and 
development impacts carried out by local governments in collaboration with 
stakeholders. Its success is determined from two aspects, namely the improvement of 
transparent governance and the participation of citizens and stakeholders. 
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Accountability is the responsibility and fulfillment of the accountability of the 
participation of interested parties and the leadership of service providers to determine 
its success in all work units and at all levels of government [6]. It is contained in the laws 
and regulations. Situations and conditions of the possibility of potential risks from socio-
economic and ecological impacts always exist due to rapid changes and the existence of 
increasingly widespread multi hazard threats. Meanwhile, the service user community 
does not understand or have not prepared preparedness due to the absence of more 
detailed arrangements or citizens have not been involved from the beginning [16].  

Then the need for citizen access and control is also an element to ensure the 
benefits of public service functions (outcomes and super goals). This is because the state 
through public service delivery organizations needs to make serious efforts to participate 
in creating a basis for governance that is free of corruption, collusion and nepotism, as 
well as legal certainty and substantive enforcement. Therefore, Bessette encourages the 
mainstreaming of citizen alignment which can be further formulated through a social 
engineering approach contained in the policy [11]. The existence of this alignment is 
loaded to ful-fill the principles of participatory, open, inclusive, effective and efficient, 
accountability, and clarity of public access and control on the basis of the influence of 
trust, satisfaction, and usefulness on the success of good public services. 

Elements of openness and accountability, as well as effectiveness and efficiency 
Ibty are among the things that determine the risk mitigation process. Meanwhile, the risk 
mitigation process starts at the level of presenting the plan and the need for 
implementation, implementing it, ascertaining the potential benefits of implementation, 
and setting a good example of practice, taking into account the current capacity situation. 
[16]. That is also the concern of ERM, which also takes into account the gaps in all these 
things in private enterprise risk management, the need for human and financial 
resources, and the possibility of challenges being addressed with accuracy by experts 
[16]. In addition, there is also a need for information and accessibility to information for 
all parties, and follow-up measures and related deadlines, staff training modalities, 
possible risks and estimated costs of implementing continuous improvement. 

3.6 Information Technology Utilization 

The importance of data being managed in an integrated and regulated manner with 
clear organization of ERM implementation by using IoT devices and appropriate data-
related methods for cross-stakeholder coordination, communication and consultation for 
risk identification and assessment, decision-making on risk mitigation and treatment 
plans, and monitoring and control of risk mitigation activities [14]. In addition, the 
importance of stakeholder tolerance in all processes and outcomes of the risk mitigation 
phase, up to integrating it in strategic management, is required in order to develop 
preparedness for change and uncertainty [16]. The importance of strategic integration 
related to the design of citizen participation can be compiled together between the 
various parties involved so that it can really be a basis for consideration in the 
preparation, decision making, implementation, and evaluation of policies, all of which 
require updated data and information. So far, the process of updating and integrating 
these data has shown indications of dependence on the elite as policy initiators and 
implementers. Thus, there is a lot of distrust because the results of policies are often not 
in accordance with the rights and needs of the community [6]. The method of 
participation by placing citizens as service users, according to previous research can be 
carried out through deliberation and collaboration by involving all parties [20], [6], [21]. 

Public services are coveted by citizens to meet the needs of citizens' rights, which 
have not been able to satisfy citizens [18]. An example is the regulation on service 
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standards based on openness and affordability of information so that service providers 
and users can anticipate, detect, receive and respond to changes and events quickly and 
precisely according to the terms of service provisions, time, costs and procedures.  

Information and communication should be well organized, data up-to-date, and 
structured to meet future expectations. Enterprise risk management practices explicitly 
address the handling limitations and uncertainties associated with information and 
expectations. Information should be immediate, clear, and available to relevant 
stakeholders. The communication element of humanized personnel information risk 
sources and work culture, significantly affects all areas of work, every level and stage. Its 
application is an internalization process called the transaction process of information and 
knowledge sharing or adaptation in change management at the organizational and 
individual levels. This is the same as Iersel's concept of preparedness and detection of 
opportunities for disasters, losses, or poor risk management results. The uncertain 
conditions arise due to various causes, which include the following. a) The time interval 
from the start of planning for an activity to its end. The greater the time interval, the 
greater the uncertainty. b) Limited availability of necessary information. c) Limited 
knowledge/skills/decision-making techniques [21].  

Meanwhile, Yang, et.al. added risk search by adding elements of information 
affordability and its risk management process affecting the success of supporting the 
public on the implementation of policy risk mitigation in the case of climate change [19].  
This is also stated by Abraham, which shows that the way data integration is carried out 
by public service providers affects the involvement and dominating role of the state 
towards the community or service users. The government as an organizing organization 
acts as a regulator, disseminates, and controls in a balanced and equitable manner so 
that services through market mechanisms that become public choice can function [3], 
[22]. Citizens are treated as users or consumers and this often results in access barriers 
due to socio-economic disparities, especially for disadvantaged communities [22], [2], [3]. 
Thus, the availability and affordability of risk information affects the understanding of 
stakeholders on the tendency of vulnerabilities that become threats and uncertainties to 
be anticipated with risk mitigation. Likewise, for the governance of mitigation by sharing 
and transaction of knowledge and expertise due to the situation of conditions that can 
cause risk, to the need for information availability, communication and adaptation to be 
able to manage changes. 

4. Conclusion 
Natural disasters in Indonesia cause significant direct and indirect losses, including 

casualties, property damage, infrastructure destruction, environmental harm, and 
trauma for survivors. Effective risk mitigation in public services is crucial to ensure the 
continued delivery of programs and projects, particularly in disaster emergency 
management. Public service management in Indonesia needs to innovate and adapt to 
various situations. Implementing risk mitigation governance is key to successful public 
service delivery, marking a transformation through a paradigm shift. Comprehensive risk 
mitigation policies, aligned with government regulations, protect citizens' rights and 
support the vision and mission of public services. These policies must adapt to global 
changes, focusing on equality, sustainability, and growth, with proactive and forward-
looking engagement from all stakeholders. 

Innovations in public service risk mitigation are essential to meet the challenges of 
global change. Policy transformation and innovation drive the reconstruction of public 
service delivery. There is a shift toward viewing citizens as active users of services. Public 
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service providers must be proactive and adapt to dynamic environments influenced by 
the rise in public literacy due to telematics. Enhancing citizens' access and control over 
public services promotes community welfare and social justice, supporting a corruption-
free government that upholds legal certainty and citizens' rights. Key factors in shaping 
risk mitigation for public services include leadership compliance and the creation of risk 
mitigation conditions, involvement of stakeholders in risk identification, evaluation, and 
decision-making, data integration, accountability, transparency, effectiveness, efficiency, 
and continuous improvement. Monitoring and improving the risk mitigation process, 
integrating risk mitigation in policy formation, and utilizing information technology in risk 
mitigation are also essential. Given Indonesia's high risk of natural and non-natural 
disasters, comprehensive risk mitigation mechanisms are essential. The lack of such 
mechanisms poses a challenge for maintaining public services. Identifying risks is complex 
for both the government and the community as service providers and users. Future 
research should explore the relationship between central and local governments, 
focusing on the impact of overlapping regulations on public service delivery and risk 
mitigation. 
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