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Abstract__The main purpose of this research is to analyze the 
perspective of organizational trust in the implementation 
network of education quality assurance policy in Indonesia. The 
results showed that organizational trust has not been a key 
driver to achieve the effectiveness of the implementation of 
education quality assurance policy in Indonesia, especially at 
Banggai Regency. Integrity, benevolence, and competence are 
important dimensions that need to be improved in creating 
organizational trust. The integrative model of organizational 
trust is proposed as a model that needs to be applied to improve 
the implementation network  of education quality assurance 
policy in Indonesia. 
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I. INTRODUCTION 

The study of trust has been extensively in various social 
science literature since decades ago, but the direct application 
of trust in overcoming inter-organizational problems in policy 
networks can be said to be relatively new [1]. Even in the 
theory of governance networks (governance networks) the role 
of trust is a neglected dimension in various public 
administration research. Whereas the role of trust is an 
important dimension for building better inter-organizational 
relationships, the creation of information exchange, 
awareness, and mutual support in meeting organizational 
resources, financial needs, and reducing conflict within the 
organization [2]. Therefore, this becomes very important in 
encouraging the successful implementation of public policy. 
As mentioned before, it can be stated that policy 
implementation is a complex process, because it often has to 
deal with various stakeholders and has diverse interests. The 
existence of this complexity is therefore necessary to apply 
trust in the organization [3], [4]. It can be shown in the 
implementation of the education quality assurance policy that 
has not shown the expected results. Based on the results of the 
Education for All Development Indonesia's (EDI) 
achievement survey, Indonesia is only at level 57 of 115 
countries in the world by 2014. The results of the Network for 
Education Watch Indonesia (JPPI) survey in 2016 showed that 
the index of education services in Indonesia is lower than the 
Philippines and Ethiopia. Similarly, the results of the Right to 
Education Index (RTEI) study measuring the quality  of 

education in Indonesia seen from education  governance, 
availability, accessibility, acceptability and adaptability 
indicators only reached 77%. This result indicates that the 
quality of education in Indonesia has the same rank as State of 
Honduras and Nigeria. However, it is lower than the 
achievements of the Philippines (81%) and Ethiopia (79%) 
[5]. 

Nowadays, the implementation of the quality assurance of 
education and the improvement of the quality of primary and 
secondary education still faces various problems such as : (1) 
It is not fully socialized the National Education Standards as a 
reference to the quality of education; (2) the implementation 
of quality assurance and school improvement is still limited in 
monitoring the quality component in educational unit; (3) 
quality mapping is still in the form of unedited educational 
quality data collection from various education providers; and 
(4) follow-up of uncoordinated educational quality of data 
which were gathered from education providers and personnels 
at various levels.     

The study mentioned above has concerned the strategy 
of implementation of quality assurance system by regency or 
city government. He found that the improvement of education 
quality is the responsibility of every component in educational 
unit. Improvement of quality in educational units cannot be 
achieved effectively, without a culture of quality in all 
components of the school. Improving the quality of education 
as a whole requires a special approach so that all components 
of the school have a quality culture [6]. Other studies have 
found that the transformation towards the quality of education 
in schools begins by adopting cooperation in improving the 
quality of education with school boards, administrators, staff, 
students, and teachers and the community [7].    

The results of the study found that the implementation 
of education quality assurance system (EQAS) through 
Education Standard School (SSE) in SDN Cilandak Timur 08 
Pagi South Jakarta has not run in accordance with the 
guidelines for the implementation of education quality 
assurance [8]. It has been found that the basic principle of 
applying a quality assurance model at the education unit level 
can be based on established benchmarking [9]. 

Some researches that have been done related to the 
implementation of the above policy ignore the aspect of 
organizational trust. Therefore, this study focuses on 
organizational trust in implementation network of education Corresponding author: Alwi 
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quality assurance policy. So then, an appropriate model of 
analyzing organizational trust within a network context is an 
integrative model of organizational trust. This model includes 
aspects of integrity, benevolence, and competence [10], 
network policy theory [11], perspective of government 
networks [2] explained that inter-organizational relationships 
are complex and trust can be a key driver that ensure to be 
developed in policy implementation. They argue that if the 
determinants of organizational trust are owned by trustors and 
trustees, so then it will create organizational trust, and also it 
can generate collaboration in determining some problems or 
risks, so it will achieve the expected outcomes ultimately [10]. 
The integrative model of building organizational trust is 
relevant to the theory of government networks that trust in 
governance networks will have a positive impact on the 
increased concerning to each actor who is involved in 
implementing policies, creating mutual exchange or assisting 
in addressing shortages power such as; human resources, 
financial support, reducing conflict, and there is a desire to 
minimize the risks that arise in policy implementation [2] 
Oganizational trust from the perspective of government 
networks means that trustors or trustees are able to work 
together [12], [13]. Based on the perspective above, if trust is 
established within among the trustor and trustee, it will have 
positive impact on the effectiveness of the policy 
implementation.  

II. RESEARCH METHOD 

         This research uses qualitative approach with case study 
strategy [14]. It uses purposive sampling technique in 
determining informants. Those informants can be classified as 
follows: (1) Government officials included; (a) Head of 
Education and Culture Agency, and (b) Supervisor. (2) Non-
executive agency, such as; (a) The Regional House of 
Representatives, (b) NGO, and (d) School Committee. The 
data collection technique applied in this research is 
observation, in depth interview, and documentation. Then, the 
data analysis process used was interactive models which are 
consisted of four stages: (a) Data collection. (b) Data 
reduction which is consisted of selections, abstractions, and 
categorizations, (c) Data presentations, and (d) Conclusions 
[12]. 

III. RESULT AND DISCUSSION 

A. Implementation of Education Quality Assurance Policy in 
Indonesia 

  Quality education can be achieved with the involvement of 
all components of the nation, because national education is a 
shared responsibility among parents, government, and society 
and various parties, so it can develop to be a quality culture. 
Therefore, it requires a commitment and a common 
understanding in the implementation of education quality 
policy [13]. The results of the implementation of the quality 
assurance policy at the primary school, junior and senior high 
school education in Indonesia as measured from six National 
Educational Standards based on secondary data Performance 
Report of Ministry of Education and Culture, Directorate 
General of Basic and Secondary Education [10] as Table 1. 

Implementation of education quality assurance policy can be 
said to be successful as proved from the achievement of 
Graduate Competency Standards (SKL) above 6.0. For 
content standards, process, assessment, teachers and personal 
education, and management are indicators that support the 
achievement of Graduate Competency Standards (SKL). As 
viewed from the achievements of SKL, it indicates that SKL 
of Basic Education that are Elementary School (ES) and 
Junior High School (JHS) has not been effective because the 
value achieved is less than 6.0. Meanwhile, at high school 
level, the achievement of SKL has exceeded SNP.  

 
Table 1. Achievement of National Standards of  

Elementary and Secondary High School 
National Educational Standards ES SHS 

Graduate Competence 
Standards 

5.05 4.95 

Content Standards 5.81 7.21 
Process Standards 5.49 5.50 

Assessment Standards 6.65 6.76 
Educators and Personal 

Education Standars 
6.44 6.49 

Management Standards 6.67 6.75 
National Educational Standards 

(NES) 
5.94 6.33 

Source: Directorate General of Basic and Secondary Eduction, 2016 
 

Nevertheless, in general the achievement of the 
implementation of education quality assurance policy in 
Indonesia can be said to be ineffective because there are still 
many problems to be solved to achieve the optimal SNP or 
exceed the target of SKL achievement above 6.0. Beside that 
there is a wide gap between marginal areas and poorer people 
in getting quality education than the richness ones. Thus, it 
can be argued that the quality assurance system of education 
based on national education standards (SNP) is less effective. 

 
B. Organizational Trust In the implementation of Education Quality 

Assurance Policy in Banggai Regency 
1. Integrity  

In this research, integrity can be defined as honest and 
responsible attitude that is shown by trustor and trustee in 
implementing quality assurance policy of education so that it 
will be created the highest organizational trust. Based on the 
results, actors’ integrity has not been effective to create 
organizational trust in policy implementation networks. It 
could be seen from the fact that integrity of the officials 
responsible for the implementation of this policy has not been 
realized. It is indicated by information stated by informants 
who are the Education Board, The Regional House of 
Representatives, NGO, and the School Committee, revealing 
that the actor's integrity has not been effective in building trust 
in the implementation of the education quality assurance 
policy. The Regulation of the Minister of Education and 
Culture No. 63, year 2016 about the Quality Assurance 
System of Primary and Secondary Education states that the 
program is an integrated element consisting of organizations, 
policies and integrated processes that regulate all activities to 
improve the quality of basic and secondary education systems 
that interact in a systematic, planned and sustainable manner 
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(Article 1, paragraph 4). This regulation clearly states that the 
quality assurance of education requires collaborative efforts, 
the unity of elements consisting of integrated organizations, 
policies and processes. To implement the policy, there has 
been a fact of integrity in the quality of education assurance 
between Education Office Personnel of Banggai Regency and 
Education Board, but in practice this has not been applied 
effectively.  
 The Education Board and the School Committee explained 
that the integrity of policy actors is still lacking due to the fact 
that the integrity of the education quality assurance service 
that is signed together is not applied openly and evenly to all 
regions in this regency. Therefore, it is important to create the 
integrity of actors in the implementation of education quality 
assurance policy by applying mutual agreement among all 
stakeholders involved. The result of this study is shown in the 
following table: 

 
Table 2. Response of Government and Non-executive agency  

toward the integrity of Education Board 
 

 
Aspects   

Informants 
Government 

Agency 
The Regional 

House of 
Representatives 

NGO School 
Committee 

Commitment 

- Integrity fact 
applied 

- Credibility of 
actors	

- Integrity fact 
focused 

- Task 
performance 

- Integrity fact 
applied 

- Task 
performance 

- Integrity fact 
obedient 

- Task 
performance 

 

Consistency 

- Education quality 
standards 

- Monitoring	
- Evaluation	

- Education 
standards focused 

- Behavior based 
norm 

- Advisory roles 
- Education 

quality 
Standards 

- Advisory roles 
- Supporting 

roles 
 

Responsibility 

- Task focused 
- Role of Enhancing 

Graduate 
Competency 
Standards	

	

- Task applied 
- Graduate 

competency 
standards 

 

- Enhancing 
Graduate 
Competency 
Standards 

- Mediating 
agency of 
education 

- Maintaining 
the Graduate 
Competency 
Standards 

 
 

  Source: Data reduction, 2017 
 

In this research, integrity is defined as an action of 
Education Board actors with the relevant moral behavior that 
consists of commitment, consistency, and credibility of actors 
in applying the integrity pacts of education quality assurance 
policy at Banggai Regency.  

Integrity violations can be defined as violations of these 
moral values and norms… integrity has defined as acting in 
agreement with the relevant moral values, standards, norms, 
and rules, meaning that the research will focus on 
manifestations of behavior rather than intentions or underlying 
values [18].  

Several studies have shown that integrity can create 
openness, honesty, and responsibility towards the achievement 
of organizational goals. Integrity is a main component of 
organizational trust, so then it cannot be separated in an effort 
to create organizational trust. In addition, integrity is required 
to meet public expectations in delivering quality education. In 
this study, integrity is less effective. The results are consistent 
with the results of research that has been done, indicating that 
low integrity affects the effectiveness of public confidence. 
Integrity is necessary because it can fully create an 
organizational trust towards the achievement of organizational 
goals. Integrity is closely related to organizational trust 
because trust is the perception of a given person to implement 

ethical principles that are seen as the most fundamental 
foundation in fostering inter-organizational cooperation 
relations in achieving goals [19].  

Based on that theory and the data analysis which is shown 
on Table 2, it can be elaborated that, in this research, the 
dimension of integrity can be seen from three aspects namely: 
commitment, consistency, and credibility.   

In the Regulation of the Minister of Education and Culture 
Number 63 of 2016 about the Quality Assurance System of 
Primary and Secondary Education stated that the Quality 
Assurance System of Primary and Secondary Education is an 
integrated element consisting of organizations, policies and 
integrated processes that regulate all activities to improve the 
quality of basic and secondary education systems that interact 
in a systematic, planned and sustainable behavior.  

This study showed that the integrity of actors needs to be 
improved because it is a very important thing to determine the 
success of implementation of education quality assurance 
policy.   

2. Benevolence  

The theory of organizational trust states that benevolence 
is a positive perception of actors seeking to accept the actions 
of a person or individual that is useful in trust. There is a 
relationship towards goodwill between groups to achieve 
goals within the organization [10], [20].    

"Trust-based adherence" where an individual will not 
intend to destroy the other when given the opportunity to take 
the same action [25]. Basically, benevolence is a trust 
dimension depicted as willingness to support the trustor in 
every activity [22], [10]. Benevolence is often equated with 
the term in religion as empathy [23]. Benevolence is the 
highest form of value and affirms that benevolence is a 
primary basis of wishes on the other actors for building 
organizational trust. If benevolence is not provided, all other 
values can turn to be harmful for any relationship"[20].  

Benevolence is an understanding and acceptance of the 
legitimacy that is given for the benefit of others and 
necessarily requires empathy of either trustor or trustee to 
enhance the benefit of life together [10].  By the adherence of 
actors involved in the implementation network of education 
quality assurance policy in Banggai District, it can be said that 
commitment and consistency are fundamental aspects in 
supporting the policy of quality assurance of education. The 
result of benevolence in implementation of education quality 
assurance policy at Banggai Regency is illustrated in 
following table:  

Table 3. Response of Government and Non-executive agency 
 toward the benevolence of Education Board 

 
Aspects 

 

Informants 

Government Agency 
The Regional 

House of 
Representatives 

NGO School 
Committee 

Altruism Participate in 
Supporting education 

Supported 
education quality 

Maintain education 
quality 

Support human 
resources of 

education 

Willingness Formulate program 
 

Program of 
quality assurance 

School 
effectiveness 

Supporting 
program 

Openess Coordination and 
communication 

Cordination and 
communication 

of actors 

Sincronization 
program 

Create good 
coordination and 
participation in 

education 

Source: Data reduction, 2017    
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 In this research, benevolence is defined as the behavior of 
actors to hold the program of education quality assurance 
which involved altruism, willingness, and openness. 
Benevolence has two important determinants to create an 
organizational trust i.e. caring and openness [24]. Education 
policies that are conducted tend to be more physical 
established rather than non-physical programs such as 
improving the learning process, improving the quality of 
teachers and education management standards.    

 All parties in order to comply with government regulations 
on education quality assurance system governing the 
implementation of the education quality assurance policy. The 
government agency stated that actually regulations on the 
quality system of primary and secondary education have been 
set by the central government, but still less integrated in 
applying the rules. This is due to the lack of coordination and 
communication between actor to do the programs.   

 Based on the result of this research, it can be confirmed 
that the benevolence of actors in achieving the organizational 
trust in the implementation of education quality assurance 
policy is still ineffective.  

3. Competence  

 Competence is seen as the ability of various schools of 
thought from various fields of science. In the organizational 
science theory, competence is a combination of knowledge, 
skills, education, social skills, and behaviors applied to 
improve performance [25], [26]. A more general view, 
competence is an adequate level or quality or something of a 
certain qualification, and has the ability to show quality work 
in accordance with its role. Therefore, competence is an 
integral part that determines a trustee can show the work that 
is realized in the form of action or no results at all [21].  

Based on the theories above, this study can define that 
competence is a set of capabilities owned by trustor or trustee 
that includes knowledge, skills, education, social skills, 
behavior that shows performance, action directed, personal 
quality, and certain actions expected to trustee, willingness to 
show the quality of work in the implementation of education 
quality assurance policy. The result of competence in this 
research can be seen in the following table: 

Table 4. Response of Government and Non-executive agency  
toward the competence of Education Board 

 
 

Aspects 
 

Informants 
Government 
Agency 

The Regional 
House of 
Representatives 

NGO School 
Committee 

Expertise 

Knowledge and 
Understanding 
of education 
problems   

Education 
quality solution    

Expert in 
Education 

Understanding 
education 
completely  

Skillful 

Mastering 
education 
quality 
systematicly   

Education 
Technology 
Sistem   

Information 
and 
technology 
education 
management 

Supporting 
Education 
System of 
information and 
Management    

Professionalism 

Share 
knowledge 
about the 
quality 
assurance 
policy  

Guiding 
education 
quality 
assurance 
completely 

Achievement 
of Education 
Quality 
Assurance  

Education 
social 
participation 

Source: Data reduction, 2017 
 

The importance of competence in the organization can be 
seen from the argumentation that "situations where 
competence is required a trustor might be less likely to 
develop trust toward trustee, if he or she is incompetent and 
thus technically unable to perform the necessary action” [21]. 

 The professionalism of actors still needs to be improved 
through workshop and socialization or training of quality 
assurance system of primary and secondary education. In this 
case, based on the interview revealed that the actors have not 
understood the program as whole.  On the other hand, to bring 
this program to be succeeded, it needs the support of public 
agency as a systematic relationship.    

 However, the fact that the competences of actors in 
carrying out the policy implementation are necessary and to be 
the key engine to achieve the organization goals.    

C. Research Discussion   

       The result of data analysis by using integrative 
analysis model confirmed that the organizational trust in 
implementing the education quality assurance has not been 
carry out effectively. This research consistent with the 
previous research that has been elaborated in the early 
description, such as in  improving  the quality of education as 
a whole that requires a special approach so that all 
components of the school have a quality culture [6],  
transformation towards the quality of education in schools [7],  
the implementation policy need some technical and 
substantive constraints [8], and the implementation stage at 
the level of education unit so that it can all run synergistically 
and simultaneously. 

Based on the organizational trust literature in public 
administration, organizational trust should pay attention 
seriously to employees’ trust attitude and motivation [39], 
trust in government [28];[29], process and output of 
government [30];[31], and the organizational trust from the 
varieties of trust [32; [33]; [34]. 

Another research that is consistent with this research 
concerned with the organizational trust in public organization 
by using dimension organizational trust, such as; integrity 
[35];[36];[10];[26]; benevolence [22];[37];[38], role of 
competences [39]; [26];[25] in which their research found that  
integrity, benevolence, and competences were necessary to 
determine the achievement of organizational trust effectively, 
especially on the implementation of education quality 
assurance policy. This study is consistent also with the 
organizational trust model [10];[20];[25].  

Understanding the role of integrity and trust at an 
individual and organizational level is metrics to build the 
absolute standard of what a great workplace is. Integrity, as a 
measure of coherence and consistency, is key to establishing 
and sustaining trust [40].   

 Competence promotes organizational trust. A successful 
organization with an admired reputation contributes to a 
positive sense of self for its employees. As organizations have 
come to rely less on structures and formal arrangements and 
more on collaboration and cooperation inside and outside the 
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firm, new emphasis is given on trust as one of the fundamental 
motors of these processes. If trust is absent, no one will risk 
moving first and all will sacrifice the gains of collaboration 
and cooperation. [41].    

D. The Limitation and the Future of Research 

 During the study, the limitations found were mainly 
concerned with the dimension of organizational trust which is 
complicated and complex. Based on the organizational trust 
literature which concerned to the integrative model of 
organizational trust, creating the organizational trust can be 
seen from three main dimensions namely, integrity, 
benevolence, and competences. While another expert showed 
that there are many dimensions of organizational trust that can 
be seen from several aspects of integrity, benevolence, 
attention, competence, openness, reliability, and intensions 
[10]. Another theory about organizational trust argued that 
interpersonal and inter-organizational trusts contribute 
positively to organizational trust as an important part in 
ensuring organizational success in achieving goals [42].  

Based on the perspective of governance networks, trust in 
governance networks will have a positive impact on the 
increased concern of each actor involved in implementing 
policies, the creation of mutual exchange of information, 
together to overcome the lack of resources includes, human 
resources, financial support, reducing conflict, and there is a 
desire to minimize the risks that arise in policy 
implementation [2]. Therefore, it can be argued that 
implementation networks have been necessary in democratic 
public service [43]. 

  Meanwhile, this research has been used the one model of 
organizational trust in creating an organizational trust which is 
very important dimensions, consisting only three dimensions 
such as: integrity, benevolence, and competence. So, for 
future research, creating organizational trust in policy 
implementation can be added to some dimensions to create 
organizational trust in public organization by using 
interpersonal trust and inter-organizational to build the 
organizational trust in public organizations.  

IV. CONCLUSION 

 The organizational trust in the implementation network of 
education quality assurance policy in Indonesia especially in 
Banggai Regency has not been effective yet.  This can be 
revealed from three dimensions of organizational trust. The 
first is integrity of the actors that has not been optimum in 
implementing education quality assurance policy. The 
dimensions of benevolence and competence of actors were 
still lower. Therefore, it requires serious efforts of actors 
which whom involved in the implementation network of 
education quality assurance policy must improve the integrity, 
benevolence, and competence.    

 Based on this research, it shows that organizational trust is 
very important dimension in implementation networks to 
achieve a high benefits of education quality assurance. It can 
also support actors in public organization to achieve the high 
effectiveness in policy implementation. Three dimensions that 
must be applied to create organizational trust in 
implementation networks of education quality assurance 

policy included integrity that has three aspects i,e. 
commitment, consistency, and responsibility. The dimension 
of benevolence needs to create the organizational trust which 
consists also three main aspects such as; altruism, willingness, 
and openness. Meanwhile, the competence of actors in the 
implementation networks of education quality assurance 
policy is necessary to make the program more effective. In 
this research, competence of actors to create an organizational 
trust is expertise, skillful, and professionalism.   
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