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Abstract 

Background – Most of PSM studies tend to conclude that PSM cases and 
theories are cross-culturally viable. Besides, so far, most PSM research focuses 
more on employees (public and private) in the Western and developed 
countries; and almost no study of the PSM in developing countries. In addition, 
most of the PSM theories tended to generalize the assumptions of the PSM 
among employees and often ignore cultural dimensions in their analysis, 
including in relation to the effect of PSM on the quality of work. Purpose – 
The purpose of this study was to find out the influence of Public Service 
Motivation (PSM) on service quality of civil servants in a wide range of 
government agencies in the province of West Sumatra. 
Design/methodology/approach – This study used quantitative methods. 
Data were collected through proportional stratified random sampling from a 
sample consisted of 1,270 respondents from some government institutions in 
West Sumatra province. Data were analyzed with multiple regression 
analysis. Finding – The finding of this study indicated that the overall public 
service motivation significantly influenced on the service quality of civil 
servants in a wide range of government agencies in West Sumatra province. 
Besides, the results of this study also indicated that the PSM dimension 
associated with commitment to public interest have a greater influence than 
the other dimensions of PSM, namely attraction to public policy making, 
compassion, and self sacrifice. Practical Implications – This study would be 
offering a consideration and advice to the local government about the need to 
consider the aspects of public service motivation in improving the service 
quality of civil servants, especially in West Sumatra Indonesia. 
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Introduction 

The study of Public Service Motivation (PSM) has become one of the most popular 
studies in public administration in more than three decades. In addition, PSM is still a 
new concept and theory that need to be tested with more research findings. The 
earliest investigation of PSM was conducted in 1982 by Hal G. Rainey, when he tried 
to measure PSM by asking public and private sector managers about their desire to 
participate in “meaningful public service” (Brewer and Selden, 1998). 

PSM has often defined as ‘an individual’s predisposition to respond to motives 
grounded primarily or uniquely in public   institutions and organizations’ (Perry and 
Wise, 1990). In their definition, Perry and Wise thus focused on the unique features 
of government that might drive individuals. Based on rational, norm-based and 
affective ground, Perry (1996) found four dimensions of PSM: attraction to policy 
making, commitment to the public interest and civic duty, compassion, and self-
sacrifice. On the other side, Brewer and Selden (1998) have defined PSM as ‘the 
motivating force that makes individuals deliver significant public service’. While 
Rainey and Steinbauer (1999) define PSM as a ‘general altruistic motivation to serve 
the interests of a community of people, a state, a nation or humanity’. Crewson (1995) 
also defined the PSM as an individual service orientation that is useful for society, the 
orientation of helping others, and the feeling of accomplishment as intrinsic or service 
orientation.  

From these definitions, it could be understood that PSM is a characteristic or special 
features and should be manifested among public servants. But, on the other side, it 
does not mean that PSM is only belonging to public servants. PSM is also very likely 
found among the employees of the private sector or other sectors. Many studies in 
developed countries have shown that individuals with greater public service 
motivation (PSM) values are more likely to work for government (Perry and Wise, 
1990; Ertas, 2014), because government jobs offer more public service opportunities. 
The question then arises of whether they are also give well performance and good 
quality service to citizen. Based on his study on the relationship between employment 
in the government sector and self-reported volunteering in organization, Ertas (2014) 
found that government employees engage in significantly more volunteering than 
their private-sector counterparts. It means that employees with greater public service 
motivation values are more likely to be volunteering thus they are more likely to 
perform and address good service to citizens.  

Based on their study related to extrinsic motivation, PSM and labour market 
characteristics in a multilevel model of public sector employment preference in 26 
countries, Van De Walle, Steijn, and  Jilke (2015) found that on the individual level, 
public service motivation and extrinsic motivation are both important drivers for this 
preference. Intrinsic motivation, in turn, is negatively related to people’s inclination 
to work for the public sector. Working for the public sector is seen as a good and safe 
career option. In countries with a career-rather than position-based system of public 
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employment, people are more likely to prefer public employment. The findings reveal 
that public service motivation (helping other people, being useful to society) and 
extrinsic motives (job security, a high income, opportunities for advancement) play 
an important role in this preference.  

Many studies on PSM generally assumed that PSM have a positive effect on job 
performance (Perry and Wise, 1990; Schott, Van Kleef, and Steen, 2015; Van Loon, 
2015; Taylor, 2011). It means that PSM also influenced on the service quality of 
employees, including civil servants. In addition, numerous studies have shown that 
public service motivation (PSM) is positively associated with public sector 
employment (Kjeldsen and  Jacobsen, 2013). Besides, Rose (2013) also argued that 
public service motivation (PSM) research has demonstrated the association of PSM 
with interest in government and nonprofit careers.  

According to studies that have been conducted in some developed countries, PSM were 
found to have significant influences and correlations with job performance, service 
quality, and the success of employees or organizations to achieve their objectives. Some 
researchers have put their attention and look at the importance of studies on PSM. 
However, the studies so far were more conducted in the developed countries, both in 
Western and other developed countries. Perry and Wise (1990), for instance, found that 
public service motivation is positively related to individual performance in public 
organizations. However, the research finding among public servants in the developed 
countries certainly can not be generalized to the case and the PSM among the public 
servants in other countries, especially the third world country like Indonesia, where the 
context of the countries and the characteristics of the employees might be different 
compared to those in the West or developed countries in terms of demographic 
conditions, culture, religious (belief), etc.  

This paper will try to analyze the influence of public service motivation on service 
quality of public servants in West Sumatra, Indonesia. Then the main research 
question of this study can be summarized as: Is there a significant influence of PSM 
on service quality of civil servants in West Sumatra? This study was conducted in 
2014 in collaboration with and supported by General Directorate of Higher Education, 
the Ministery of National Education of Indonesia. 

The Literature Study and Concept of Public Service Motivation (PSM)  

In the last three decades, study about PSM and related constructs in other fields has 
grown significantly. In a subsequent analysis of PSM and government effectiveness, 
Rainey and Steinbauer (1999), for instance, offered a more general definition of PSM. 
They associated the construct with altruism in referring to PSM as a “general, 
altruistic motivation to serve the interests of a community of people, a state, a nation 
or humankind”. The Rainey and Steinbauer definition is similar to that of Brewer and 
Selden (1998), who defined the concept of PSM as “the motivational force that induces 
individuals to perform meaningful public, community, and social service”.  Brewer 
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and Selden emphasize its behavioral implications and applicability beyond the public 
sector.  

The most recent variation of the definition within public administration emanates 
from research in Europe by Vandenabeele (2007), who defined PSM as “the beliefs, 
values and attitudes that go beyond self-interest and organizational interest, that 
concern the interest of a larger political entity and that motivate individuals to act 
accordingly whenever appropriate”. Beside, PSM can also be broadly defined as the 
beliefs, values, and attitudes that go beyond self-interest and organizational interest 
to energize employees to do good for others and contribute to the well-being of 
organizations and society (Perry and Hondeghem 2008). 

However, the most commonly cited definition of public service motivation (PSM) 
literature is credited to James L. Perry and Lois R. Wise that defines PSM as "an 
individual's predisposition to respond to motives grounded primarily or uniquely in 
public institutions and organizations." In their definition, Perry and Wise thus focused 
on the unique features of government that might drive individuals. Building on 
Rainey's work, Perry and Wise (1990) identified three bases of PSM: rational, norm-
based, and affective. First, rational motives are grounded in individual utility 
maximization, and they are operative when individuals want to participate in the 
policy process, are committed to a public program because of personal identification 
with it, and serve as advocates for a special or private interest. Second, norm-based 
motives are grounded in a desire to pursue the common good and further the public 
interest, however one perceives it. These motives include patriotism, duty, and loyalty 
to the government. Third, affective motives are grounded in human emotion, and they 
are characterized by a desire and willingness to help others.   

After establishing this theoretical   framework,   Perry and Wise (1990) formulated 
three propositions: 1) The greater an individual's PSM, the more likely it is that the 
individual will seek membership in a public organization. 2) In public organizations, 
PSM is positively related to performance. 3) Public organizations that attract 
members with high levels of PSM are likely to be less dependent on utilitarian 
incentives to manage individual performance effectively.   

In addition to valuing intrinsic rewards over extrinsic ones, public service motivation 
suggests that public employees or civil servants are more likely than private sector 
employees to possess attitudes that are other directed. While other studies found that 
civil servants (public employees) to be more altruistic (Rainey 1997), supportive of 
democratic values (Blair and Garand 1995), and committed to civic duty (Conway 
2000) than private sector employees. For these reasons, Brewer (2003) concludes that 
civil servants are motivated by a strong desire to perform public, community, and social 
services. This also means that quality service of civil servants should be assumed to be 
influenced by PSM level of the civil servants.  
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Public service motivation (PSM) is one the most important ideas introduced into the 
field of public administration within the last three decades. Scholars have 
characterized PSM in many different ways, such as a service ethic, calling, or altruistic 
aims that motivate individuals to serve the public interest, help others, and be useful 
to society (Leonard Bright, 2011). Some scholars have also argued that people with 
high levels of these characteristics are good employees in public organizations.  

Based on their study in North Caroline, USA, Clerkin and Coggburn (2012) found that 
PSM is a moderate indicator of an individual’s sector preference. It means that as PSM 
increases, the attractiveness of working also increases; and, finally it is expected that 
the service quality of the individuals in the work also increases. Focusing on a pre-
service sample of undergraduate students allows them to conclude that PSM is a need 
people have prior to entering the workplace, and it may indeed drive whether an 
individual works in the government, nonprofit, or for-profit sector.  

The theory of PSM is generally used to suggest that individuals with greater PSM are 
more likely (1) to be found working in government because of the opportunities it 
offers to provide meaningful public service, and (2) to perform better in – and  feel 
more satisfied with – their public sector jobs because they find this type of work 
intrinsically rewarding. Based on this proposition, one of the fundamental 
assumptions in PSM research is that individuals with greater PSM are more likely to 
work in government because of the opportunities it offers to provide meaningful 
public service (Bradley E. Wright and Adam M. Grant. 2010). This assumption is 
supported by a growing body of empirical research that has found PSM to be higher 
among public sector employees than among private sector employees. Unfortunately, 
the evidence for the second part of the assumption, focusing on the cause of these 
differences, is largely circumstantial. While public employees may have higher PSM 
because the work of government agencies attracts individuals with those values, the 
differences may also be a result of organizational environments that cultivate those 
values in their employees over time (Pandey and Stazyk, 2008; Moynihan and Pandey, 
2007).  

Determinants for Service Quality 

Service quality is often and generally defined as a comparison of expectations about 
a service with performance. Service quality can also be simply defined as an 
achievement in customer service. In general, customers or citizens compare 
perceived service with expected service in which if the former falls short of the latter 
the customers are disappointed. Service quality could be related to service potential 
(such as, worker's qualifications); service process (such as, the quickness of service) 
and service result (that is, customer satisfaction). A public service with high service 
quality will meet customer or citizen needs and improved service quality may 
increase the trust of citizens to civil servants. 
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Parasuraman et al. (1988) have defined service quality as the ability of the 
organization to meet or exceed customer expectations. Service quality can also be 
defined as an overall judgment similar to attitude towards the service and generally 
accepted as an antecedent of overall customer satisfaction (Zeithaml and Bitner, 
1996). There is usually the difference between customer expectations of service and 
perceived service. Perceived service quality results from comparisons by customers 
of expectations with their perceptions of service delivered by the suppliers. If 
expectations are greater than performance, then perceived quality is less than 
satisfactory and hence customer dissatisfaction occurs (Parasuraman et al., 1985; 
Lewis and Mitchell, 1990).  

In their previous studies on a conceptual model of service quality and its implications 
for future research, Parasuraman, Zeithaml, and Berry (1985) proposed three themes 
on service quality, that is: 1) Difficult and complicated to evaluate as compared to 
tangible goods quality; 2) Service quality perception results from actual service 
performance vs consumer expectations, and 3) Quality evaluation not solely focuses 
on outcome of service. But also involves the evaluation of service delivery process.  

Service quality in various service activities has gain a lot of attention from researches 
and practitioners. The origins of numerous instruments measuring service quality can 
be traced back the pioneering work of Parasuraman and his colleagues. Zeithaml, 
Parasuraman, and Berry (1990) described that there are ten determinants that may 
influence a service quality, as they described in the SERVQUAL model, that is: 
reliability, responsiveness, competence, access, courtesy, communication, credibility, 
security, understanding the customer and tangibles. These determinants were later 
reduced to five, that is: tangibles; reliability; responsiveness; service assurance, and 
empathy (so called as RATER model). Reliability means the ability to perform the 
promised service dependably and accurately; Assurance referred to the knowledge 
and courtesy of employees and their ability to convey trust and confidence; Tangibles 
means the appearance of physical facilities, equipment, personnel and 
communication materials; Empathy, that is the provision of caring, individualized 
attention to customers, and Responsiveness referred to the willingness to help 
customers and to provide prompt service. 

The simplified RATER model allows customer service experiences to be explored and 
assessed quantitatively and has been used widely by service delivery organizations. 
Nyeck, Morales, Ladhari, and Pons (2002) stated the SERVQUAL measuring tool 
appears to remain the most complete attempt to conceptualize and measure service 
quality. The SERVQUAL measuring tool has been used by several researchers to 
examine numerous service industries such as healthcare, banking, financial services, 
and education. Nevertheless, based on some considerations, the current study have 
referred the concept of service quality to the opinion of Dwiyanto, et.al. (2002). 
Dwiyanto et.al. described that there are eight indicators to measure (or influence) the 
service quality among civil servants in Indonesia, that is: 1) Immediacy in the delivery 
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of services; 2) Timeliness of services; 3) Ease in the service process; 4) Funding 
reasonable in the service process; 5) easiness in communication access; 6) Readiness 
of employees if necessary; 7) Justice in providing services; and 8) public satisfaction 
with the service. 

Public Service Motivation and Service Quality 

The generally assumption underlying the research on public service motivation is that 
individuals working in government demonstrate a commitment to the public interest, 
a desire to serve others, and self-sacrifice (Houston 20006). Hence, issues regarding 
PSM (and work motivation in general) have generated particular interest because 
they are assumed to have a positive influence on job satisfaction and fulfilment; and 
appear to have a positive impact on the job behaviour of individuals and their 
respective level of performance (Emanuel Camilleri, 2007). Thus, it is also assumed 
that the PSM influence the quality of service among employees. Besides, one of three 
PSM propositions formulated by Perry and Wise (1990) stated that in public 
organizations, public sector motivation is positively related to performance. This 
proposition means that PSM is assumed to have positive influence on service quality 
of a civil servant. 

Van Loon, Vandenabeele, and Leisink (2015) argued that a core proposition of public 
service motivation (PSM) theory is that PSM is positively related to individual 
performance. The PSM-performance relationship may be more complex than 
previously envisioned, as both type of performance and person-job fit matter. On the 
other side, public service as a calling leads civil servants to share knowledge in order 
to create more advanced organizational knowledge and accordingly improve public 
service performance (Chen  and Hsieh, 2015). Generally, in public institution, public 
sector managers want to attract employees with high public service motivation as 
they are expected to perform better (Andersen, 2012). 

Many literature of public service motivation expects public service motivation (PSM) 
to affect performance, but most of the existing studies of this relationship use 
subjective performance data and focus on output rather than outcome (Andersen, 
Heinesen, and Pedersen (2014). On the other side, most of motivation scholars have 
argued that intrinsic motivation is an important driver of employee attitudes (Cho 
and Perry, 2012). Based on this, it is expected that with higher level of public service 
motitavtion, civil servants will perform better in their task to serve citizens. Thus, it 
is also assumed that the PSM influence the quality of service among civil servants. 

Steijn (2008) found that PSM’s effect on public employee job satisfaction and 
intention to stay in their jobs was stronger when employees felt that their work was 
useful to society. In addition, Van Loon (2015) argued that empirical studies have 
found a positive relationship between public service motivation (PSM) and individual 
performance. However, it is uncertain whether PSM inspires similar behaviors among 
employees in different contexts. In addition, based on their study in Denmark, 
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Andersen, Heinesen, and Pedersen (2014) investigated the association between PSM 
and the performance of Danish teachers using an objective outcome measure. Based 
on the study they found that PSM is positively associated with examination marks. 
The result indicated that PSM may be relevant for performance (service quality) 
improvements.  

Beyond job reward motivators, PSM suggests that public employees are more likely 
than private employees to possess attitudes that are ‘‘other directed.’’ Consistent with 
this expectation, Brewer (2003) finds that public employees score higher on 
attitudinal items related to social trust, altruism, equality, tolerance, and 
humanitarianism. Other studies have found public employees to possess more 
altruistic attitudes than private sector workers (Rainey 1997), be more supportive of 
democratic values (Blair and Garand, 1995), and possess a higher sense of civic duty 
(Conway, 2000). Based on these findings Brewer (2003) concludes that public 
servants ‘‘are motivated by a strong desire to perform public, community, and social 
service’’. As a result, based on this proposition, it is expected that PSM will have a 
significant influence on service quality of an employee, especially civil servants. 

Research Methods 

This study used quantitative approach. The data upon which this paper is based were 
collected in a survey among civil servants from some government institutions in West 
Sumatera, Indonesia. Data in this study were collected through questionnaires 
distributed to respondents from some regency government institutions in West 
Sumatera.  

As stated before, public service motivation consists of a number of dimensions. 
However, in order to limit the analyses, this paper only considers an aggregate 
instrument of PSM. This  instrument involves averaging the score on a the set of PSM 
items, scored from 1 to 5 (1 for ‘strongly disagree’ to 5 for ‘strongly agree’) for positive 
items and from 5 to 1 for the reversed items. The items used in this study referred to 
Perry’s subscales of PSM dimension and measures (Perry, 1996). While service 
quality in this study referred to Dwiyanto et.al. (2002) indicators consisting of: 1) 
Immediacy in service delivery; 2) Timeliness of services; 3) Ease in the service 
process; 4) Funding reasonable in the service process; 5) easiness in communication 
access; 6) Readiness of employees; 7) Justice in providing services; and 8) public 
satisfaction with the service. 

The target population for this study focused on all civil servants in local government 
institutions in West Sumatra. Number of public servants who served in West Sumatra 
province based on data from the Central Bureau of Statistics in 2014 is around 
139,020 employees. The sample for this study were determined through 
disproportional stratified random sampling. It consisted of employees from some 
institutions of public sector in some regencies in West Sumatera. From the number of 
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1,500 questionnaires distributed in this study, it is only 1,270 respondents of public 
servants who give feedback.  

Data in this study were collected through questionnaires with a closed set of five 
alternative answers using the Likert scale. Data analyzing in this study used 
quantitative analysis. The data in this study was also double entered to check for 
errors and analysed with multiple regression. 

Finding and Discussion 

The main hypothesis of this study stated that there is a significant influence of PSM 
on service quality of civil servants in West Sumatra, Indonesia. After the coefficient of 
determination and the adjusted coefficient of determination have calculated, the 
regression statistic through ENTER method is used in this study. As can be seen in 
Table 2, the regression analysis indicates the relationship between the variables. 
Since the computed significance level is 0.000 and less than 0.5, with a 95% 
confidence level, then the null hypothesis is rejected and the research hypothesis is 
confirmed. In other words, there is a significant influence of the variables of PSM on 
service quality among civil servants.  

Almost all of studies on PSM in developed countries, as conducted by Perry and Wise 
(1990), Perry (1996 and 2000), Choi (2001), Andersen (2012), Cho and Perry (2012), 
Andersen, Heinesen, and Pedersen (2014), Van Loon, Vandenabeele, and Leisink 
(2015), Chen and Hsieh (2015), and others, generally found that there was a 
significant influence of PSM on job performance among civil servants. This means that 
the PSM is also assumed to have influence on service quality. Based on various 
research findings, the main objective of this study is to determine the influence of PSM 
on service quality of civil servants in West Sumatra, Indonesia. To meet this objective 
the main hypothesis of this study stated that: There is a significant influence of PSM 
on service quality of civil servants in West Sumatra, Indonesia. Testing on this 
hypothesis has been made using multiple regression tests. The result is as seen in 
Table 1 below. 

Tabel 1: Influence of PSM on service quality of civil servants 

Model R R Square 
Adjusted R 

Square 
Std. Error of the 

Estimate 
Durbin-Watson 

1 .163 .027 .026 .56262 1.106 

 

The results of data analysis using multiple regression shows that PSM has weak 
influence and little contribution on service quality, with the correlation coefficient of 
0.163. This shows a quite far relation (far from 1) on service quality. The direction of 
positive relation (no negative sign in figure 0.163) shows the higher the PSM level the 
higher service quality of the civil servants. Likewise, the lower the PSM level the lower 
service quality of the civil servants. 
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In addition, based on the table 1 (Adjusted R Square = .026), PSM contributed only 2.6 
percent on service quality. It means that PSM has only very little contribution on 
service quality (only 2.6%). In other words, it could be stated that 2.6% of the 
variation of service quality can be explained by the PSM. Meanwhile, the rest (100% - 
2.6% = 97.4%) could be influenced by other reasons that have not been revealed in 
this study. 

Furthermore, the level of influence significance of the output (measured by 
probability) gives the figure of 0.000 or practically 0, as seen in Table 2. Because the 
probability is far below 0.05, then the influence of PSM on service quality is very real 
and could be trusted up to 100% or even more.  

Table 2: Significance of PSM influence on service quality 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 
10.989 1 10.989 34.716 .000a 

Residual 401.376 1268 .317   

Total 228.334 1269    

 

The present study aimed to investigate the influence of PSM on service quality of civil 
servants in West Sumatra, Indonesia. Generally, the studies related to influence of 
PSM on job performance (including service quality) demonstrated a significant and 
strong relationship (influence) among the variables. The findings of the current 
research also illustrated a significant influence of PSM on service quality. However, 
PSM only contributed very little and weak to service quality.  

Furthermore, the results of this study is of course in line with almost all of studies on 
PSM as conducted by Perry and Wise (1990), Perry (1996 and 2000), Choi (2001), 
Andersen, et.al. (2012), Cho and Perry (2012), Andersen, Heinesen, and Pedersen 
(2014), Van Loon, Vandenabeele, and Leisink (2015), Chen and Hsieh (2015), and 
others, which found that there was a significant influence of PSM on job performance 
or service quality among civil servants. However the present study demonstrated that 
the influence of PSM on service quality is very weak (only 2.6%).  

Research findings on PSM in many developed countries often found something 
different compared to the research findings in the third world countries. Therefore, it 
is understandable that the current findings quite differ in many ways compared to the 
findings on the same case in the developed countries. Studies from several developed 
countries in the West, such as the United States, Britain, Sweden, Australia, and others, 
including findings about the level of PSM in Korea, as has been conducted by Choi 
(2001), found that in general PSM has has strong influence on job performance or 
service quality of civil servants.  
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Most of motivation scholars have argued that intrinsic motivation, including PSM, is 
an important driver of employee attitudes (Cho and Perry, 2012). Based on this, it is 
expected that with higher level of public service motivation, public servants will 
perform better and address good service quality in their task to serve citizens. 
Nevertheles, Van Loon (2015) argued that although empirical studies have found a 
positive relationship between public service motivation (PSM) and individual 
performance, the relationship may be differed in any contexts.  

In addition, Houston (2000) and Willem et.al (2007) also found that the employees in 
the public sector puts a higher value on intrinsic rewards of work in the form of work 
performance (service quality), good social relations, and self-esteem of the rewards 
that are extrinsic, such as financial payments, promotions, career advancement, job 
security, status and prestige. This means that the employees at the government 
organizations or positions more motivated by their awareness to the community and 
a desire to serve the public interest and less concerned with rewards that are extrinsic 
to purely personal interests. Based on this, it is more likely that civil servants will 
perform better and address good service quality in their tasks to serve public interest.  

However, most of general conclusions which states that “PSM has strong influence on 
job performance or service quality”, as often founded by researchers in the West or 
other developed countries, could not be applied to the public servants in West 
Sumatra. This also shows that it appears to assume that Choi’s finding (2001), based 
on his study among civil servants in Korea, does not generally occur in any area of the 
country. As stated above, Choi was of the opinion that PSM is a common and important 
basis for public servants, and the implications of the PSM on the employee behavior 
in developed countries in the West, such as the United States, also occurs among the 
civil servants in Korea. Thus Choi viewed that the theory of PSM might occur in cross-
cultural (cross-culturally viable). However, this assumtion does not occur in the case 
of PSM and service quality of civil servants in West Sumatra. 

Thus in general, it is understandable that the theories related to the study of the PSM 
in various public sectors in developed countries, especially in the United States, 
Australia and other developed countries, could not be generalized to all contexts, 
especially for public servants in developing or third world countries that have 
characteristics of a social, cultural, economic, ideological, religious, and other values 
which might be different from those of in the West. As a result, these differences may 
lead to the different situation and influences of PSM on service quality of civil servants 
in different places (countries). 

Conclusion  

More than three decades, scholarly interest in Public Service Motivation (PSM) has 
grown remarkably. Theories and findings on PSM have also been debated in various 
studies in some developed countries more than three decades. However, those 
studies have not managed to get a strong theory to explain these PSM cases among 
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the employees. The findings still need new evidences based on studies in various 
contexts and regions of the any countries so that they can find a stronger theory at 
one time. 

Most of PSM studies conducted in developed countries so far, especially in the West, 
generally found that the PSM has very strong influences on service quality or job 
performance. The higher level of PSM the higher service quality performed by civil 
servants. In addition, several findings also imply that the level of the PSM and its 
influence on service quality of civil public servants in developed countries in the West 
is also assumed to exist among public servants in any area of the country. A few 
scholars argued that the theory of PSM might be cross-culturally viable. But, of course, 
this conclusion is not entirely true and does not occur in the case of PSM among public 
servants in West Sumatra. 

The findings of this study have several implications for the theory, particularly to the 
development of public administration, especially further to the matters related to the 
administration of public services and the influence of PSM on service quality of civil 
servants. This means that the results of this study can contribute ideas and more 
enriching knowledge related to public administration and public service motivation.  

The findings of this study clearly show that the theory of PSM can not be generally 
comprehended and concluded as a valid theory. As to understand so far, the theories 
of PSM in Western countries or other developed countries almost generally view that 
the theory of PSM might be cross-culturally viable. However, this assumtion could not 
be aplied in the case of PSM among civil servants in West Sumatra. PSM in the different 
areas and conditions will naturally show different things as well. The studies of PSM 
so far might have assumed that the level of PSM tends to have strong influence on 
service quality of civil servants. However, it seems that these studies did not take into 
account the existence of the aspects of culture, ideology, economic level of a 
community, and other unique characteristics of the civil servants. In other words it 
can be assumed that the theory of PSM is not cross-culturally viable as we knew so 
far. 

Note 

This article is Abstracted from the results of study funded by the Directorate General 
of Higher Education, Ministry of National Education of Indonesia in 2014. 
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