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Abstract: This study emphasizes the importance of applying the New Public Service (NPS) 
concept in public service management in the digital era through a Systematic Literature Review 
(SLR) of five articles from Scopus (2021-2024). The analysis indicates that NPS can enhance 
the quality of public services in an inclusive, collaborative, and responsive manner. NPS 
promotes stakeholder collaboration, AI integration in services, and citizen involvement in public 
value creation. The main challenges in implementing NPS are bureaucratic cultural resistance 
and insufficient policy dissemination. This study underscores the need for leaders to develop 
strong commitment, improve effective communication, strengthen cross-sector collaboration, 
and involve the community in the transition towards NPS. Furthermore, the research highlights 
the necessity of an integrated public service ecosystem framework to facilitate collaboration 
among the government, private sector, and society, providing innovative solutions to public 
service challenges in the digital era. 
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1. INTRODUCTION  
 

Public service is a crucial element in the execution of governmental duties, aiming to meet the 
needs and well-being of society at large. Throughout history, paradigms in public service have 
undergone various transformations, reflecting shifts in social, political, and economic dynamics 
(Zulfaa and Azzahra 2024) Initially, traditional public administration dominated public service 
delivery by relying on a rigid bureaucratic and hierarchical system. This model was rooted in Weberian 
principles that emphasized formal rules, rigid procedures, and hierarchical organizational structures 
(Widodo 2022). Although traditional public administration offered advantages such as stability and 
task clarity, this approach has increasingly been viewed as inadequate in addressing the needs of 
modern society (Wahab 2021). 

Modern society demands more efficient, transparent, and responsive public services. These 
demands have driven the emergence of a new paradigm known as New Public Management (NPM) 
(Sepriano et al. 2023). NPM adopts private sector management principles within the public sector, 
aiming to enhance the efficiency and effectiveness of service delivery (Ferlie 2017). The central focus 
of NPM is on results and outputs, emphasizing competition, reducing the role of the state in certain 
areas, and empowering public managers to make more flexible decisions (Rachman 2021). This 
paradigm offers several advantages, including improved operational efficiency and cost reduction. 
However, NPM has also faced significant criticism for its market-oriented approach and insufficient 
attention to public values (Ridwan Kurnia Rahim 2023). The New Public Management (NPM) 
approach has been implemented across various countries with mixed results. Research by Osborne et 

https://doi.org/10.1080/xxxxxxxxxxxxxxx
https://goldenratio.id/index.php/grhrm
https://issn.lipi.go.id/terbit/detail/20210426550042328
https://creativecommons.org/licenses/by-sa/4.0/
mailto:m.faruq-2023@pasca.unair.ac.id1
mailto:siti.hatijah.umpain-2023@pasca.unair.ac.id3
mailto:muchammad.toyib-2023@pasca.unair.ac.id4
mailto:bintoro.wardiyanto@fisip.unair.ac.id


2024 The Author(s). This open-access article is distributed under a Creative Commons 
Attribution (CC-BY) 4.0 license. 

M. Faruq et al., Golden Ratio of Human Resource Management, Vol.5, Issue. 1 (2025)  
 
https://doi.org/10.52970/grhrm.v5i1.656 
 
Website: https://goldenratio.id/index.php/grhrm     ISSN [Online] 2776-6365 

 
   Page 64 of 70  
 

 

al., (2022) indicates that while NPM can enhance efficiency, its implementation may also lead to a 
decline in the quality of public services. Conversely, Koskimies & Kinder, (2024) emphasize the 
importance of the concept of mutuality in the development and implementation of public service 
solutions supported by artificial intelligence (AI). This mutuality concept entails agreement and 
collaboration between the government, the private sector, and the community to ensure the successful 
adoption of effective AI solutions in public services. In their study, mutuality represents a relationship 
of mutual trust and support among the involved stakeholders. Although extensive research has been 
conducted on New Public Management (NPM) and the application of artificial intelligence (AI) in 
public services, the concept of New Public Service (NPS), which emphasizes ethical values, 
democracy, and active public participation in the delivery of public services, still requires deeper 
exploration. This study aims to introduce and analyze the NPS paradigm in the context of public 
service management in the digital era. The scientific novelty of this article lies in its emphasis on active 
public participation and collaboration among stakeholders to create sustainable public value. The 
research seeks to address the following questions: (1) How can the implementation of the New Public 
Service (NPS) concept improve the quality of public services in the digital era? (2) What are the 
challenges and obstacles in applying NPS in public institutions that still adhere to traditional 
bureaucratic cultures? (3) How can collaboration between the government, private sector, and 
community be optimized to support the implementation of NPS? 

This article aims to evaluate the implementation of the New Public Service (NPS) concept in 
public service management in the digital era, identify the various challenges and obstacles that arise, 
and propose solutions to optimize stakeholder collaboration in creating sustainable and beneficial 
public value. 

 
2. LITERATURE REVIEW 

 
This literature review provides an overview of the concept of mutuality in the development of 

public services supported by artificial intelligence (AI). This section discusses in depth the principles 
of mutuality, benefits, implementation challenges, and the relevance of this concept in the context of 
public services in the digital era. 

 
2.1. The Concept of Mutuality in New AI Powered Public Service Solutions 

 
One concept that is increasingly relevant in the development of modern public services is 

mutuality, as discussed by Koskimies & Kinder (2024). Mutuality in the context of public services 
supported by artificial intelligence (AI) emphasizes the importance of cooperation and support 
between the government, the private sector, and the community. This relationship of mutual trust 
and support is an important foundation for creating innovative and sustainable solutions in public 
services, especially in the digital era. With AI increasingly integrated into public service processes, 
strong collaboration between various stakeholders is essential for the successful implementation of 
these solutions. The concept of mutuality includes several important aspects that must be considered 
in developing AI-based public service solutions. First, all parties involved must be involved from the 
beginning in the problem identification process. This includes the government, the community, and 
the private sector, who together must understand and identify the challenges before designing AI-
powered solutions. By involving all parties, the solutions developed are more likely to meet real needs 
in the field. Second, knowledge sharing and mutual interaction are key elements in effective 
collaboration. Through the exchange of knowledge and information, each party can contribute based 
on their respective expertise and perspectives, which will ultimately enrich the solution development 
process. Open dialogue between parties is also needed to expand the scope of cooperation and build 
trust. This is important to avoid conflicts and ensure that all parties feel valued and involved in the 
collaboration process. 

Another important aspect is a deep understanding of the local political, social and cultural context. 
These factors are crucial in designing solutions that are relevant and acceptable to the community. 
Without this understanding, the solutions developed may not be effective in the desired context. The 
advantage of the mutuality concept is its focus on trust and cooperation. By building a relationship 
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of mutual trust, the solutions developed have a greater chance of being accepted and implemented 
effectively. In addition, a problem-based approach that involves all parties in the problem 
identification process also ensures that the solutions developed are truly answers to existing challenges. 
Collaboration across disciplines and sectors can also encourage innovation and the development of 
richer solutions. However, the implementation of the concept of mutuality also faces several 
challenges. Coordination and integration between various parties are often obstacles, especially in 
complex and politically and culturally diverse contexts. In addition, limited resources, both time and 
cost, can be obstacles to implementing effective collaboration. 

 
2.2. Public Service Ecosystem Framework  

 
The public service ecosystem framework proposed by Osborne et al. (2022) describes public 

service as a dynamic interaction between various parties to create value. This framework includes four 
interrelated levels, namely the institutional level, the service level, the individual level, and the belief 
level. These levels work together to create sustainable public value through collaboration between 
various actors in a constantly changing environment. At the institutional level, existing social and 
institutional values and rules influence the creation of value in public services. At the service level, the 
processes and key actors involved in creating value in public services become the main focus. 
Meanwhile, at the individual level, the values created and felt by individuals in the context of public 
services become the main concern. Finally, at the belief level, the beliefs and values that underlie the 
interaction between various stakeholders become important elements in creating a dynamic public 
service ecosystem. 

 
2.3. Co-Production of Public Services and Co-Creation of Public Value  

 
The concept of co-production and co-creation introduced by Palumbo & Manesh (2023) 

emphasizes the importance of citizen involvement in the provision of public services. In this approach, 
citizens are not only considered as recipients of services but also as important contributors in the 
process of designing and evaluating services. Co-production encourages collaboration between service 
providers and communities, leveraging the various perspectives and skills that exist within the 
community to create solutions that are more effective and appropriate to community needs. 

 
2.4. New Public Service Bargain  

 
The New Public Service Bargain (NPSB) introduced by Johnston (2023) offers a new approach 

to human resource management in the public sector. NPSB focuses on talent management, public 
service motivation, and pro-social behavior to attract and retain competent personnel. This approach 
includes effective human resource development, appreciation of public service values, and 
community-oriented behavior. 

 
3. RESEARCH METHOD AND MATERIALS 

 
This research was conducted using the Systematic Literature Review (SLR) method, which 

involves the collection and analysis of previous studies related to a specific topic to answer the 
predetermined research questions (Klumpner, Wijekoon, & Wheeler 2006). The Systematic Review 
method consists of five steps as described by Tranfield et al. (2003): 

 
a. Identify the Research Topic and Scope 

At this stage, an expert panel is formed to provide specific knowledge. Review questions are 
formulated to guide the study. The planning process, search criteria for inclusion and exclusion, and 
analytical techniques are outlined during this phase. 
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b. Develop the Conceptual Framework 
This study utilizes data from the Scopus database to verify the validity and relevance of the data. 

The search was conducted in Scopus using the keyword "New Public Service" and focused on articles 
published between 2021 and 2024 to ensure novelty. The authors identified five articles relevant to 
the research topic. The selected articles were those directly related to the research objectives and the 
NPS concept. Reviewing these articles is essential to enhance understanding in answering the research 
questions. 

 
c. Develop the Protocol 

The research was evaluated based on predefined parameters. Data extraction and synthesis revealed 
that from the keyword search "New Public Service" in Scopus, the researcher used strict inclusion 
criteria, selecting only articles published between 2021 and 2024 to ensure the novelty of the study. 
Additionally, the selected articles were open access and relevant to the research topic. After a rigorous 
selection process, the researcher found five articles that met the inclusion criteria. These articles will 
be thoroughly analyzed in relation to the research topic. 

 
d. Conduct the Systematic review 

At this stage, information from the research is transferred into a predefined form. Meta-analysis 
or qualitative synthesis methods are employed to combine results from various studies. 

 
e. Interpreting and Using the Review 

The final step involves interpreting and utilizing the results of the systematic review and setting 
the direction for future research. The following sections will further explore stages 3.4 and 3.5. 

4. RESULTS AND DISCUSSION  
 

4.1. Research findings 
 
Based on the results of the synthesis and in-depth analysis of the five reviewed articles, the 

researcher found the suitability of the method used, namely the qualitative method. This method 
allows for the collection of diverse and in-depth data, thus helping researchers in contextualizing the 
research results. The reviewed articles were published in 2021, 2022, 2023, and 2024, which shows 
the diversity of journals from one to another. Overall, these five articles provide an overview of the 
New Public Service (NPS), with several main conclusions, namely the importance of transforming 
the paradigm from a bureaucratic-centered public service to a more inclusive, collaborative, and 
responsive public service; the importance of cooperation and support; the importance of considering 
the use of AI in public services; the importance of mutuality in public services; and the importance of 
co-production involvement. These findings provide very important insights into the concept of NPS, 
and the following is an explanation of the research questions.  

 
Table 1. Journal Analysis Table 

Author Method Result 

Benson et al., (2021) 

Qualitative 

The concept of the traditional paradigm to responsive 
and collaborative. 

Johnston, (2023) 
The importance of cooperation, support, trusting 
relationships and attention to technical and social 
aspects of AI applications. 

Koskimies & Kinder, (2024) 
Need cooperation and support. There are 4 ways of 
mutuality concept. 

Osborne et al., (2022) 
Public services as an ecosystem. Stakeholder 
collaboration: focus on values and rules, service 
improvement, individual values and stakeholder values. 

https://doi.org/10.1080/xxxxxxxxxxxxxxx
https://goldenratio.id/index.php/grhrm
https://issn.lipi.go.id/terbit/detail/20210426550042328
https://creativecommons.org/licenses/by-sa/4.0/


2024 The Author(s). This open-access article is distributed under a Creative Commons 
Attribution (CC-BY) 4.0 license. 

M. Faruq et al., Golden Ratio of Human Resource Management, Vol.5, Issue. 1 (2025)  
 
https://doi.org/10.52970/grhrm.v5i1.656 
 
Website: https://goldenratio.id/index.php/grhrm     ISSN [Online] 2776-6365 

 
   Page 67 of 70  
 

 

Author Method Result 

Palumbo & Manesh, (2023) 
It requires citizen involvement, co-production, public 
value co-creation and paradigm transformation. 

Source: Scopus (2024) 

4.2. Discussion of research findings 
 
a. Can the implementation of the New Public Service (NPS) concept improve the quality of public services 

in the digital era? 
The implementation of the New Public Service (NPS) idea has great potential to improve the 

quality of public services in the digital era. Based on (Benson et al. 2021), NPS focuses on moral 
principles, democracy, and service to the community that can produce positive changes in the 
provision of public services. By involving the community more actively and responsively, NPS enables 
participation in the provision of services, strengthening the relationship between government, the 
private sector, and the community. According to Johnston, (2023) his research introduces a new 
paradigm that emphasizes transparency, accountability, and a focus on concrete public values in the 
implementation of public services. In other words, the implementation of New Public Service (NPS) 
can increase the efficiency, effectiveness, and accountability of public services. Koskimies & Kinder, 
(2024) stated that the use of artificial intelligence (AI) technology in public service solutions can 
improve the quality of services and responsiveness to community needs in the digital era. 

New Public Service (NPS) encourages collaboration between various stakeholders to create 
sustainable public value. Through close collaboration between government, the private sector, and 
civil society, public management can become more responsive to environmental changes and societal 
demands (Osborne et al. 2022). In addition, community participation in designing and delivering 
public services can be enhanced through the concept of co-production in NPS, so that the quality of 
services provided remains relevant (Palumbo and Manesh 2023). It can be concluded that the 
implementation of New Public Service (NPS) can improve the quality of public services in the digital 
era by emphasizing citizen democracy, community participation, and civil organizations. NPS 
prioritizes humanitarian values, cross-sector collaboration, and responsiveness to community needs to 
create adaptive, inclusive, and innovative services. One example of concrete implementation is 
through the "smart city" project in Indonesia, where the government collaborates with the technology 
sector and society to develop solutions such as infrastructure reporting applications and smart 
transportation systems. Despite facing challenges from bureaucratic and political culture, with strong 
determination and a collaborative approach, NPS can create positive changes in the provision of more 
efficient, effective, and accountable public services in the digital era. An example from Seo, (2023) 
shows the importance of implementing the "smart city" concept which has succeeded in improving 
the quality of life of the community and efficiency in city management. The awards won by the cities 
of Malang and Surabaya in implementing "smart cities" (Pramesti et al., 2020) are clear evidence that 
the implementation of NPS can improve the quality of public services. 

 
b. What are the challenges and obstacles in implementing NPS in public institutions that still have a 

traditional bureaucratic culture? 
The implementation of New Public Service (NPS) in government agencies that still adhere to 

traditional bureaucratic culture faces various significant obstacles (Agus 2019). According to research 
conducted by Benson et al., (2021), the main obstacle in implementing a more flexible and inclusive 
NPS approach is the existence of a rigid and hierarchical bureaucratic culture. Resistance to change 
by traditional bureaucratic culture can hinder progress and innovation in public services. Lack of 
socialization of new policies is also an obstacle in public institutions with conservative cultures and 
bureaucracies. Palumbo & Manesh, (2023) highlight the importance of providing accurate and timely 
information to the public and public officials regarding policy changes that will soon be implemented. 
Inaccuracy in explanation and communication can hinder the acceptance and use of NPS. In solving 
these problems, a high level of commitment, sufficient resource allocation, and implementation of 
appropriate strategies are required (Ramadhani and Soenarto 2023). Osborne et al., (2022) 
highlighted the importance of ongoing efforts in changing cultures and systems that have been rooted 
for a long time. By understanding these obstacles, public institutions can plan concrete steps to 
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overcome them in implementing NPS and achieve more responsive, efficient, and quality public 
services. 

Public institutions that implement New Public Service (NPS) and still adhere to traditional 
bureaucratic culture face significant challenges, especially related to the rigidity of bureaucratic culture 
and resistance to change. For example, in the Department of Education, there was resistance from 
employees who were accustomed to old procedures when implementing a new system aimed at 
increasing transparency and public participation. The lack of dissemination of information regarding 
new policies also hampers effective acceptance and implementation. Successful efforts in this regard 
often involve two-way communication, as outlined by Noer, (2022) which includes important stages 
such as involving relevant parties, holding meetings, and decision-making. Openness of information 
also contributes to building trust and transparency, which supports the creation of participation or 
involvement (Maya Septiani 2020). In addition, the application of a co-production approach in 
designing policies, such as education policies, is also very important. Close collaboration between the 
government, relevant non-governmental organizations, and local communities can strengthen 
support and improve the quality of services. Community involvement in decision-making can also 
increase the success of policy implementation. 

 
c. How can collaboration between government, private sector, and communities be optimized to support 

NPS implementation? 
Collaboration between government, the private sector, and the community plays an important 

role in maximizing the implementation of the New Public Service (NPS) concept. Research shows 
that strategies to strengthen this collaboration must begin with building trust among all parties 
involved in the delivery of public services. Benson et al., (2021) emphasize that open dialogue and 
transparency are key elements to enhancing collaboration, as they enable various parties to work 
together more effectively in achieving common goals. In addition, Johnston, (2023) highlighted the 
significance of implementing the New Public Service Bargain (NPSB) in attracting and retaining 
qualified staff in the public sector. NPSB emphasizes talent management and motivation in public 
service, which can strengthen cooperation between government, the private sector, and the 
community. With an emphasis on effective human resource development and public service values, 
cooperation between parties can be enhanced. 

According to Koskimies & Kinder, (2024) the role of artificial intelligence (AI) is crucial in the 
context of public service solutions from a technological perspective. Collaboration in implementing 
AI solutions not only contributes to increased efficiency, but also to responsibility in providing 
services. By utilizing innovative technology, various parties can collaborate to produce innovative 
solutions that are able to face challenges in public services more efficiently. On the other hand, 
Osborne et al., (2022) emphasize the importance of collaboration between government, private sector, 
and society to create sustainable public value. The article proposes the need for an integrated public 
service ecosystem framework system to support such collaboration. With effective reciprocal 
cooperation, this framework can facilitate the participation of various parties to achieve significant 
results. Through the implementation of an organized strategy and involving all parties, the 
implementation of the New Public Service (NPS) concept can be carried out successfully to improve 
the quality of public services as a whole. To improve collaboration between the government, private 
sector, and community in supporting the implementation of New Public Service (NPS), concrete 
steps can be implemented. The government can facilitate open and honest dialogue between all parties 
to strengthen trust and improve cooperation. For example, holding regular discussion meetings 
involving representatives of the private sector and the community to discuss issues related to public 
services. The private sector can play a role in improving the performance of public services by 
providing technology and best management practices, and collaborating with the government in 
developing digital solutions. Active community involvement in the planning, implementation, and 
evaluation of public services is invaluable, such as in smart city projects where local communities 
participate in designing smart application features. Through solid collaboration with the NPS 
approach, the implementation of NPS can optimally improve the quality of public services. Inclusive, 
responsive, and collaborative cooperation between all stakeholders allows for innovative solutions to 
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overcome the challenges of public services in the digital era. Although there are differences in 
perceptions and interests in collaboration, this can produce better solutions Hertati, (2024). 

 
5. CONCLUSION 

 
The implementation of New Public Service (NPS), which prioritizes ethical values, democracy, 

and active community participation, has the potential to improve the quality of public services in the 
digital era through collaboration between the government, private sector, and the community. 
However, this implementation faces significant challenges due to the bureaucratic culture that is still 
rigid and less flexible. To overcome this, it is necessary to identify the right problems, training to 
increase capacity and understanding, change the organizational culture to be more inclusive and 
responsive, and improve policies that support this transformation. The research findings emphasize 
the importance of leadership in building commitment, improving effective communication, 
strengthening cross-sector cooperation, and actively involving the community to achieve significant 
improvements in the overall quality of public services. These findings have significant implications 
for public policy development, where the government needs to adopt and integrate NPS principles 
more comprehensively. Although this study has limitations in the available literature data that are 
relevant to the Indonesian context and the lack of empirical studies in the field, the results of this 
study are expected to encourage further research that includes more in-depth empirical studies, 
covering a wider area. In addition, future research should explore new technologies such as artificial 
intelligence and Blockchain to further optimize the application of NPS in public services. 
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