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Abstract

The shudy aims o explore the aciors conceptions o the digiization ol pubbs senices through theis
mapericnies, perneplicns at wnderslanding, Thess acars congist of the goearnment &5 8 sorvies
aroveider, users noluding business adors wha use the dgilsizstion of public services b mest theis
neads And adsminEirative intenasts. In principla, the sustainabl by of he digrakzation of peble services
will ba largaly getarmirad oy tha paricipaion and suppart of 55 users or cimens The sludy was
ganducled in Yogeadara as ane of Ihe Glies thal provided Sgilalization af sne-door pubic senices
namely 55 (ogya Srmaf Service] ginca 2018, The method wead in his sludy i PFhedomenogra iy
ared the infarmards invnkead are B poop e consisting of gaverment cflicials, usees and Dusnessmoen.
Dary callzetan wies condicsed with imerdees. The resulte af this stady reenaked et thars saas
wirinton n the concepcian of tie aciors. Those corceptimal vedstions relate o the use of mediz, the
aanalits gnd obslecss in fafalizirg gusic gardcas a5 wall a5 1he siekahadar engagamart raquired
n ma trenstormation af puzis services, Tha oubcome spaca showed et e dasEaion of putls service
mplies dree urdersandings hose are pes skil nesded, impbeations of eshnsbogicel adaption, co-producion
and daed vaes 35wl

Kaywords: iranstormetian; digtalizaton of public servioes; Jogya sman services, phanamenngraphy;
sanceplicns

Introduction

Afler - regional adlonomy,  ndoresia experenced  guite signilicant  dynamics  of
burgaucralic and govarmancs ranslarmmation. Each ragion is working hard 1o increass
transparsncy, accountability amd public paticipaticn. Public ssrvices that wers
previously caried ot conventionally have undergone a tansformation. mowing
towards amar government-bazed Information technology, Several large ciies that
hawa adopled inlarmalon and cammanicaticn Echrology in providing pablic seqvicas
are: Yogyakarta through 35S {Jogya Smarl Servica), JS3 began 0 be used by the
Yogwakaria Cily Government i 2008, with an application plallorm and webeila thatl




providas digital public sarvices ranging from healih issuss. population issues o
pocessing real time broadcasts on CCTY installed in several comers of the ity of
Jogya

The milrcduction of information and communicatons Echnolegy (ICT) or digital
inte public administration has resulted in a major change in the way public services
are sered (Kemal & Shah, 2023), The citizens' need for fast and real-time access o
their services can no onger be avoided by the demends and dynamics of
globalization. Digitalization is then the answer ta the government's obligation o
interad with the public, provide servants and the most elfective way 10 change the
behaviowr of governmeanis and cilizens in solving problems relaled o aconomics,
poditics, culture and society [Davis, 2021].

In fhus context, noits implemantaton, these changes imply the presence of
cullural damands, perspedives and bshavicurs 5o al osars o public services cn
get iha maximum benefit from the digitalization of tha public sarviceiHamjen, 2023
Public service tramsformation ia s2en as succeasiulwhen the culture, behaviour and
viewpoint of both government and wsers have shifted in accordancs with the
objectives of digitalizing public services. Physical presence ar fane-io- face intaraction
that criginally became a must in public service mechanizms shifted with the presence
of applications or websiles (Roeview el al., 20140 The digital lansiormalian is nal anly
axpacted o trarsform sarvices inko onling services bul itemphasizes on an inbegratad
service syatem sa that all social groups i society can experience innovation in public
servicas (Third et al, 2019,

Digilizing pubfic services aulomalically imarovas business progesses 1O make
availakility faster. easier. cheapar, transparent and aocountable. In this context, tha
digitization of public services has prompted governments to redefine  business
processes that require changss in operational procadures. Public servicas digitization
alao focuses on accuracy in fime or real- fime as well as developing digital devices
that support the operationalizaton and provision ofservces 1o the pebliciDunleavy et
al.. 2001 Digilalizaeon of public sardoes alse halps governments o conolinue G
inmovate and modify business proocesses o respond o or change  bahavior,
demographicdifferences and individual preferances in the digitzl age (Safarow, 2021
It & a public service challenge given that people's Ives are changing and dynamic
arvd reguirg lasier, easier, cheaper and moee lransoaranl semices.

Digitaization in gowernance begins with the imaplementation of e-government.
E-Govermment is a fundamental fool for govemments fo transform into responsive,
transparent, and facilitating aoeceas W information, ireedom of expression, efficiency,
proguctivity, and social inclusion{Kassen, 2018), The use of mobile devices [Mobile,
Tablel, Pads, elc.) Is the ey poind of smart government, Thus, many researchons
refer to SMART Gowarnment using the term 'm- Govercenenl' (Al-obaithani el al.,
2018}, Mobile davices have become a part of human lite, and thia reality provides an
apportunity for public service providers or govemnments to start changing thedr
activities according 1o 1he demands, convenlence and efficiency of interacton for
gevarnments and cilizens| Simmonds al al, 2021 ), Smart govaernment is nol & seoond
stage of e-gowarnment or a8 complement 1o such sarvices. However. it can be
regarded as part of the e-govemment that consisis of other channals 1o provide
govammant information and sanvices [2]. Besides, this servica has s own functions
and features. There are some advantages of smart govermmeant over e-government.
On the other hand, some researchers believe thal smard government will not




compleiely raplaca e-goveming actviliss, and tharsfors shauld be complamsniary to e-
Goverming efiorts.

A pravious study had clanfied the differences between c-government and b-
Govarnmernl, Tha study shows thal Lhe adoplion of s-government via the PO-basad
Iternat is largely limited to educatad groups that have their cown efficancy n using
computers, soffware, and the Intemet. Unlike maobkile devices that can be used for any
purpess including imeracting with government sikes o search for various pubbc
sarvices and coes not require very sophisticated knowleoge and skills. This has
cauzed the use of meale and i1s applications 1 have bacome popular among urban,
suburban, and rural residents (Shareel ol al., 2012}

The digitization of public infarmation services in Jogyakara city began in 2018
with the launch of JS5 as an integrated pubiic serdce applcation. Cumenily J5S s
carlinuously translarming and kas providad 209 pubbc sarvicaes integraled, which can
be accessed by the entire comemundty. J5S is & supsr app with the concept of Single
ID, Single Wincow, and Single Sign On S0 usars can AcCess vanous services thraugh
justane app and one account, As of Aprdl 2023, there are mare than 200 servers that
have besen integrated into J35 with the number of usars reaching 220,479 accounts
oy Aprll 2023, (3ource: The Innovations from Yogyakarta and Gentral Java, Exhibaed
al KIPP 2023 Day Six, 06 July 20238, According to the lates! dala in 2022, e nember
aof active users of the Jogja Smart Sarvice app has eached 758970 aclive accounts
The data sugoesis that the tranaformative gowernance aystam in Yogyakara City
needs stakehalder suppart 50 that reduncdancy by aceslerating the use of information
and communication lechrology can have an impact oo public satisfacton with
govarrumanl perfarmance [Indrivani el al., 2022, Gumilar, 20204, J55 i5 also ore ol
thie 45 commendad mnovations in public service by the Ministry of PAMBE in 2023,

Res=arch on digital fransformatian in public sarice govemancs in Indonesia is
curenily widely conducted  (Pratama et al., 2023, Kusumastuti et al, 2022) but not
mary have explored how actors understand the dightalization of pubiic 2ardces, The
underslancing of e ss aclaors i vital tor e sureival of a sollaboralive, syrsargishic and
increasingly democratic public administration. As public services digitization imvalves
several actors other than the government and stakeholdars such as, educators and
soclety In general, thiz study owowld then like to siudy how the concentual
understancing  of digilal bureaucracy  transformaticn s carried  oul in smart
govarmmant-based govarnance in Jogyakaria,

Method

The method used in this 5tudy is phenomeanography [Bpl emphasizes conceplion as lha
canfer for desoribing knowledge {(Marton, 2004). BEnowisdge is a2 product of the
process af thinking and cepending on the world outside the indagglual. Knowledge
assumes a relational nature, and Involves a constant connection befween thaugh,
axpanence, and a phenomenon, Phemnamencgraphy leouses on three things, Firsl
tha pubkc oninterasts. Second, contaril-orantsd. And third, describing concepticons of
vanoua aspecis of their reality (Maron, 1981; Yates et al, 2012}, The informants in
this study include the elemants of bureaucracy that exist in the Yogyakara City
Gowvernment, citizens and businessmen who have used digital fagilities in public
Service s or JES a5 wiezll as academics




The research subjects were selacted purpnsively by a samplbng conssting of
saveral heads af government ssrvices, governmentAEN officials and citizans wha
use public services inclading businessmen. Data collection techniquas were lve
inerviews and secondary data collection, The interdes resalis are transcribed and
slored an & llasn diske Dunrg e inlerviee, any sanalion in e concaplion revaealad
by the informan is considerad walid az the recorded data source. The phass of data
analysis covers three aspects, namely datadesignation {data structure and digestion)
and dala calegorizationdcoding (variatian of understanding and empirtcal manner)
using Myivo 12, as well as leemalation of resulls (identiication of conceplion and
outcome space) and preparation of rese arch renorts,

Hesultz and Discussion

Trangformation of Public Service Digitalization

Based on e mesulls of e onlecdews, Lthe inlormants enderslarding of lha
transformation oldigitized public services is attached to four concepts, namely related
to the media used, benefits, obstackes and the signifizanca of stakehalder engagement
In the dighization of publc =erdees, The fable below visually Bustrates: that
anslarmation Wewards e digiladizaticn o pubdc servica, bolh by publc, usars and
businessmen, which is characterized differanily bassed on their experience which than
produces lour conceplions as menbonad above,

Tabel 1. Dighalizaton of public service

Source: Data obtained by researchers, 2023




The digitizaton of pubic sarvices in devalogirg coundrias rafars 1o the procass
af integrating technolagy and digitzl platforms to improve the dalivery and accessibility
of gowvernment senvices to the public. The goal of this transition is to improve
efficiency, transparency, and accessibiity of goverrmant, Digitalization as an
innovation that drives efficiency and transparency in the public sactar, significanily
IMpraves governmaent-ciizen relations, Improves he I.';uﬂ.lilf.l' of semvices, recuces
burgawcralic  barriers, and drives sconomic  growth. Digilalizabon, which @5 a
transformation fraom tha private sector to the pubdic. involves a major shift froem paper-
hazad and manual sendices to technology and awtomation {Johanssan et &l 2023].
This transformation aims o increass the efficlency, accessibility, transpanrency, and
alleclivenass ol pubfic services prowvided by Ihe government o ils  cilizens,
Digitalization also encourages colaboration with a wide range of stakeholders,
including  goverrmert  agenciea, businesspeaple,  social  orgenizetions,  and
individuals. Slakehaolder ralations open up opportunities to bring fogether all
stakehaldera thus facilitating the coliection of different infarmation and perspeiives,
which will witimataly resuit in & more comprehensive Ggitization appraschiT unova et
al., 2022). (1]

Digital gowvernance and a-goverrance emphasize the role of 1T o cily
govemance, linked to peopla's desire fo providagelectronic services and  theair
interaction with 1CT-informead govemments, such as better access fo public senvices
and informaton. shorter response lmes, availability of anfine applications  and
ransacorsglarnd cosl savings for cilizens. In this conlexl digital governance is
defined as progress in imoroving the dalivery of pubdic information and senvices
Mrough organizational processas and echnologias thal make information morg
accessible and dissaminated in Al govermmsant agencies Pereira et al.. 20153).

Madia in the transfermation of public services

This sludy shows thal the concepl ol fransformalion inlo a digitized public sarvica s
understood by almast all informants 25 an innowation that uses information and
cammunication ladhnology — digilal meadia sech as websiles, sogial media and
applications. Manual or conservative governance of public services has been shifted
with the presence of information and communication technology, As shown by the
infcemant, the data shows In the waualizationbelow,




Tabel 2. Media Usage in digitalizabion of public service
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‘Bource: data oblained by researchers, 2025

Bagad on fha veuwalization abdva, il was found thal governmenls rapsesanled
by the three zervices as public serdce providers understand that digitizalion is ciosaly
linkad Lo inlarmabon and communicalion echnoigy. In this conlesl, peblic sarvicas
are then closaly related 1o thedigital media that is used, among others, based on the
web, applications and aocial media. Similar understanding is also found at the uaer
level of digitakzation of public zerices, The users revealed that the medisted ublic
service 15 & lorm al service nal doet nol comaoletaly replace the laca-lo-lace servico
but 1= effectve in colting the bureaveracy of services so that digdal madia becomes a
tonl that brimgs benefits to governmentas and citizans users. As ravealed by the
informant hedow,

tlze Jogm. Lafer, children who want fa jgin can jomn, thaza whao
dont wanf fo joln but wand fo walch can waloh via YouTuke On
YouTebe, somoirmes Somedrne asis wa chal on Youfube Lve
{Source: Fajar, 2023}

Well there are now maybe around 187 apolications in I af owr
Hace. So, we cal hal single sign-on, siwmgle 100 We are on
raceboot  Yogyakarta Cily Govermmend, then instagram.  then
Tuattar. Then wea also come from the Ministry of Tawnzm, we have
5PN Report, then the DY [Dhifterentiator, we have E-Aeport
1Bource: Frans, 2023)

You can chogse e me, what time # (s, fhen pow can register fo
uze f o the wehaia, Then after reqisferin, yvou will be fodd which
cerdar vou Wil go lo, (Source: Milra, 2023)

Baszad on tha axposura ol informands, this shedy shows thal online platiorms
hava been sasnas developments in communication ralations batwesan citizens and




govarmments as public service providers, Threa heads of govarmemant ministny stated
that the transformation of digiized putlic services provides media that gnables o
facilitate and acceierate interaction with the puble 0 as fo enable cfizens fo
participate elfectively in decision-making processes.

In 1erms of public service uaers, the emergence of the media shows that the
guiblic has the autonomy 1o use the senvices accordigh to their needs. The presence
of social media and Web 20 plays an Imporlant role in crealing a new sbde of
parlicipation. (e-particpation}. Digitalmedia in public sarvices such as apps, wabsElas
and socal media also lranslorms passive public behavior glo active, thus bullding
indapandence in the rmolemeantafion of sarvice procedures. Tha wse of sacial meadia
in governmant has many bensfits, such as beter collaboration and communication
between citizens and governments  (Dunan, 200203, citizen  empowenmeant,
govermiment ransparency, and, alse, buillding stakeholder engagaement (Kolk, 2018},

The informant's experience and undersianding of the emergence of digital
media in public fransformaticn reinforces the character of social media and Weh 2.0
as a crowdsourcing thal pelenbally enhances inleracton, distributon of informaticn
(Tania & Cahyono, 2022), and exchangs of contanl by wsers in this conlexl, social
media contributas to participatory democracy [Prigowidodo et al.. 2015} that allows
goveggrents to communicate and involve individuals or citizens in policymaking. The
role of social meds in the public secics has a positlve Impact on openness and
accounlaaiily, as wallas ancouraging craalive govarmants mechanisms and pubalic
invalvemant and interaction in public policy making.

In this secton, 1his study confirms thal cailtal media or technology is closaly
relalec lo managernant or governz@ice in sarving he public, Although J55 hasgpol
bean fully implemanted onling yet, the technology has played an important role that
gees bevond the tradifonal purpose of helping to aptimize community services and
imprave the quality of Yogyakara ciizens (lgbal, 2021). ICT s a solufion wused o
impenve the quality of interaction between the government and ils components, as
well as to bulld netwaorks that connect individualz with the govermnmeant

Public Service Digitization Benefits

Urderstanding the transformation of digitized public services is cloge by linkad to
the concept of the benefits obtainec friom digitization of puglic services, This conospt
Armerges freem fhe
raticnality of informants, who beleve that digitization has the patertial for

mademization in government governance as visualized belaw,




Tabel 3, Benelils of dgiladization af public sendice
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Zource: data processed by researchers, 2023

The data in the visualization sbove suoggests that zll informants have an
understanding and experience of the value or benefits of JS5. Digitalization of puolic
services offers a number of benefits by wsing technology 10 Mprove government
alliciency and communicalion with indwiduals. [Uimproves accassibility Tor the geraral
public by enabling theam 1o use onling esvices as thay wish and aliminating tha need
for face-to-face wisits. In addifion, it promatesresounce efficiency and cost savings for
governments as the transfon from paper-based systems 1o ggital glatiorms reduces
aperatinnal cnsis and adminisirativa liability

B]

JE5 also drives ir'l::'lli'-.'al.ﬂﬁ% clecision-making throwgh tha use of dala anabyse
and aulomation to enable governments 10 cuslomize sarvicas, increassa transparenty,
and encourage grester citizen paricipation. Owverall, digitestion of public senices
improves sendce delvery, impeoves efficiency and enables more responsive and
accountable adminigirabon. The lollowing = theinlarmants said,

How than the use and mpravemeant of the eniire camminicshion
fechnology s happening, aspecialy o thoge sectors of how the
public is asking lor speed, (s leels righl (Source: Sulhan, 2023)

Yag, infagrafian. 20 corelation, the ralatonshin with us, we 20 the
fme of wsing e maln admin Jdala lo check relaled fo bpls
parlicpaticn, parficipabion ae! our parlicioanis nal wa are always
ooordinative. so one aooiicalian is encwgh (Source: Wiryono, 2023)

Well in Wz application i s hoped thal people will now Lse mare
diigulal rrethods (o oddar oo sorwioes, Tharg 15 0o negd [0 keen
caming fo cifphal and bringing documeants and filas (Saurca: Frans,
2023)

Coincidentaily, we are sef-amplayed, =i, and in ferms of marketing
we are also very helofl Soowe don’ have fo orent & place so




axpansivaly. After this apobicalion was availabla, I really helped us,
e can upioed it fhuere and sall & (Source:; Sukirman, 20283)

The unclerslanding and axpariance ol he heads o govermmenl senica above
showes thal fheappication in J35 simplifies the process of public sereice. J25 as a
public serdice transformaton has improved the overall experienee of Yoovakana
citzens  fowards information  and communication  Echnology-bassd  services.
Giovemments can provice quick, customized.and convanient acceas to a wide rangs
of services, rangirg from health, edusation, and infermation, At the business lavel,
e applicalions provided by the Yogyakarta Cily Government ame also able o
provide efficiercy n the markeling of products theraby reducng distribution costs
(Falntra et al.. 20215 This stedy shows that the efficiency of digifalization of public
Senvices i3 @ major sub-cancept in the understanding and experience of informants,
Both cilizens and governments benelit from the efliciency of public service
transformatian,

Digtization in public senvdce governance helps policymakars make data-nased
assczsments hus oplimizng resource allecation and policy development through
data analysis and insghls. Moreover, this is o ensure that all groups of sociely
hava ACTEEE to ERMICES,
promaling inclusion, recucing digital gaps and advancing social pstce. Basically,

digital transfarmalion in public servicas modernizes administralion whils also
ampawering citizens and promaiing community progress (Trischler et al.. 2023).

Digitizad public servicas ara part of digital govamancs, as a manifastation of
demacratization and greater public patizipation in government activities. The banefits
achieved by the two sides show that digtalization has promoted collaboraton and
engagement as well a5 the modemization of goverment-pecale communicatian. In
the end, digitalization emphasizes service-cremtad, user-caniric or publo-caentric
[Barmard el al.. 1893) Digitalization brings ransparancy L governance and increases
citzens' confidence ard satisfaction. Citizens feel satizfiad whean they can maet thair
nesds, sech Ba abtzinmg the information they are boking far and enjoving a sandice
experience that meets their interests. Interoperabiifgy between various government
depariments  is  achieved  tcugh invesiments i shared  infrastraclure and
applications (hardware and soflware], data managemenl sarvicas, system infegralion
amd sdaptation. and cother initintves. Increased local government investiment in
informalion  and  communicatons  lechrology will  ferther boost  adminisleative
afficienoy, automation, and performance, thus havirg a significant impact on services,
improvemments and accessinildy for citizens [Dema el al., 2023],

Barriars to Public Sarvice Digitalization

Ir this section, the informants stated about their experience and understanding that
bz acaplion af techivalogy @ the administrabion ol poblic Sepaces does havo
abelacles. This barrier is also underslood as a process in the ransformation of
digitized public servicea. Tha infarmants stated that the abstacles are relatad 10 the
access and readiness of human resources in managing the digitalization of public
services, Below is the visualzatan,




Table 4. Barriers 1o digitalization of public services
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Source: dala processed by researchers, 2023

The above vizualization shows that the coneeption of barriers to digitization of
publc sevices is inherent in the experience and understanding of informants whean
inleracting with lechnology. The digitizaton of public sorvces poses 3 sgrdicant
barmier in developing countrias. The main problem is inadeguate infrastruciere, which
inciucies relizble mtemet availability and stable power supply. In addition, it is linked
to the charactarslics of the population of developing countries that lack cigial Maracy
s becoming a Darrier 1o using digital servces elleclively (Hywtinen of al., 2022).
Imformards from the governmand showeased their experience in building a digital-
hased bureaucratic cufture such as the human resounces’ gengraphical readiness,
which leads to unegual bandwidth power in each region, infrasreciure and other
technical problems. In this context, the mplementation of digitalizetion of public
servicas in developing countries requires invesiments in & vanety of resources o
overcome digital gaps, overcome cultural preferences, and ensure he suskainabikly
of Baildirgg democralic sarvicas (Lindgran ol al, 2019} Hers arg whal informants szid
about tha harriers,

The probleen i aclualy fechrdcal, wes, the lechmical order, so this
fechinicalordar i3 pacd of thal, we have o ancourages them lo becoms
iT literate again, which s st quits aifficul (Source: Wiryono, 2023)

it has o do with fhe powsr of the supper systam of communication,
gzpacigily banowiaht, (Source; Sulhan, 2023)

cspesialy for Mends whose main sooaization s s being
imprved. hecause hers 12 mo guaratiee that fends from beiow
are tachnoloqicaily Wferate. {Source: Aj, 2023

For users or citizens, the barrier 1o the digitization of public ssrices s in
access at the timethey wse a public service apolication or wabsite. The informant's




axpasura sugaesis thal the creation of available digital infrastrocturs is ned opbimal
still requirea development as well a5 improved affordability to ensurs that everyone
can make use of digital services, regardless ofwhers they live or their leve! of ahifity
The case of accessibility of public services witimalely mplies confidence i the
govemnment a5 well as public paricipation, The availability of digitalization of public
servicas i this conlext s then relaled to human-computer interaction, e lechnical
issues both in the conbaxt of dasign and apolicalion usability and more crocial ishow
to impeove services based on usar nesds (Althunibat et al.. 2021).

3

Lack ol infraslruclure is an imporlant obslagp lo the implementation of
digitalization of g goverrument servicss in Indonesia. The digilal divide in Indonesis
i= linkad to the dynamics of problems in Indonasian population demography. Thaes
barriers are linked i the viewpaint of the govemmant as a public sarvice provider
ar the cllizen as a user. Governments lake posions as managars, which reguing
nil only lop-down communicalbion bul teo-way communicalion balwesan cilizans and
govermiment s (Sarcfah, 2023},

Stakeholder engagement in the digitalization of public services

Basad on lha inlormant's stalement, the shedy also fownd thal e concepl ol
transformation of digitized public serviess 2 linksd to stakehalder engagament. The
concept consists of threesub-concepts: stakeholders’ participation, salution for digital
divide and the prezence of improvemernt factors in public services, As you can s2e in
e Labie below,

Takle 5, Stakenokder Engagameant In digitalization of pualic services
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Source: data processed by ressarchers, 2023

The usa of JS5 invohes many stakeholders, apart from several govemmeant agencies
as well as facllities at the sub-district and sub-district levels, Improvisation in JSS
must also adapl obae neads and inlerasts ol cileans and businass peopla as J55
users =0 that tha adoption and accaleration of technology uss is optimal. The concspt




of staksholder engagament in JS5 in tha findings of this stody is inlaresting
cansidering that digitalization of public services will not be successfully implemanted
without public support, As the informant explained, even though public serices are
underging & ransformation o the enling realm, an oflling approach is still neecdad
as a method for imvalving stakeholders in the digtalization of public services, in
acidition o communication Tacilities in e onling realm. Socialization is carded out,
amorng alhar hings, Breugh consultations at tha AT ar BW leval, holinas or onling
comvarsations. These channels provide ocpportundties for stakeholders o leamn about
digitalization semwvices as well as provide feadback, As explained by the infarmant
below,

The government can't raly an s awn strengin. So prvate seciars
hava fahe invalved (Source: Sulhan, 2023)

This 15 &= & guide for e cormrmuly of we also ile Sraoifional
faps-in- facs socialzation, we nvite repressnizhves from  ths
ATAW ar from the willage or commandy. (Source: Fajar, 2023)

it iz g must, heceuse for 24 howrs & has o he answered, whaever
desn't answer it will ba reported tomarraw, At legaf 2 nofe from the
mayar, Hhe mayor would have fo report o the governor evary three
months So e performance of e g is sure that the digital feal
e ¥ disaoogar (Sourca: Wirgono, 2023)

Sltakeholder engagement is a mggileslation of collaborative, open, and cilizen-
candred govarmance. The emergence of social media, mabiles conrectivily, and big
data m=s well as informaton transparency|Sanviantn, 20200 have prompted
governments to oreate & govergent vision of adopting information and
communication technologies that are more open, collaborative, andresponsive 1o the
neecs and interespy of cilizens. Inrovalion in M1CT not only alfects haw gosarnmeants
Prerate, distrioute sarvicas, and solva public problems in relation to citizens, butalso
addresses social impact and empowers diizens (Frivaina et al, 20200

Co-creation emphasizes the importance of communication and coordination
both top-down and bottom-up, therehy encouraging collaboration and decision-
making invahing stakeholcars al varous stages of the policy cvele (Scupoda & Menge
20220 which reprasenls colboralion B value creabon (Trschler & Wesiman
Trschlar, 2022). Whsan arganizations interact and exchange information with
stakehnlder interssts in arcler to irmprove the guality of puslic service, it will increase
accourtabiity through the decision-making process so as to polentiatly create sharad
value { Kuoppakangas of al., 2023) and improve the sustainabiity of public servicoes,




The Quicome spaces

Tabet & Oufcome space of public service digitalzation
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2

The phenomerographic approach describes colective infetleciuals in the lorm
of oufcoma spacs, which s an empirical map of experiences, coneeplualizalons,
feglings and understanding of the phenomena in the world around informants in
differant ways (Barnard et al., 19%39). Based on the autcome space table abowe, this
study shows that at the refarential aspact level (what), the presence of the meadia
used in the digitalization of public services rakes the structural aspact (how), Le, the
need for nes 2kills that underpin the transformation of the publs serice governance,
Thesa =skills musl be abla o mesl he meeds of digiklization. Cilizars: who arber
digitalization must hava the skills to operate digital media. Tha ability to paricipate in
society through the Intermet & known as "digital citizenship” T. H. Marshall defined
citizenship as the granting of chl, polibcal and social eghts 10 afl pecple wiho
participala in polilical communilies. including the righil Lo participate Tully in social lite.
Paopla callsd digital citizens use technology routinely; they uss 1 o gather palitical
infcrmations & fallil Beir obfigaons as citizans, and ey use lBchnalogy Tor econamic
purpasas in their workplases {Third et al., 2019). Rasaarch shows that access 0 the
Imternat is very bensficial 1o economic welkhaing ard democratic paricipation. Somea
shudias show that access o the Internet enhances public choice and involvenmsan

The intraduction of infarmation ard communications technology {(1CT) or digital
into public administration has resulted in major changes in the way public sesvices
work, CHizens' reed for fast and real-fime acoess to sendces can no longer be
avoided Dy the demands and dynamics of globalization. Cegitalization s then e
arswar 1o e governmant's obligations ointeract with the public. provide sesvices
and fulfil it previnu ey sat taske. Digitization ig alzn
the mast effective way 1o change the behavicr of governments and cilizens in sching
problems malaled o economics, polibcs, cullers and  socisly, Furthermore, e

conceplion of henefils and bamears sruciurally related to the implicatons of the
adaplion o inlarmalon and  commuenication  lechnology, bBolh o poesilively and




neqalivaly. The digital media wsed in public govamancs s undarstocd not only 1o
provide henefita but alen o have technicel and ancizl conatraints. JS8 s an
innowvatian and integration of public service governances that has not vet been matched
with the preparedness of human resourcesand clizens, Inthe conlext of swslainab:lity
and davalopment of JS35, his research finds stakeholder engacsmeant carmiad oul 1o
build co-production and shared values ao that both governments as wall as cilizens in
varous layers have the same perception about the use of the 55 in public serdcs.

Conclusion

Based an e above arguments, ha sledy Tound thal public senvics branshaormation is
divided into four concepts and each has sub-concepts relevant to tha axparience of
the infarmant. The concept sugoests thal the experience and undersianding of
informanis conasting of heads of government, users, academics and businassmen
vary Bul hawea he same amphasis on iba ranslormalbion of degilized public samvicas,
Tha first conocept suggested that digitised public servicas ars understcod as the
presence 0f conssrvative or manuzl service shifting media that requires physical and
face-to-face interacton. In this context, the media s presented as an important
inatrument in the digifization of public service.

Tha next concept of informants relates to the bensfits obtzined in digital-based public
servica gqovermnancs, This concept s closely linked 1o the character of the digital
madia used n pubdicsaervices, has supporling the parformance o govemmanls 1o
provice services thal are fast, trransparent, masswely efficlent, Integrated and
credibde. J55 as an innovation in ke translormation of public sarvices. on ba ong
hand provides benelits as shown above but hasobstacles amyeway, The sub-concepis
in the barriers are clessic in developing countries, namely the ahbility of usera or
commanities 1o access digital services an one sice, On the ather hand, the leacers of
e feld m e govemmaen] also staled Ihe obslackes associaled  wath e
unprecedentad systems ard digital human resources capabilities, Varialion of
pxparience forma an informant's understanding, which is wery substantial in the
adoption of techrology, The sub-conceptss found in the research explain more
specifically about the picture of each individual's experence. The concept of public
digitization benefits has the most sub-concepts, sugoesting that informants have
positive crperiences relaled 10 the adoplon and impemeaentation of infermation and
sommaunication lechnalogies. This sludy suggesls hal a common understanding ol
the imporfanca of digital transformation in public sanvice will stimulate tha birth of co-
procuction in formulating shared values on public service. Even i the number of
informants & anly elght, but according 1o the principle of guailtative data colkaction,
lis sludy has achioved Saluralad dala,
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