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1. Introduction

ABSTRACT

The implementation of e-government in Indonesia has become a key pillar in
the digital transformation of government, aiming to improve the quality of
public services. Despite significant progress in the adoption of digital
technology, Indonesia is still faced with various challenges, such as
infrastructure gaps between urban and rural areas, limited human resource
competencies, and bureaucratic obstacles that slow down adaptation to new
technologies. This research maps innovations in e-government in Indonesia and
compares them with best practices in developed countries, such as South Korea
and Singapore, which have successfully implemented digital systems inclusively
and effectively. Based on a mixed qualitative and quantitative approach, this
research evaluates the impact of digital innovations on efficiency and public
participation in public services. The results show the importance of cross-sector
collaboration, capacity building of state apparatus, and simplification of
regulations to accelerate the adoption of inclusive e-government. By using
advanced technologies such as artificial intelligence and blockchain, Indonesia
can strengthen a responsive and sustainable e-government system. This
research provides strategic policy recommendations to support the
improvement of efficient and equitable public services across Indonesia.

Keywords: E-Government, Indonesia, Digital Transformation, Public Services, Cross-Sector
Collaboration.

The implementation of e-government in Indonesia demonstrates that digital transformation in the
government sector is a top priority for improving the quality of public services. In this digital era, information

technology plays a crucial role in

facilitating access to public services, reducing operational costs, and

strengthening transparency and accountability in government. However, the implementation of e-
government in Indonesia still faces significant challenges, ranging from the digital divide to complex
bureaucratic challenges (Jahidi & Budiati, 2019; Farida & Lestari, 2021; Utama, 2020). Digital transformation in
government, or e-government, in Indonesia still faces various striking structural challenges between urban
and rural areas. The digital disparity between regions with adequate information technology infrastructure
and remote areas lacking digital infrastructure is a significant obstacle to equitable access to technology-
based public services (Jahidi & Budiati, 2019; Farida & Lestari, 2021). This is due to the uneven development of
internet network infrastructure across Indonesia, particularly in remote and underdeveloped areas. According
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to research by Alfayn (2022), this digital inequality slows the rate of e-government adoption among people
living in rural areas, resulting in unequal access to digital public services that should be accessible to all levels
of society.

In addition to infrastructure gaps, e-government implementation in Indonesia is also hampered by a
lack of competent human resources in managing and operating information technology. Farida and Lestari
(2021) revealed that the low competency of civil servants in information technology has resulted in
suboptimal digitalization within the government. This challenge is increasingly apparent amidst rapid
technological developments, which require the government to have adaptive and skilled human resources in
managing digital-based systems (Utama, 2020). Training and development of technological skills for
government officials is urgently needed to enable them to carry out technology-based public service
functions efficiently and effectively (Aminah & Saksono, 2021). Furthermore, bureaucratic barriers pose
another obstacle to the implementation of e-government in Indonesia. Lengthy bureaucratic processes, rigid
hierarchies, and resistance to change are some of the factors that hinder the effective implementation of
digital technology in government. According to Jahidi and Budiati (2019), changes in bureaucratic culture,
which tends to be slow to adapt to technological innovation, pose a challenge to integrating digital systems
into government processes. For example, although digital technology offers convenience and efficiency,
many bureaucrats still rely on conventional methods of serving the public. Therefore, fundamental changes
in bureaucratic culture are needed for optimal implementation of e-government innovations (Utama, 2020).

Furthermore, the low level of public participation in utilizing e-government services is another
inhibiting factor that needs to be addressed. The public often lacks understanding of the benefits of digital
services provided by the government or feels they lack the skills to access them (Alfayn, 2022). However, active
public participation is crucial for ensuring that e-government systems are relevant to their needs and can
improve their quality of life. Furthermore, low public participation also results in insufficient feedback from
the government to develop more responsive and user-friendly systems (Harisanty & Anugrah, 2021). The
government has attempted several solutions to address this problem. Developing more accessible online
service platforms, improving information technology infrastructure equitably, and providing training for civil
servants are some of the concrete steps taken (Farida & Lestari, 2021; Utama, 2020). However, despite these
steps, their effectiveness remains questionable. Research by Aminah and Saksono (2021) shows that digital
transformation in the government sector involves more than simply converting manual processes to digital
ones. It also requires a shift in mindset among government employees and a strong leadership commitment
to support this transformation.

Various comparative studies with developed countries that have successfully implemented e-
government demonstrate that strong political support and a clear regulatory framework are key to successful
e-government implementation. For example, countries like South Korea and Singapore have successfully
created robust e-government ecosystems through careful planning, adequate infrastructure development,
and cross-sector collaboration involving the government, private sector, academia, and civil society (Alfayn,
2022). Indonesia can learn from the experiences of these countries to accelerate the digital transformation
process in government. The theoretical frameworks proposed by experts such as Heeks and Gronlund serve
as a reference in assessing the effectiveness of e-government implementation in Indonesia. Heeks (in Jahidi &
Budiati, 2019) emphasizes the importance of considering social, political, and cultural factors in e-government
implementation, given that information technology is not neutral but is strongly influenced by the social
context in which it is implemented. Gronlund (in Alfayn, 2022), on the other hand, offers a multidimensional
model that identifies various key factors such as infrastructure, human resources, political support, and public
participation as determinants of a country's e-government maturity level.

This study aims to map digital-based public service innovation practices in Indonesia and evaluate
the challenges faced in implementing e-government. Through comparative studies with developed countries,
this research is expected to provide relevant policy recommendations to improve the quality of public services
in Indonesia. Drawing on a systematic and evidence-based approach, this study will evaluate the impact of
digital innovation on the efficiency, effectiveness, and public satisfaction of public services (Farida & Lestari,

@ @ @ 2025. The Author(s). This open-access article is distributed under a Creative Commons Attribution Page | 956
N o] (CC-BY-SA) 4.0 license.



GOLDEN RATIO OF DATA IN SUMMARY ():
DOLDEN RATIO

VOLUME 5, ISSUE. 4 (2025)
Website: https://goldenratio.id/index.php/grdis ISSN [Online]: 2776-6411

2021; Utama, 2020; Wijaya, 2023). Thus, this research not only focuses on identifying challenges but also
explores potential innovations that can be adopted to address these issues. This study will provide insightinto
how e-government can be implemented effectively in Indonesia and what strategies are needed to increase
public participation in digital-based government processes. It is hoped that this research can guide the
government in designing policies that are more inclusive and responsive to community needs. Based on this,
it is necessary to conduct a study entitled: "Digital Transformation in Indonesian Government: Mapping
Innovations, Overcoming Challenges, and Learning from Other Countries' Experiences in E-Government
Implementation."

This research adopts a multi-method approach, combining qualitative and quantitative methods to
provide a comprehensive understanding of e-government implementation in Indonesia. The qualitative
approach will be used to deeply explore the context, processes, and meanings underlying the e-government
phenomenon through case studies. Meanwhile, the quantitative approach will be used to generalize the
findings and identify broader patterns through numerical data analysis.

2.1. Research Design

This research uses a mixed-methods research design. Case studies will be conducted at several local
government institutions that have initiated various innovations in digital-based public services. Case selection
will consider the level of implementation success, the types of services offered, and the characteristics of the
region.

2.2. Data collection
Data collection will be carried out using several techniques, namely:

a. Interview: conducting in-depth interviewswith policy makers, implementers, and service users to
explore their perceptions, motivations, and the obstacles they face.

b. Survey: survey of service users to measure levels of satisfaction, frequency of use, and perceptions of
the quality of digital services.

c. Document Analysis: Conduct document analysis in the form of government policies, performance
reports, and related literature studies to obtain relevant secondary data.

d. Observation: Conducting direct observations of the public service process to understand the
dynamics of interactions between officers and service users.

2.3. Data analysis

The data obtained will be analyzed using appropriate techniques. Thematic analysis will be applied
to qualitative data to identify key themes and develop grounded theory. Comparative analysis will be used to
compare best practices and challenges faced in Indonesia with those of other countries. Descriptive and
inferential statistical analysis will be applied to quantitative data to test hypotheses and identify relationships
between variables.
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This research has conducted a comprehensive mapping of digital-based public service innovation
practices in Indonesia, focusing on [mention the sector or service your research focuses on, e.g., licensing,
healthcare]. Through in-depth case studies and comparative analysis with developed countries such as
[mention the countries being compared], this research identified several significant findings.

3.1. Key Findings

a. Significant Progress
Indonesia has shown rapid progress in the adoption of digital technology in public services, marked
by an increase in the number of online services and the integration of information systems.

b. Structural Challenges
The digital divide, uneven infrastructure, and limited human resource capacity remain major
obstacles to e-government development in Indonesia.

c. Bureaucratic Obstacles
The complexity of administrative procedures and a rigid bureaucratic culture hamper the efficiency
and effectiveness of digital-based public services.

d. Innovation Potential
There is great potential to develop new innovations, such as the use of big data, artificial intelligence,
and blockchain to improve the quality of public services.

3.2. Implementation Model

Based on the analysis results, this study proposes an e-government implementation model consisting
of three main pillars:

a. Strong leadership
Visionary leadership and commitment from top management are essential to drive digital
transformation.

b. Multi-stakeholder participation
Active involvement of government, private sector, academics, and civil society in the planning,
implementation, and evaluation processes of e-government.

¢. Infrastructure strengthening
Development of adequate information technology infrastructure, including an even broadband
network and secure data centers.

3.3. Policy Recommendations
Based on the research findings, here are some policy recommendations that can be considered:

a. Human resource capacity building
Through training and competency development in the field of information technology and change
management.

b. Simplification of regulations
Reforming regulations that hinder innovation and efficiency in public services.

c. Utilization of new technologies
Encourage the adoption of cutting-edge technologies such as artificial intelligence and blockchain to
improve service quality.
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d. Cross-sector collaboration
Building strong partnerships between central and regional governments, as well as with the private
sector.

3.4. Discussion

The implementation of e-government in Indonesia has shown significant progress, but various
structural challenges remain major obstacles to improving the quality of digital-based public services.
Although the government has introduced various digital platforms to accelerate services, such as online
administrative services, this progress has not been evenly distributed across all regions. According to Alfayn
(2022), developments in information and communication technology (ICT) have enabled more efficient
services through the integration of digital systems across government agencies. However, disparities in
technology access between urban and rural areas remain a significant obstacle. Farida and Lestari (2021) show
that e-government implementation is more concentrated in urban areas with supporting infrastructure, while
remote areas remain lagging behind due to limited internet access. In addition to the significant digital divide,
limitations in human resource (HR) competency also hamper the success of e-government in Indonesia. Farida
and Lestari (2021) highlight that many state civil servants (ASN) lack adequate information technology skills.
This impacts the suboptimal implementation of digital-based public services, given that HR skills are key to
effectively utilizing technology. Utama (2020) states that technical training for ASN must be a government
priority so they can operate digital systems efficiently and provide responsive services.

Lengthy and complex bureaucratic obstacles also hinder e-government implementation. A rigid
bureaucratic culture slows down decision-making, thus hindering adaptation to technological innovation.
Jahidi and Budiati (2019) point out that civil servants are often reluctant to shift from conventional methods
to digital systems due to resistance to change. Therefore, bureaucratic reform and a shift in mindset are
necessary to foster a culture of innovation and ensure digital services provide optimal benefits to the public.
Public participation in utilizing e-government services remains low, especially among those who lack an
understanding of the benefits and how to use digital technology. Alfayn (2022) stated that low public
participation in digital services is due to a lack of digital literacy among various groups. This creates obstacles
to increasing the effectiveness of digital-based public services. Without active public participation, the
feedback needed to improve the system is also limited, making it difficult for the government to develop a
more responsive and user-friendly system.

Despite facing diverse challenges, Indonesia has significant opportunities to optimize e-government
through technological innovation. The use of advanced technologies such as artificial intelligence (Al),
blockchain, and big data analytics can improve efficiency in government data management and accelerate
decision-making (Aminah & Saksono, 2021). For example, utilizing blockchain for public administration data
recording can improve accuracy and reduce the risk of errors in services. Furthermore, cross-sector
collaboration, including the involvement of the private sector, academia, and civil society, is expected to foster
a more inclusive digital ecosystem (Harisanty & Anugrah, 2021). This collaboration is also expected to increase
public participation in utilizing digital-based public services. To support the successful implementation of e-
government, a model that encompasses strong leadership, multi-stakeholder participation, and strengthened
technological infrastructure is required. Visionary leadership plays a crucial role in driving comprehensive
digital transformation and ensuring full commitment to the sustainability of e-government implementation
(Alfayn, 2022). The participation of various stakeholders, from the government, the private sector, to civil
society, can strengthen the relevance of digital policies to public needs. In terms of infrastructure, the
development of equitable internet networks and secure data centers is crucial to ensuring equal accessibility
across all regions, especially in remote areas.

Based on the results of this analysis, policy recommendations that can be adopted by the Indonesian
government include increasing the capacity of civil servants (ASN) through intensive training in information
technology (Farida & Lestari, 2021). Furthermore, regulatory reform is needed to simplify bureaucratic rules
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that hinder innovation and efficiency in public services (Jahidi & Budiati, 2019). The adoption of cutting-edge
technologies, such as artificial intelligence and blockchain, can be used to further improve the quality of digital
services (Aminah & Saksono, 2021). Furthermore, the government is also expected to build strong
partnerships with the private sector to support innovation and efficiency in e-government. Overall, this study
concludes that Indonesia has made progress in implementing e-government, but challenges related to the
digital divide, limited human resources, and bureaucratic complexity still need to be addressed. Through a
comprehensive approach, cross-sector collaboration, and the use of advanced technology, Indonesia can
build a more inclusive and efficient e-government ecosystem. This will enable e-government to provide better
and more equitable public services to all citizens.

This research has successfully mapped various innovations in e-government implementation in
Indonesia, identified the challenges faced, and provided lessons from the experiences of developed countries.
Based on an in-depth analysis using the theoretical frameworks of Heeks (2006) and Gronlund (2005), the
following are five key conclusions:

a. Despite a number of exciting innovations, e-government implementation in Indonesia remains
concentrated in specific sectors, such as licensing and basic public services. Further efforts are needed
to expand the scope of innovation across all government sectors.

b. The digital divide, limited information technology infrastructure, and a lack of competent human
resources are major obstacles to e-government development in Indonesia. Greater investment in
infrastructure development and human resource training is essential.

¢. Strong leadership and a clear vision from government leaders are crucial in driving digital
transformation. Effective leadership can create an environment conducive to innovation and
overcome resistance to change.

d. Despite efforts to involve the public in the e-government development process, participation
remains low. Increasing public participation is crucial to ensure that the innovations developed are
relevant and beneficial to the community.

Comparative studies show that developed countries have succeeded in developing effective e-
government through careful planning, sustained investment, and cross-sector collaboration. Indonesia can
learn from these countries' experiences to accelerate its digital transformation.
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