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Abstarct: Digital transformation of public services represents a critical advancement in modern
governance, particularly in specialized religious contexts where traditional practices intersect
with technological innovation. This study examines e-government implementation through
Indonesia's Integrated Hajj Information and Computerization System (SISKOHAT) at the
Ministry of Religious Affairs Office in Makassar City. SISKOHAT transforms manual hajj
registration processes into automated systems, creating comprehensive pilgrim databases and
enhancing religious service delivery efficiency. The research employs qualitative descriptive
methodology, utilizing primary and secondary data collected through observation, interviews,
documentation, and literature review. Analysis is grounded in George C. Edwards III's policy
implementation theory, examining communication, resources, disposition, and bureaucratic
structure variables. Findings reveal mixed outcomes across implementation dimensions.
Communication effectiveness remains suboptimal with deficiencies in information clarity,
transmission, and consistency. Resource analysis indicates adequate budget allocation covering
operational costs and training, though human resource quantity remains insufficient despite good
quality, and physical infrastructure shows capacity limitations. Disposition demonstrates
positive implementer attitudes and commitment, though adaptability challenges persist regarding
policy changes and system updates. Bureaucratic structure reveals existing Standard Operating
Procedures with fragmentation management challenges. Results contribute to understanding
public service innovation in religious contexts, highlighting e-government implementation
complexities in specialized administrative domains. The study provides insights for enhancing
digital transformation strategies in Indonesia's religious public service delivery, demonstrating
both opportunities and challenges in modernizing traditional religious administration through
technological solutions.
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INTRODUCTION

In the 21st century there has been a rapid development due to the emergence of globalization in Indonesia
which is marked by the increasing application of information and communication technology and data
processing in aspects of human life. This development has been accelerated significantly during the post-
pandemic period, with Indonesia's digital economy projected to reach $146 billion by 2025, driven by rapid
growth in artificial intelligence, fintech, and digital infrastructure (CRIF Indonesia, 2025). This development
has been able to revolutionize human life, from usually doing something using traditional tools now using it
with various technologies such as computer technology and so on. By 2023, Indonesia achieved a remarkable
internet penetration rate of 77 percent with approximately 213 million people embracing the online world,
demonstrating how technological advances provide enormous benefits for the welfare of society in this very
modern era (OpenGov Asia, 2023). The use of computer technology which is currently increasingly widespread
certainly also helps public service actors who act by referring to the information they have and make decisions
in government, with e-government systems fundamentally transforming government service delivery to be
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much faster, more reliable, and freer from bureaucratic problems (Nurhidayat, et al. 2024; Utama, et al. 2020),
both administrative activities, services, information, and personnel data management that can support
effectiveness and efficiency. Digitalization has become one of Indonesia's key strategies for accelerating the
achievement of national development goals, specifically enhancing the welfare of the Indonesian people
through integrated Electronic-Based Government System (SPBE) covering digitization of public services,
poverty reduction, and increased investment (The Lowy Institute 2024).

The government's efforts in providing good service to the community are by utilizing technology and
communication commonly referred to as e-Government. This is in line with Presidential Instruction No. 3 of
2003 concerning national policies and strategies on the development of e-Government, which is based on the
needs of the community who want an accountable, transparent, effective and efficient government. Given the
definition according to the World Bank in Indrajit (2006) that "electronic government refers to the use by
government agencies of information technologies (such as Wide Area Networks, the Internet, and mobile
computing) that have the ability to transform relations with citizens, businesses, and other arms of government."
That means electronic government (e-Government) is related to the use of information technology (such as
wide area networks, the internet and mobile computers) by government organizations that have the ability to
form relationships with citizens, businesses, and other organizations in government. With e-Government, the
wider community can access all government information and services through a website managed by the
government.

Talking about government services to the community or what is commonly called public services is certainly
inseparable from the concept that has been regulated by the constitution through Law Number 25 of 2009
concerning Public Services which states that the state is obliged to serve every citizen and resident to fulfill
their basic needs rights and obligations within the framework of public services which are the mandate of the
1945 Republic of Indonesia Law and that building public trust in public services carried out by public service
providers is an activity that must be carried out in line with the hopes and demands of all citizens and residents
regarding the improvement of public services.

One of the services to the community that must be responded to by the government is the management of the
implementation of the Hajj pilgrimage service which has experienced the development of an information
system to adjust to the needs of prospective Hajj pilgrims, because every Muslim wants to achieve perfection
in worship by carrying out the commands of Allah SWT. According to Law of the Republic of Indonesia No.
8 of 2019 concerning the implementation of the Hajj and Umrah pilgrimages, it is explained that the Hajj
pilgrimage is the fifth pillar of Islam which must be carried out by every Muslim who is able both physically,
mentally, spiritually, socially, and financially and once in a lifetime. The implementation of the Hajj and Umrah
pilgrimages is the activity of planning, organizing, implementing, supervising, evaluating, and reporting the
Hajj and Umrah pilgrimages, which aims to provide guidance, services, and protection for Hajj and Umrah
pilgrims so that they can carry out their worship in accordance with the provisions of the sharia and realize
independence and resilience in the implementation of the Hajj and Umrah pilgrimages.

Table 1: Hajj Quota Distribution by Regency/City in South Sulawesi Province (2024)

No. Regency/City Hajj Quota (People)
1 Makassar City 1,076
2 Bone Regency 709
3 Gowa Regency 570

4 Bulukumba 385

5 Wajo 384
6 Pinrang 340

7 Jeneponto 325

8 Maros 295

9 Pangkep 288
10 Luwu 259
11 Takalar 249
12 Sidrap 239
13 Soppeng 237
14 Sinjai 221
15 North Luwu 217
16 Enrekang 177
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Source: Governor of South Sulawesi Decree No. 1579/2024, January 2, 2024

Despite the substantial quota allocation, the demand for hajj pilgrimage significantly exceeds the available
slots, resulting in extensive waiting periods across the province.

Table 2: Hajj Waiting List Statistics (As of January 2, 2024)

Location Waiting Period (Years) Total Pilgrims in Queue
South Sulawesi Province 46 241,400
Makassar City 39 42,838

Source: South Sulawesi Ministry of Religion, January 2, 2024

This data reflects the challenges faced by prospective Hajj pilgrims in waiting for departure to the Holy Land
and demonstrate the critical need for efficient registration systems like SISKOHAT to manage the substantial
backlog and ensure transparent, organized processing of hajj applications.

The implementation of hajj and umrah pilgrimages has undergone significant technological transformation
since the 1990s, when information services and hajj pilgrim data management were conducted manually,
creating difficulties in rapid control and documentation processes. Recognizing the need for systematic
improvement, the Indonesian Ministry of Religion developed the Integrated Hajj Information and
Computerization System (SISKOHAT) to transition from manual registration systems to automated processes
through technology utilization. The system evolved from simple computer-based operations in 1992 to
SISKOHAT Gen-1, then Gen-2 which provided real-time transparency and accessibility across Indonesian
regencies and cities, encompassing functions such as pilgrim database management, registration, BPIH
payments, passport processing, portion number systems, flights, and pilgrim grouping. In 2016, the system was
further enhanced to SISKOHAT Gen-2 Version 3, introducing device rejuvenation with two key applications:
regular hajj registration system with simplified procedures and hajj cancellation system for direct processing
at regency/city offices. Following the Minister of Religious Affairs Regulation Number 29 of 2015, the regular
hajj registration process was streamlined from four stages to two stages, implementing biometric systems and
utilizing SISKOHAT Gen-2 devices. However, field implementation reveals persistent challenges including
employee discipline issues, limited physical infrastructure with only one SISKOHAT room, inadequate
socialization reaching only direct visitors to the Makassar City Ministry of Religious Affairs Office, document
discrepancies requiring multi-agency verification, limited public knowledge about SISKOHAT procedures,
bureaucratic complexities, banking regulation unfamiliarity, geographical accessibility constraints, and
insufficient human resource quality affecting overall hajj service delivery and SISKOHAT application system
utilization.This research holds significant importance in the context of Indonesia's digital transformation
agenda, particularly in religious public service delivery where traditional practices must harmoniously integrate
with modern technological solutions. The study addresses a critical gap in understanding e-government
implementation within specialized religious administrative contexts, where the unique challenges of serving
diverse pilgrim populations require tailored digital solutions. Given the substantial hajj waiting lists exceeding
240,000 pilgrims in South Sulawesi Province alone, with waiting periods up to 46 years, efficient digital
systems like SISKOHAT become essential for transparent, accountable, and effective hajj administration. This
research contributes to the broader discourse on public service innovation by examining how Islamic religious
institutions adapt to digital governance frameworks while maintaining their spiritual and cultural integrity.
The study identifies significant gaps when compared to previous research. First, (Inakefe et al 2024) analyzed
e-government implementation in general municipal services but failed to address the unique complexities of
religious service delivery, particularly the intersection of spiritual obligations with technological processes.
Their focus on standard administrative procedures overlooked the specialized requirements of hajj registration
systems and the cultural sensitivities involved in digitizing religious services. Second, (Mustafa, et al. 2024)
examined digital transformation in Indonesian public institutions but primarily concentrated on economic and
social services, neglecting the religious sector's distinct challenges such as managing decades-long waiting
lists, spiritual preparation processes, and coordination with international religious authorities. Third, (Islam &
Mohna 2025) investigated policy implementation in local government contexts but did not explore how
traditional bureaucratic structures in religious institutions respond to digital modernization pressures. These
studies lack comprehensive analysis of e-government implementation in religious contexts, creating a research
void that this study addresses by examining SISKOHAT's implementation through Edwards III's four-
dimensional framework, thereby contributing novel insights into digital governance within Indonesia's
religious public service ecosystem.

METHODOLOGY

The basic type of research used in this study is qualitative research that aims to describe and reveal descriptive
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data as one approach to generally understand the problems of E-Government in the integrated computerized
hajj system (SISKOHAT) at the Ministry of Religion of Makassar City. This study has gone through two stages,
namely the preparation stage (administrative management and research needs) and the implementation stage
which includes collecting research data, data analysis, and writing journals. To obtain relevant, accurate, and
accountable data, the author uses several data collection techniques, namely: observation, interviews, literature
studies, and documentation. The data sources referred to in this study are regarding the process of obtaining
the data and how to manage it. This study uses primary and secondary data sources. Primary data is obtained
directly from informants through several data collection techniques, such as observation and conducting
interviews with the objects to be studied, while secondary data is obtained through documents, notes, reports
or official archives, and relevant literature to complete the primary research data.

Data analysis is the process of simplifying data into a form that is easier to read and interpret. The data obtained
will be analyzed using qualitative data analysis methods. In qualitative data research, data management does
not have to be done after the data is collected or data analysis is not absolutely done after data management is
complete. The data obtained is then analyzed simultaneously with the data collection process, the analysis
process carried out is a long process. Data from interviews and literature obtained are then recorded and
collected so that they become a field note result.

RESULTS AND DISCUSSION

Communication

Communication related to policies implemented by the government is a very important element and has a key
role in policy implementation. Without effective communication support, even though the formulated policy
is very good, the results will be meaningless. Therefore, it is important to ensure a clear understanding between
policy makers and implementers, so that the right communication strategy can be integrated to support efficient
policy implementation.

Communication functions as a means to achieve program objectives. In order for a program to be implemented
successfully, the implementing party, in this case the Ministry of Religion of Makassar City, needs to
understand the steps that must be taken, and to clearly convey the goals and objectives of the policy to the
target group.

The delivery aspect in public policy highlights how crucial it is to inform not only the implementers, but also
the target groups and all stakeholders, both directly and indirectly. With effective communication, it is hoped
that they will know the actions that need to be taken to prepare and implement policies in an efficient manner,
so that the goals and objectives of the policy can be achieved as desired. The transmission dimension, as
explained in Edwards III's theory (Subarsono, 2010), emphasizes that the success of implementing a policy or
program depends on the implementer's ability to effectively convey the program to the target group. This aims
to minimize the possibility of distortion in its implementation.

The results of the study showed that the socialization carried out by the Ministry of Religion of Makassar City,
especially the Hajj and Umrah Organizer Section and travel agencies, still did not utilize various social media
and print media optimally, such as Instagram, Facebook, and others. In addition, the socialization carried out
by the Hajj and Umrah Organizer Section at the Makassar City Ministry of Religion Office was limited to
direct interaction with the public who came to register for the Hajj portion or seek information related to the
Hajj pilgrimage.

The clarity dimension in public policy refers to the need to convey information in a way that is clear and easy
to understand by all parties involved, including implementers, target groups, and other stakeholders. This aims
to ensure that each individual can understand the intent, purpose, and substance of the existing policy. With
this clarity, it is hoped that all parties will know the steps that need to be taken and the preparations that must
be made to ensure that the policy can be implemented effectively and efficiently. In addition, the clarity
dimension also plays an important role in preventing confusion among implementers and other related parties.
When information is conveyed well, each individual will have the same understanding of what is expected.
This will facilitate better coordination in policy implementation, so that the goals and objectives that have been
set can be achieved optimally. Clarity in policy communication is very important to support successful
implementation, because without a clear understanding, the risk of errors in implementation will increase.
The results of the study showed that the clarity dimension reviewed from the delivery of information regarding
the intent, purpose, targets and substance of the policy has been understood by the policy implementers, namely
the SISKOHAT operator team of the Ministry of Religion of Makassar City. SISKOHAT plays an important
role in Hajj services, from registration to departure. This system helps speed up, clarify, and make the
management of hajj administration more accurate. However, clarity of information to pilgrims is still a
challenge. However, this information has not been fully conveyed to the public. Some pilgrims are still
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confused about departure schedules and other information. The dimension of clarity in communication,
especially regarding the timeliness and completeness of information, needs to be improved so that pilgrims feel
safer and better served. The Ministry of Religious Affairs needs to ensure that information is delivered
accurately and on time to increase transparency and public trust in the system.

The consistency dimension emphasizes the importance of delivering clear and targeted information related to
the policies being implemented, so that there is no confusion among policy implementers, the target
community, and other interested parties. Ambiguity in communication can lead to misunderstandings and
uncertainty, which can ultimately hinder the effectiveness of the implementation of the policy. Therefore, to
ensure that the policy can be implemented properly and achieve the desired goals, it is very important to conduct
structured and consistent socialization to all parties targeted by the policy.

To achieve this, communication regarding the policy must be carried out continuously and systematically. This
means that information must be delivered routinely and in various forms, such as seminars, workshops, or
social media, in order to reach a wider audience. The goal is to provide the target community with a deep
understanding of the content and objectives of the policy. In this way, it is hoped that all parties can understand
well what is expected of them and how they can contribute to the success of the policy implementation. Active
involvement from the community will also be easier if they feel they are getting clear and consistent
information.

The results of the study indicate that the consistency dimension when viewed from the strategy of the managers
and implementers of Hajj and Umrah and SISKOHAT to facilitate communication of Policies to fellow
implementers, where coordination between the Ministry of Religion (Kemenag) as a regulator as well as
implementer and the travel party as implementer in the field has not been running optimally, because travel
tends to move alone in providing services to prospective pilgrims. Then the difficulty of accessing information,
especially for the elderly, and the lack of communication skills of guides at the Ministry of Religion who do
not provide complete and detailed information, especially related to administrative requirements, so that
prospective pilgrims have to go back and forth to take care of the requirements, feel confused, and spend
unnecessary time and money. Furthermore, the implementation of the review for implementers who are
inconsistent is carried out because it is uncertain and only chooses certain times.

Resources

Resource variables play a very crucial role in the implementation of public policy. According to George C.
Edwards III, who views that even though the rules related to the policy are clearly and consistently formulated,
and delivered accurately, the success of implementation still depends on the availability of adequate resources.
If policy implementers do not have sufficient and qualified resources to carry out their duties, then the
implementation of the policy tends not to run effectively.

The quality of human resources includes skills, dedication, professionalism, and competencies relevant to the
policies being implemented. Meanwhile, quantity relates to how much manpower is available to reach all
targeted groups. The quality of human resources greatly influences the effectiveness of policy implementation.
If policy implementers have sufficient skills and knowledge, they will be better able to face challenges and
respond to needs in the field. Their dedication and professionalism also play an important role in creating a
productive and innovative work environment. On the other hand, if the number of human resources is
insufficient to serve all target groups, then policy implementation will be hampered. This can cause
dissatisfaction among the public and reduce trust in the government or institutions implementing the policy.
Thus, the success of policy implementation depends not only on clear regulations, but also on the support of
reliable and adequate human resources.

The results of this study confirm that Human Resources (HR) are an important element in supporting the
smooth running of services in government institutions, especially in managing Hajj and Umrah registration
through the SISKOHAT system. Currently, there are only three SISKOHAT operators tasked with handling
various needs of prospective pilgrims, such as registration and checking Hajj portions. Although they have
received prior training, the limited number of operators often results in a high workload, especially with the
increasing number of prospective pilgrims every day. In addition, the delay factor of operators due to distance
of residence and educational background that is not in accordance with technological needs is an additional
challenge in providing optimal service. The operators hope for additional personnel to support the smooth
running of their duties. Ideally, the number of operators is increased to five people so that the workload can be
distributed more evenly and services to the community run faster and more efficiently. In addition, periodic
advanced training is needed to improve the technical competence of operators, especially in mastering the fairly
complex SISKOHAT system.

Budget resources play a vital role in ensuring that public policies can be implemented properly. The adequacy
of capital or funds allocated for a policy greatly determines the success of its implementation. When the
available budget is insufficient, various programs and activities planned to achieve policy objectives will be
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hampered. This not only disrupts policy implementation, but can also reduce public trust in the government
and responsible institutions. Edward III emphasized that limited budget resources have the potential to hinder
policy effectiveness, so it is very important to ensure that fund allocations are carried out appropriately and
adequately.

Furthermore, budget shortfalls can have a negative impact on the motivation and disposition of policy actors.
When implementers feel that they do not have enough resources to do their jobs well, their enthusiasm and
commitment to policy implementation tend to decrease. This creates a cycle where low financial support leads
to a lack of effectiveness in implementation, which in turn worsens the perception of the success of the policy.
Therefore, it is important for policy makers to seriously consider the budget resource aspect at every stage of
planning and implementation so that the desired objectives can be achieved optimally.

The SISKOHAT Budget for the Ministry of Religion of Makassar City can be seen in the following table:

Name of goods Amount | Unit price Total Value of Goods
Lenovo Computers 2 8,130,000 16,260,000
Lenovo Laptops 1 7,000,000 7,000,000

Based on the results of the study, it shows that the budget resources to ensure the implementation of
SISKOHAT have been sufficient in terms of quantity, where the allocation of financial resources is an
important element in supporting the smooth running of hajj services. The funds allocated by the Hajj and Umrah
Organization Section of the Makassar City Ministry of Religious Affairs Office cover various needs, such as
operational costs, facility maintenance, officer training, and outreach activities to pilgrims. All of these
allocations are carefully planned in the Budget Implementation List (DIPA), with the aim of ensuring that every
stage of the hajj organization, from preparation to implementation, runs well and efficiently.

The results of this study confirm that effective and efficient budget management greatly affects the quality of
hajj and umrah services. The procurement of these technological devices is expected to improve administrative
performance, strengthen the information system, and provide a positive impact on services for prospective hajj
and umrah pilgrims. With the support of adequate facilities, the Hajj and Umrah Organization Section can
continue to contribute to providing the best service to the community.

Facility resources play a very important role in the implementation of public policy. According to Edward III,
facilities include various means and infrastructure needed to support operational activities, such as buildings,
land, and other equipment. The existence of adequate facility resources not only facilitates the process of
delivering services to the community, but also contributes significantly to the effectiveness of policy
implementation. Without the right facilities, efforts to achieve policy objectives will be hampered, and can
even result in failure in implementation.

George C. Edward III emphasized that facility resources are one of the key factors influencing the success of
policy implementation. When facilities are not available or inadequate, policy implementers will face great
challenges in carrying out their duties. Therefore, it is important for the government and stakeholders to ensure
that all necessary facility resources are available and in good condition. This will support implementers in
providing quality public services and achieving the expected results of the policies that have been set.

The results of the study indicate that the availability of infrastructure to support the implementation of e-
government in the Office of the Ministry of Religious Affairs of Makassar City is a SISKOHAT room with
computer infrastructure, printers, scanners, cameras, finger machines and internet networks. However, the
current SISKOHAT room has several limitations and potential for improvement. The Siskohat room can only
accommodate one congregation for each data entry process, which has the potential to cause queues and
inconvenience, especially when registration is busy.

Disposition

Disposition reflects the character and attitude of the policy implementer, including the commitment, skills, and
democratic nature needed to achieve the objectives of policy implementation. In the context of the Ministry of
Religious Affairs, the disposition shown by the leadership and all employees of the SISKOHAT team greatly
influences the success of the implementation of the established policies. Their attitudes and commitments are
not only influenced by their personal views on the policy, but also by how the policy impacts the interests of
the organization and individuals. Therefore, understanding this disposition is important in assessing the extent
to which the implementers accept, are neutral, or even reject the existing policy.

The involvement of the SISKOHAT Team in the implementation of the Ministry of Religious Affairs policy
shows that the disposition of the implementer plays a major role in determining the direction and results of the
policy. If team members have a good understanding and positive attitude towards the policy, then they tend to
strive to carry out their duties well. Conversely, if there is resistance or dissatisfaction among the implementers,
this can hinder the implementation process and reduce the effectiveness of the policy. Therefore, it is important
for the Ministry of Religious Affairs to evaluate the disposition of employees and provide the necessary training
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and support so that they can carry out their duties optimally and in accordance with the expectations that have
been set.
The results of the study indicate that hajj and umrah services at the Ministry of Religion, especially through
the implementation of the SISKOHAT system, are a calling of the heart that prioritizes the safety, comfort, and
satisfaction of pilgrims. The head of the hajj and umrah section emphasized the importance of an honest and
trustworthy attitude in carrying out duties, and is committed to avoiding extortion practices and ensuring that
no party is harmed. SISKOHAT, as a system that changes the registration process from manual to automatic,
has increased the efficiency of hajj data management. However, challenges such as policy changes and system
updates require a proactive attitude and adaptability from operators. Good coordination between various
parties, including the central Ministry of Religion, regional offices, and banks, is essential for a smooth process.
The hope of improving professionalism, friendly attitudes, and responsiveness among officers is expected to
maintain public trust and improve the quality of hajj and umrah services.
Bureaucratic Structure
Bureaucracy plays a central role in the implementation of various activities, both in the public and private
sectors. As an institution that is often the driving force in policy implementation, bureaucracy is not only tied
to government structures, but is also present in private organizations and other institutions. The bureaucratic
structure includes various important aspects, such as the division of tasks and authorities, interactions between
organizational units, and relationships with external entities. Thus, a deep understanding of the structure and
function of the bureaucracy is essential to ensure that every activity can be carried out efficiently and
effectively. According to Edward II1, there are two main dimensions that must be considered in implementing
policies through bureaucracy, namely Standard Operating Procedures (SOP) and fragmentation.
Edward III believes that Standard Operating Procedures (SOPs) can be a barrier to implementing policies that
require new work methods. However, SOPs also offer many benefits. Organizations that have flexible
procedures and targeted programs can more easily adjust their responsibilities thanks to SOPs. In this way,
SOPs help eliminate unnecessary activities, focus on important things, and increase operational efficiency and
reduce the risk of errors. In addition, SOPs ensure regulatory compliance and increase productivity by
providing clear guidance to employees. Therefore, the effective implementation and management of SOPs is
essential to achieving operational success in an organization.
The results of the study indicate that the Ministry of Religious Affairs of Makassar City does not have an
independent Standard Operating Procedure (SOP), but rather refers to the SOP set by the Ministry of Religious
Affairs of Gowa Regency in serving prospective hajj and umrah pilgrims. This SOP functions as a guide in
various stages of service, including registration of prospective pilgrims, guidance on manasik, management of
departures, and repatriation of pilgrims. At the registration stage, prospective pilgrims are required to fulfill a
number of administrative requirements, such as submitting identity documents and proof of initial deposit of
the Hajj Pilgrimage Management Fee (BPIH), with data management carried out through the Integrated Hajj
Information and Computerization System (Siskohat) application. In addition, the SOP also regulates the
procedure for canceling registration for prospective pilgrims who withdraw or die, which involves an
administrative process and sending documents electronically. This reflects the commitment of the Ministry of
Religious Affairs of Makassar City to provide structured and efficient services to pilgrims by following the
established guidelines.
The fragmentation dimension shows that when the bureaucratic structure is divided into several parts, this can
create a risk of errors in communication. Information or instructions given by policy implementers can be
hampered, which in turn limits their ability to exercise certain authorities. On the other hand, to achieve success
in implementing policies, solid cooperation between various parties is needed. Based on Edward III's view, the
distribution of policy responsibilities among various entities must be accompanied by effective coordination
so that there is no failure in policy implementation. Fragmentation in the distribution of tasks and
responsibilities at the Ministry of Religion of Makassar City is one of the main challenges in implementing
Hajj and Umrah services. The division of the bureaucratic structure into several parts can result in obstacles in
communication between officers, so that the information and instructions given cannot be implemented
optimally. This situation has the potential to slow down the administrative process and reduce the effectiveness
of managing Hajj pilgrim data which is highly dependent on the accuracy and smooth flow of information.

In addition, the fragmentation of the distribution of tasks also affects the ability of policy implementers to
carry out their functions fully, especially in handling the SISKOHAT application which functions as a data and
administration management center. Discontinuity and lack of coordination between sections lead to potential
errors in data input, handling technical problems, and responding to administrative constraints. Research shows
that good coordination and open communication between parties are important to overcome this fragmentation
so that the system can operate effectively and services to pilgrims are maintained. On the other hand, the
success of SISKOHAT implementation is highly dependent on the synergy and cooperation between the
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various parties involved, starting from officers in the hajj and umrah sections, system operators, to coordination
with regional offices and external parties such as banks that receive hajj deposits. Management of distributed
responsibilities must be accompanied by good coordination so that the goals of hajj and umrah services can be
achieved without significant obstacles. Therefore, increasing the professionalism and proactive attitude of
officers in dealing with system dynamics is the main key to minimizing the negative impact of bureaucratic
fragmentation.

CONCLUSION

The implementation of e-government policy through the Integrated Hajj Information and Computerization
System (SISKOHAT) at the Ministry of Religious Affairs Office in Makassar City demonstrates both
significant achievements and persistent challenges when evaluated through George C. Edwards I1I's theoretical
framework. The study reveals that while the system has successfully digitized hajj registration processes and
improved administrative efficiency, several critical implementation gaps remain. Communication dimension
shows inadequate utilization of social media and print media for socialization, with clarity issues persisting
between implementers and pilgrims regarding departure schedules and administrative requirements. Resource
constraints are evident in the limited number of SISKOHAT operators (only three personnel) handling
increasing workloads, despite adequate budget allocation for technological infrastructure. The disposition of
implementers reflects strong commitment and calling to serve pilgrims with integrity, though challenges arise
from policy changes and system updates requiring continuous adaptation.

The bureaucratic structure dimension reveals significant fragmentation issues that impede optimal policy
implementation. The absence of an independent Standard Operating Procedure (SOP) and reliance on Gowa
Regency's guidelines, combined with communication barriers between various organizational units, creates
coordination challenges that affect service delivery efficiency. Despite these structural limitations, the
SISKOHAT system has fundamentally transformed hajj administration from manual to automated processes,
demonstrating the potential of e-government initiatives in religious service delivery. To optimize
implementation effectiveness, the Ministry of Religious Affairs must address communication strategies,
increase human resource capacity, improve inter-departmental coordination, and develop context-specific
SOPs. The success of SISKOHAT implementation ultimately depends on strengthening these four critical
dimensions to ensure seamless, transparent, and efficient hajj services that meet the growing expectations of
Indonesian pilgrims in the digital era.
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