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Abstrak 

Penelitian ini bertujuan untuk mengeksplorasi 

konsep aktor tentang digitalisasi layanan publik 

melalui pengalaman, persepsi dan pemahaman 

mereka yang tidak banyak diungkapkan dalam 

penelitian. Aktor-aktor ini terdiri dari 

pemerintah sebagai penyedia layanan dan 

pengguna termasuk aktor bisnis dan akademisi. 

Pada prinsipnya, keberlanjutan digitalisasi 

layanan publik akan sebagian besar ditentukan 

oleh partisipasi dan dukungan pengguna atau 

warga negara. Studi ini dilakukan di Yogyakarta 

sebagai salah satu kota yang menyediakan 

digitalisasi layanan publik satu pintu yaitu JSS 

(Jogya Smart Service) sejak 2018. Metode yang 

digunakan dalam penelitian ini adalah 

Fenomenografi dan informan yang terlibat 
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adalah 8 orang yang terdiri dari tiga orang 

pejabat pemerintah, seorang warga masyarakat, 

seorang akademisi, dan tiga pengusaha. 

Pengumpulan data dilakukan melalui 

wawancara. Hasil studi ini mengungkapkan 

bahwa ada variasi dalam konsepsi aktor. Variasi 

konseptual ini berkaitan dengan penggunaan 

media, manfaat dan hambatan dalam digitalisasi 

layanan publik serta keterlibatan pemangku 

kepentingan yang diperlukan dalam digitalisasi 

layanan publik. Tiap konsepsi memiliki variasi 

sub konsepsi dan konsepsi manfaat digitalisasi 

informasi publik memiliki sub konsepsi yang 

paling banyak. Banyaknya variasi di sub 

konsepsi tersebut menunjukkan bahwa tiap 

informan memiliki persepsi serta pengalaman 

positif yang beragam terkait implementasi JSS. 

Outcome space menunjukkan bahwa digitalisasi 

layanan publik melibatkan tiga pemahaman 

yaitu munculnya kebutuhan baru dalam 

digitalisasi; adanya implikasi teknologi; 

produksi, dan nilai bersama. 

 

Kata kunci: transformasi, digitalisasi layanan 

public, layanan pintar Jogya, konsepsi, 

fenomenografi 
 

 

 

Abstract 

The study aims to explore the actors' conceptions 

of the digitalization of public services through 

their experiences, perceptions, and 

understanding which are not widely disclosed in 

research. These actors consist of the government 

as a service provider and users including business 

actors and academician. In principle, the 

sustainability of the digitalization of public 

services will be largely determined by the 

participation and support of its users or citizens. 

The study was conducted in Yogyakarta as one of 

the cities that provided digitalization of one-door 

public services namely JSS (Jogya Smart 

Service) since 2018. The method used in this 

study is Phenomenography and the informants 

involved are 8 people consisting of three people 

of government officials, a citizen, an 

academician, and three businessmen. Data 

collection was conducted with interviews. The 
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results of this study revealed that there was a 

variation in the conception of the actors. These 

conceptual variations relate to the use of media, 

the benefits and obstacles in digitalizing public 

services as well as the stakeholder engagement 

required in the digitalization of public services. 

Each conception has a variation of the sub- 

conceptions and the concept of the benefits of 

digitalization of public information has the most sub-

conceptions. The number of variations in the sub-

conceptions indicates that each informant has a diverse 

perception as well as positive experiences related to the 

implementation of JSS. The outcome space 

demonstrated that the digitalization of public services 

entails three understandings: new skills required; 

technological implications; co-production, and shared 

values. 

 

Keywords: transformation, digitalization of 

public services, Jogya smart services, 

conceptions, phenomenography 

 

INTRODUCTION 

 

Public services in Indonesia that were 

previously carried out conventionally have 

undergone a transformation after the 

autonomy policy, moving towards smart 

government-based information technology. 

Research on digital transformation in public 

service governance in Indonesia is currently 

widely conducted  (Pratama et al. 2023, 

Hamjen 2023, Kusumastuti et al. 2022) but 

not many have explored how actors 

understand the digitalization of public 

services. The understanding of these actors is 

critical to the long-term viability of collaborative, 

synergistic, civic-centric public services as a 

manifestation of democracy.  

Several large cities that have adopted 

information and communication technology 

in providing public services are Yogyakarta 

through JSS (Jogya Smart Service). JSS 

began to be used by the Yogyakarta City 

Government in 2018, with an application 

platform and website that provides digital 



7 

 

public services ranging from health issues, 

population issues to accessing real time 

broadcasts on CCTV installed in several 

corners of the city of Jogya. 

Digitalization into public 

administration has resulted in a major change 

in the way public services are delivered 

(Kemal and Shah 2023). Digitalization is 

then the answer to the government's 

obligation to interact with the public, provide 

servants, and the most effective way to 

change the behavior of governments and 

citizens in solving problems related to 

economics, politics, culture, and society 

(Davis 2021).  

Public service transformation is seen 

as successful when the culture, behavior and 

viewpoint of both government and users have 

shifted in accordance with the objectives of 

digitalizing public services. Physical 

presence or face-to- face interaction that 

originally became a must in public service 

mechanisms shifted with the presence of 

applications or websites (Review at al. 2014). 

The digital transformation is not only 

expected to transform services into online 

services but it emphasizes on an integrated 

service system so that all social groups in 

society can experience     innovation in public 

services (Third et al. 2019). 

Digitalization of public services 

automatically improves business processes to 

make availability faster, easier, cheaper, 

transparent and accountable. In this context, 

the digitalization of public services has 

prompted governments to redefine business 

processes that require changes in operational 

procedures. Public services digitalization 

also focuses on accuracy in time or real- time 

as well as developing digital devices that 

support the operationalization and provision 

of services to the public(Dunleavy et al. 

2011). Digitalization of public services also 

helps governments to continue to innovate 

and modify business processes to respond to 

or change behavior, demographic  differences 
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and individual preferences in the digital age 

(Safarov 2021). Since people's lives are 

changing and dynamic, it is a public service 

challenge to provide services that are faster, 

easier, less expensive, and more transparent. 

Digitalization in governance begins 

with the implementation of e-government. E-

Government is a fundamental tool for 

governments to transform into responsive, 

transparent, and facilitating access to 

information, freedom of expression, 

efficiency, productivity, and social 

inclusion(Kassen 2019). The use of mobile 

devices (Mobile, Tablet, Pads, etc.) is the key 

point of smart government. Thus, many 

researchers refer to smart government using 

the term 'm- Government' (Al-obaithani et al. 

2018). Mobile devices have become a part of 

human life, and this reality provides an 

opportunity for public service providers or 

governments to start changing their activities 

according to the demands, convenience and 

efficiency of interaction for governments and 

citizens(Simmonds et al. 2021). Smart 

government is regarded as part of the e-

government that consists of other channels to 

provide government information and 

services(Al-obaithani et al. 2018). Besides, 

this service has its own functions and features. 

Some researchers believe that smart 

government will not completely replace e-

governing activities, and therefore should be 

complementary to e-Governing efforts.  

A previous study had clarified the 

adoption of e-government via the PC-based 

internet is largely limited to educated groups 

that have their own efficiency in using 

computers, software, and the internet. Unlike 

mobile devices that can be used for any 

purpose including interacting with 

government sites to search for various public 

services and does not require very 

sophisticated knowledge and skills. This has 

caused the use of mobile and its applications 

to have become popular among urban, 

suburban, and rural residents (Shareef, 
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Archer, and Dwivedi 2012).  

The digitalization of public 

information services in Jogyakarta city 

began in 2018 with the launch of JSS as an 

integrated public service application 

(Falentina et al. 2021, Gumilar 2020, Iqbal 

2021). Currently JSS is continuously 

transforming and has provided 299 public 

services integrated, which can be accessed by 

the entire community. JSS is a super app with 

the concept of Single ID, Single Window, 

and Single Sign On so users can access 

various services through just one app and 

one account. As of April 2023, there are 

more than 200 servers that have been 

integrated into JSS with the number of users 

reaching 220,479 accounts by April 2023. 

(Source: The Innovations from Yogyakarta 

and Central Java, Exhibited at KIPP 2023 

Day Six, 06 July 2023).  

According to the latest data in 2022, 

the number of active users of the Jogja Smart 

Service app has reached 75,970 active 

accounts. The data suggests that the 

transformative governance system in 

Yogyakarta City needs stakeholder support 

so that redundancy by accelerating the use of 

information and communication technology 

can have an impact on public satisfaction 

with government performance(Indriyani, 

Nurdiarti, and M. Nastain 2022). JSS is also 

one of the 45 commended innovations in 

public service by the Ministry of PANRB in 

2023.  As the implementation of JSS as one of 

the public services that gained public 

recognition, this research then sought to 

investigate how actors, including public service 

providers and users conceptualized digital 

bureaucracy transformation in JSS. 

 

METHOD 

 

The method used in this study is 

phenomenography that emphasizes 
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conception as the center for describing 

knowledge (Marton 2004). Knowledge is a 

product of the process of thinking and 

depending on the world outside the 

individual. Knowledge assumes a relational 

nature, and involves a constant connection 

between thought, experience, and a 

phenomenon. Phenomenography focuses on 

three things. First, the public on interests. 

Second, content-oriented. And third, 

describing conceptions of various aspects of 

their reality (Marton, 1981; Yates et al., 

2012). The informants in this study include 

the elements of bureaucracy that exist in the 

Yogyakarta City Government, citizens, 

academicians and businessmen who have 

used JSS. 

The research subjects were selected 

purposively by a sampling consisting of 

several heads of government services, local 

government officials and citizens who use 

public services including businessmen. Data 

collection techniques were face to face 

interviews and secondary data collection. 

The interview results are transcribed and 

stored on a flash disk. During the interview, 

any variation in the conception revealed by 

the informant is considered valid as the 

recorded data source. The phase of data 

analysis covers three aspects, namely data 

designation (data structure and digestion) and 

data categorization/coding (variation of 

understanding and empirical manner) using 

NVivo 12, as well as formulation of results 

(identification of conception and outcome 

space) and preparation of research reports.  

 

 

RESULTS AND DISCUSSION 

 

Transformation of Public Service 

Digitalization 
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Based on the results of the interviews, 

the informants’ understanding of the 

transformation of digitized public services is 

attached to four concepts, namely related to 

the media used, benefits, obstacles and the 

significance of stakeholder engagement in the 

digitalization of public services.  

The digitalization of public services in 

developing countries refers to the process of 

integrating technology and digital platforms to 

improve the delivery and accessibility of 

government services to the public. The goal of 

this transition is to improve efficiency, 

transparency, and accessibility of government. 

Digitalization as an innovation that drives 

efficiency and transparency in the public sector, 

significantly improves government-citizen 

relations, improves the quality of services, 

reduces bureaucratic barriers, and drives 

economic growth.  

Digitalization, which is a 

transformation from the private sector to the 

public, involves a major shift from paper-

based and manual services to technology and 

automation (Johansson, Thomsen, and 

Åkesson 2023). This transformation aims to 

increase the efficiency, accessibility, 

transparency, and effectiveness of public 

services provided by the government to its 

citizens. Digitalization also encourages 

collaboration with a wide range of 

stakeholders, including government agencies, 

businesspeople, social organizations, and 

individuals. Stakeholder relations open up 

opportunities to bring together all 

stakeholders thus facilitating the collection of 

different information and perspectives, which 

will ultimately result in a more 

comprehensive digitalization approach 

(Trunova, Khodachek, and Khodachek 

2022). 

Digital governance and e-governance 

emphasize the role of ICT in city 

governance, linked to people's desire to 
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provide electronic services and their 

interaction with ICT-informed governments, 

such as better access to public services and 

information, shorter response times, 

availability of online applications and 

transactions, and cost savings for citizens. In 

this context, digital governance is defined as 

progress in improving the delivery of public 

information and services through 

organizational processes and technologies 

that make information more accessible and 

disseminated in all government 

agencies(Pereira et al. 2018). 

 

Media in the transformation of public 

services 

 

This study shows that the concept of 

transformation into a digitized public service 

is understood by almost all informants as an 

innovation that uses information and 

communication technology – digital media 

such as websites, social media and 

applications. Manual or conservative 

governance of public services has been 

shifted with the presence of information and 

communication technology.  

 

Figure 1. Media Usage in digitalization of 

public service 

 

     
 Source: data obtained by researchers, 2023 

 

Based on the visualization above, it 

was found that governments represented by 
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the three services as public service providers 

understand that digitalization is closely linked 

to information and communication 

technology. In this context, public services 

are then closely related to the digital media 

that is used, among others, based on the web, 

applications and social media. Similar 

understanding is also found at the user level 

of digitalization of public services. The users 

revealed that the mediated public service is a 

form of service that does not completely 

replace the face-to-face service but is 

effective in cutting the bureaucracy of 

services so that digital media becomes a tool 

that brings benefits to governments and 

citizens users.  

 
Use Zoom. Later, children who want to 

join can join, those who don't want to join 

but want to watch can watch via YouTube. 

On YouTube, sometimes someone asks via 

chat on YouTube Live. (Source: Fajar, 

2023) 

 

Well, there are now maybe around 197 

applications in it at our place. So, we call 

that single sign-on, single ID. We are on 

Facebook Yogyakarta City Government, 

then Instagram, then Twitter. Then we 

also come from the Ministry of Tourism, 

we have SP4N Report, then the DIY 

Differentiator, we have E-Report. (Source: 

Frans, 2023). 

 

You can choose the time, what time it is, 

then you can register to use it on the 

website. Then after registering, you will be 

told which center you will go to. (Source: 

Mitra, 2023) 

 

Based on the exposure of informants, 

this study shows that online platforms have 

been seen as developments in communication 

relations between citizens and governments as 

public service providers. Three heads of 

government ministry stated that the 

transformation of digitized public services 

provides media that enables to facilitate and 
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accelerate interaction with the public so as to 

enable citizens to participate effectively in 

decision-making processes. 

In terms of public service users, the 

emergence of the media shows that the public 

has the autonomy to use the services 

according to their needs. The presence of 

social media and Web 2.0 plays an important 

role in creating a new style of participation. (e-

participation). Digital media in public services 

such as apps, websites and social media also 

transforms passive public behavior into 

active, thus building independence in the 

implementation of service procedures. The 

use of social media in government has many 

benefits, such as better collaboration and 

communication between citizens and 

governments (Dunan 2020), citizen 

empowerment, government transparency, 

and, also, building stakeholder engagement 

(Kolb 2018).  

The informant's experience and 

understanding of the emergence of digital 

media in public transformation reinforces the 

character of social media and Web 2.0 as a 

crowdsourcing that potentially enhances 

interaction, distribution of information (Tania 

and Cahyono 2022), and exchange of content 

by users. In this context, social media 

contributes to participatory democracy 

(Priyowidodo et al. 2019) that allows 

governments to communicate and involve 

individuals or citizens in policymaking. The 

role of social media in the public sector has a 

positive impact on openness and 

accountability, as well as encouraging 

creative governance mechanisms and public 

involvement and interaction in public policy 

making. 

In this section, this study confirms that 

digital media or technology is closely related 

to management or governance in serving the 

public. Although JSS has not been fully 

implemented online yet, the technology has 

played an important role that goes beyond the 

traditional purpose of helping to optimize 
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community services and improve the quality 

of Yogyakarta citizens (Iqbal 2021). ICT is a 

solution used to improve the quality of 

interaction between the government and its 

components, as well as to build networks that 

connect individuals with the  government. 

 

Public Service Digitalization Benefits 

 

Understanding the transformation of 

digitized public services is closely linked to 

the concept of the benefits obtained from 

digitalization of public services. This 

concept emerges from the rationality of 

informants who believe that digitalization 

has the potential for modernization in 

government. 

 

Figure 2. Benefits of digitalization of public 

service 

 

    
Source: data processed by researchers, 2023 

 

The data in the visualization above 

suggests that all informants have an 

understanding and experience of the value or 

benefits of JSS. Digitalization of public 

services offers a number of benefits by using 

technology to improve government 

efficiency and communication with 

individuals. It improves accessibility for the 

general public by enabling them to use online 

services as they wish and eliminating the 
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need for face-to-face visits. In addition, it 

promotes resource efficiency and cost savings 

for governments as the transition from paper-

based systems to digital platforms reduces 

operational costs and administrative liability. 

JSS also drives innovation in decision-

making through the use of data analysis and 

automation to enable governments to 

customize services, increase transparency, 

and encourage greater citizen participation. 

Overall, digitalization of public services 

improves service delivery, improves 

efficiency and enables more responsive and 

accountable administration.  

 

 
How then the use and improvement of the 

entire communication technology is 

happening, especially in those sectors of 

how the public is asking for speed, this 

feels right. (Source: Sulhan, 2023) 

 

 

Yes, integration, so correlation, the 

relationship with us, we at the time of 

using the main admin data to check 

related to bpjs participation, 

participation not our participants that we 

are always coordinative, so one 

application is enough (Source: Wiryono, 

2023) 

 

Well, in this application it is hoped that 

people will now use more digital methods 

to obtain public services. There is no 

need to keep coming to city hall and 

bringing documents and files (Source: 

Frans, 2023) 

 

Coincidentally, we are self-employed, sir, 

and in terms of marketing we are also very 

helpful. So we don't have to rent a place 

so expensively. After this application was 

available, it really helped us. We can 

upload it there and sell it. (Source: 

Sukirman, 2023) 

 

The understanding and experience of 

the heads of government service above shows 



17 

 

that the application in JSS simplifies the 

process of public service. JSS as a public 

service transformation has improved the 

overall experience of Yogyakarta citizens 

towards information and communication 

technology-based services. Governments can 

provide quick, customized, and convenient 

access to a wide range of services, ranging 

from health, education, and information. At 

the business level, the applications provided 

by the Yogyakarta City Government are also 

able to provide efficiency in the marketing of 

products thereby reducing distribution costs. 

This study shows that the efficiency of 

digitalization of public services is a major 

sub-concept in the understanding and 

experience of informants. Both citizens and 

governments benefit from the efficiency of 

public service transformation. 

Digitization in public service 

governance helps policymakers make data-

based assessments thus optimizing resource 

allocation and policy development through 

data analysis and insights. Moreover, this is 

to ensure that all groups of society have 

access to services, promoting inclusion, 

reducing digital gaps and advancing social 

justice. Basically, digital transformation in 

public services modernizes administration 

while also empowering citizens and 

promoting community progress.(Trischler et 

al. 2023) 

Digitalization of public services are 

part of digital governance, as a manifestation 

of democratization and greater public 

participation in government activities. The 

benefits achieved by the two sides show that 

digitalization has promoted collaboration and 

engagement as well as the modernization of 

government-people communication. In the 

end, digitalization emphasizes service-

oriented, user-centric or public-

centric.(Barnard et al. 1999) Digitalization 

brings transparency to governance and 

increases citizens' confidence and 

satisfaction. Citizens feel satisfied when they 
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can meet their needs, such as obtaining the 

information they are looking for and enjoying 

a service experience that meets their 

interests. Interoperability between various 

government departments is achieved through 

investments in shared infrastructure and 

applications (hardware and software), data 

management services, system integration and 

adaptation, and other initiatives. Increased 

local government investment in information 

and communications technology will further 

boost administrative efficiency, automation, 

and performance, thus having a significant 

impact on services, improvements and 

accessibility for citizens.(Dema et al. 2023) 

 

Barriers to Public Service Digitalization 

 

In this section, the informants stated 

about their experience and understanding that 

the adoption of technology in the 

administration of public services does have 

obstacles. This barrier is also understood as a 

process in the transformation of public 

service digitalization. The informants in this 

part stated that the obstacles are related to the 

access and readiness of human resources in 

managing in managing public service 

digitalization.  

 

Figure 3. Barriers to digitalization of public 

services 
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Source: data processed by researchers, 2023 

 

The figure shows that the conception of 

barriers to digitalization of public services is 

inherent in the experience and understanding 

of informants when interacting with 

technology. The digitalization of public 

services poses a significant barrier in 

developing countries. The main problem is 

inadequate infrastructure, which includes 

reliable internet availability and stable power 

supply. In addition, it is linked to the 

characteristics of the population of 

developing countries that lack digital literacy 

thus becoming a barrier to using digital 

services effectively (Hyytinen, Tuimala, and 

Hammar 2022). Informants from the 

government showcased their experience in 

building a digital-based bureaucratic culture 

such as the human resources’ geographical 

readiness, which leads to unequal bandwidth 

power in each region, infrastructure and other 

technical problems. In this context, the 

implementation of digitalization of public 

services in developing countries requires 

investments in a variety of resources to 

overcome digital gaps, overcome cultural 

preferences, and ensure the sustainability of 

building democratic services (Lindgren et al. 

2019).  

 
The problem is actually technical, yes, the 

technical order, so this technical order is 

part of that, we have to encourage them to 

become IT literate again, which is still 

quite difficult (Source: Wiryono, 2023) 
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It has to do with the power of the support 

system of communication, especially 

bandwidth. (Source: Sulhan, 2023) 

 

Especially for friends whose main 

socialization is still being improved, 

because there is no guarantee that friends 

from below are technologically literate. 

(Source: Aji, 2023) 

 

For users or citizens, the barrier to the 

digitalization of public services lies in access 

at the time they use a public service 

application or website. The informant's 

exposure suggests that the creation of 

available digital infrastructure is not optimal, 

still requires development as well as 

improved affordability to ensure that 

everyone can make use of digital services, 

regardless of where they live or their level of 

ability. The ease of accessibility of public 

services ultimately implies confidence in the 

government as well as public participation. 

The availability of digitalization of public 

services in this context is then related to 

human-computer interaction, the technical 

issues both in the context of design and 

application usability and more crucial is how 

to improve services based on user needs 

(Althunibat et al. 2021). 

Lack of infrastructure is an important 

obstacle to the implementation of 

digitalization of e- government services in 

Indonesia. The digital divide in Indonesia is 

linked to the dynamics of problems in 

Indonesian population demography. These 

barriers are linked to the viewpoint of the 

government as a public service provider and 

the citizen as a user. Governments take 

positions as managers, which require not 

only top-down communication but two-way 

communication between citizens and 

governments (Sarofah 2023) 
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Stakeholder engagement in the digitalization 

of public services 

 

Based on the informant's statement, the 

study also found that the concept of 

transformation of digitized public services is 

linked to stakeholder engagement. The concept 

consists of three sub-concepts: stakeholders’ 

participation, solution for digital divide and the 

presence of improvement factors in public 

services.  

Figure 4. Stakeholder Engagement in 

digitalization of public services 

 

    
Source: data processed by researchers, 2023 

 

 

The use of JSS involves many 

stakeholders, apart from several government 

agencies as well as facilities at the sub-district 

and sub-district levels. Improvisation in JSS 

must also adapt to the needs and interests of 

citizens and business people as JSS users so 

that the adoption and acceleration of 

technology use is optimal. The concept of 

stakeholder engagement in JSS in the findings 

of this study is interesting considering that 

digitalization of public services will not be 

successfully implemented without public 

support. As the informant explained, even 

though public services are undergoing a 

transformation into the online realm, an 

offline approach is still needed as a method 

for involving stakeholders in the 
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digitalization of public services, in addition to 

communication facilities in the online realm. 

Socialization is carried out, among other 

things, through consultations at the RT or 

RW level, hotlines or online conversations. 

These channels provide opportunities for 

stakeholders to learn about digitalization 

services as well as provide feedback. 

 
 

The government can't rely on its own 

strength. So private sectors have to be 

involved (Sumber: Sulhan, 2023) 

 

This is as a guide for the community or 

we also invite traditional face-to- face 

socialization, we invite representatives 

from the RT/RW or from the village or 

community. (Sumber: Fajar, 2023) 

It is a must, because for 24 hours it has 

to be answered, whoever doesn't 

answer it will be reported tomorrow. At 

least a note from the mayor, the mayor 

would have to report to the governor 

every three months. So the 

performance of the app is sure that the 

digital trail won't disappear. (Sumber: 

Wiryono, 2023) 

 

Stakeholder engagement is a 

manifestation of collaborative, open, and 

citizen-centred governance. The emergence 

of social media, mobile connectivity, and big 

data as well as information transparency have 

prompted governments to create a 

government vision of adopting information 

and communication technologies that are 

more open, collaborative, and            responsive to 

the needs and interests of citizens. Innovation 

in ICT not only affects how governments 

operate, distribute services, and solve public 

problems in relation to citizens, but also 
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addresses social impact and empowers 

citizens (Priyatna et al. 2020). 

Co-creation emphasizes the 

importance of communication and 

coordination both top-down and bottom-up, 

thereby encouraging collaboration and 

decision-making involving stakeholders at 

various stages of the policy cycle (Scupola and 

Mergel 2022) which represents collaboration 

in value creation (Trischler and Westman 

Trischler 2022). When organizations interact 

and exchange information with stakeholder 

interests in order to improve the quality of 

public service, it will increase accountability 

through the decision-making process so as to 

potentially create shared value 

(Kuoppakangas et al. 2023) and improve the 

sustainability of public services. 

 

The Outcome space 

Tabel 1. Outcome space of public service 

digitalization 

Referenti

al aspects 

Structural aspects 

Concep

tion’s 

variatio

ns 

New 

skill 

required 

Technolog

ical 

implicatio

ns 

Co-

production 

and shared 

values 

A. T

The 

emergence 

of media 

A   

B. B

Benefit 

 B  

C. B

Barriers 

 C  

D. S

Stakeholder 

  D 
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engagement 

Source: data processed by researchers, 2023 

 

The phenomenography approach 

describes collective intellectuals in the form 

of outcome space, which is an empirical map 

of experiences, conceptualizations, feelings 

and understanding of the phenomena in the 

world around informants in different ways 

(Barnard et al. 1999). Based on the outcome 

space table above, this study shows that at 

the referential aspect level (what), the 

presence of the media used in the 

digitalization of public services raises the 

structural aspect (how), i.e., the need for new 

skills that underpin the transformation of the 

public service governance. These skills must 

be able to meet the needs of digitalization. 

Citizens who enter digitalization must 

have the skills to operate digital media. The 

ability to participate in society through the 

Internet is known as "digital citizenship." T. 

H. Marshall defined citizenship as the 

granting of civil, political and social rights to 

all people who participate in political 

communities, including the right to 

participate fully in social life (Sukarno et al. 

2023). People called digital citizens use 

technology routinely; they use it to gather 

political information to fulfil their obligations 

as citizens; and they use technology for 

economic purposes in their workplaces 

(Third et al. 2019). Research shows that 

access to the Internet is very beneficial to 

economic well-being and democratic 

participation. Some studies show that access 

to the Internet enhances public choice and 

involvement.  

The introduction of information and 

communications technology (ICT) or digital 

into public administration has resulted in 

major changes in the way public services 

work. Citizens' need for fast and real-time 

access to services can no longer be avoided 
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by the demands and dynamics of 

globalization. Digitalization is then the 

answer to the government's obligations to 

interact with the public, provide services and 

fulfil its previously set tasks. Digitalization is 

also the most effective way to change the 

behavior of governments and citizens in 

solving problems related to economics, 

politics, culture and society. Furthermore, the 

conception of benefits and barriers 

structurally related to the implications of the 

adoption of information and communication 

technology, both positively and negatively. 

The digital media used in public governance 

is understood not only to provide benefits but 

also to have technical and social constraints. 

JSS is an innovation and integration of public 

service governance that has not yet been 

matched with the preparedness of human 

resources and citizens. In the context of 

sustainability and development of JSS, this 

research finds stakeholder engagement 

carried out to build co-production and shared 

values so that both governments as well as 

citizens in various layers have the same 

perception about the use of the JSS in public 

service. 

 

Conclusion 

Based on the above arguments, the 

study found that public service 

transformation is divided into four concepts 

and each has sub-concepts relevant to the 

experience of the informant. The concept 

suggests that the experience and 

understanding of informants consisting of 

heads of government, users, academics and 

businessmen vary but have the same 

emphasis on the transformation of digitized 

public services. The first concept suggested 

that digitalized public services are understood 

as the presence of conservative or manual 

service shifting media that requires physical 

and face-to-face interaction. In this context, 

the media is presented as an important 
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instrument in the digitalization of public 

service. 

The next concept of informants 

relates to the benefits obtained in digital-

based public service governance. This 

concept is closely linked to the character of 

the digital media used in public services, thus 

supporting the performance of governments 

to provide services that are fast, transparent, 

massively efficient, integrated and credible. 

JSS as an innovation in the transformation of 

public services, on the one hand provides 

benefits as shown above but has obstacles 

anyway. The sub-concepts in the barriers are 

classic in developing countries, namely the 

ability of users or communities to access 

digital services on one side. On the other 

hand, the leaders of the field in the 

government also stated the obstacles 

associated with the unprecedented systems 

and digital human resources capabilities. 

Variation of experience forms an 

informant's understanding, which is very 

substantial in the adoption of technology. 

The sub-concepts found in the research 

explain more specifically about the picture of 

each individual's experience. The concept of 

public digitalization benefits has the most 

sub-concepts, suggesting that informants have 

positive experiences related to the adoption 

and implementation of information and 

communication technologies. This study 

finds that a shared understanding of the 

necessity of digital transformation in public 

service will promote the emergence of co-

production in the formulation of shared 

values on public service. This study argues 

that open, citizen-oriented, and democratic 

government communications are critical for 

improved collaborative governance. Even 

though there were only eight informants, this 

study produced data saturation, which is 

consistent with the premise of qualitative 

data collecting. Surveys, content analysis, 

and government social media comments can 

all be used to investigate topics connected to 
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the digitization of public services. In a 

qualitative framework, they can also be 

tested alongside other methodologies. 
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Abstrak 

Penelitian ini bertujuan untuk mengeksplorasi konsep aktor tentang 

digitalisasi layanan publik melalui pengalaman, persepsi dan pemahaman 

mereka yang tidak banyak diungkapkan dalam penelitian. Aktor-aktor ini 

terdiri dari pemerintah sebagai penyedia layanan dan pengguna termasuk 

aktor bisnis dan akademisi. Pada prinsipnya, keberlanjutan digitalisasi 

layanan publik akan sebagian besar ditentukan oleh partisipasi dan dukungan 

pengguna atau warga negara. Studi ini dilakukan di Yogyakarta sebagai salah 

satu kota yang menyediakan digitalisasi layanan publik satu pintu yaitu JSS 

(Jogya Smart Service) sejak 2018. Metode yang digunakan dalam penelitian 

ini adalah Fenomenografi dan informan yang terlibat adalah 8 orang yang 

terdiri dari tiga orang pejabat pemerintah, seorang warga masyarakat, 

seorang akademisi, dan tiga pengusaha. Pengumpulan data dilakukan melalui 

wawancara. Hasil studi ini mengungkapkan bahwa ada variasi dalam 

konsepsi aktor. Variasi konseptual ini berkaitan dengan penggunaan media, 

manfaat dan hambatan dalam digitalisasi layanan publik serta keterlibatan 

pemangku kepentingan yang diperlukan dalam digitalisasi layanan publik. 

Tiap konsepsi memiliki variasi sub konsepsi dan konsepsi manfaat digitalisasi 

informasi publik memiliki sub konsepsi yang paling banyak. Banyaknya 

variasi di sub konsepsi tersebut menunjukkan bahwa tiap informan memiliki 

persepsi serta pengalaman positif yang beragam terkait implementasi JSS. 

Outcome space menunjukkan bahwa digitalisasi layanan publik melibatkan 

tiga pemahaman yaitu munculnya kebutuhan baru dalam digitalisasi; adanya 

implikasi teknologi; produksi, dan nilai bersama. 
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Abstract 

The study aims to explore the actors' conceptions of the digitalization of public 

services through their experiences, perceptions, and understanding which are 

not widely disclosed in research. These actors consist of the government as a 

service provider and users including business actors and academician. In 

principle, the sustainability of the digitalization of public services will be 

largely determined by the participation and support of its users or citizens. The 

study was conducted in Yogyakarta as one of the cities that provided 

digitalization of one-door public services namely JSS (Jogya Smart Service) 

since 2018. The method used in this study is Phenomenography and the 

informants involved are 8 people consisting of three people of government 

officials, a citizen, an academician, and three businessmen. Data collection 

was conducted with interviews. The results of this study revealed that there 

was a variation in the conception of the actors. These conceptual variations 

relate to the use of media, the benefits and obstacles in digitalizing public 

services as well as the stakeholder engagement required in the digitalization of 

public services. Each conception has a variation of the sub- conceptions and the 

concept of the benefits of digitalization of public information has the most sub-

conceptions. The number of variations in the sub-conceptions indicates that each 

informant has a diverse perception as well as positive experiences related to the 

implementation of JSS. The outcome space demonstrated that the digitalization of public 

services entails three understandings: new skills required; technological implications; co-

production, and shared values. 

 

Keywords: transformation, digitalization of public services, Jogya smart 

services, conceptions, phenomenography 

 

INTRODUCTION 

 

Public services in Indonesia that were previously carried out 

conventionally have transformed the autonomy policy, moving towards 

smart government-based information technology. Research on digital 

transformation in public service governance in Indonesia is currently 

widely conducted  (Pratama et al. 2023, Hamjen 2023, Kusumastuti et al. 

2022) but not many have explored how actors understand the digitalization 

of public services. The understanding of these actors is critical to the long-

term viability of collaborative, synergistic, civic-centric public services as a 

manifestation of democracy.  

Several large cities that have adopted information and 

communication technology in providing public services are Yogyakarta 
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through JSS (Jogya Smart Service). JSS began to be used by the 

Yogyakarta City Government in 2018, with an application platform and 

website that provides digital public services ranging from health issues, 

and population issues to accessing real-time broadcasts on CCTV 

installed in several corners of the city of Jogya. 

Digitalization into public administration has resulted in a major 

change in the way public services are delivered (Kemal and Shah 2023). 

Digitalization is then the answer to the government's obligation to interact 

with the public, provide servants, and the most effective way to change 

the behavior of governments and citizens in solving problems related to 

economics, politics, culture, and society (Davis 2021).  

Public service transformation is seen as successful when the 

culture, behavior, and viewpoint of both government and users have 

shifted by the objectives of digitalizing public services. The physical 

presence or face-to-face interaction that originally became a must in 

public service mechanisms shifted with the presence of applications or 

websites (Review at al. 2014). Digital transformation is not only expected 

to transform services into online services but it emphasizes on an integrated 

service system so that all social groups in society can experience     innovation 

in public services (Mossberger, Karen 2008). 

Digitalization of public services automatically improves business 

processes to make availability faster, easier, cheaper, transparent, and 

accountable. In this context, the digitalization of public services has 

prompted governments to redefine business processes that require 

changes in operational procedures. Public services digitalization also 

focuses on accuracy in time or real-time as well as developing digital 

devices that support the operationalization and provision of services to the 

public(Dunleavy et al. 2011). Digitalization of public services also helps 

governments to continue to innovate and modify business processes to 

respond to or change behavior, demographic  differences, and individual 

preferences in the digital age (Safarov 2021). Since people's lives are 

changing and dynamic, it is a public service challenge to provide services 

that are faster, easier, less expensive, and more transparent. 

Digitalization in governance begins with the implementation of e-

government. E-Government is a fundamental tool for governments to 

transform into responsive, transparent, and facilitating access to 

information, freedom of expression, efficiency, productivity, and social 

inclusion(Kassen 2019). The use of mobile devices (Mobile, tablets, 

Pads, etc.) is the key point of smart government. Thus, many researchers 

refer to the smart government using the term 'm- Government'. Mobile 

devices have become a part of human life, and this reality provides an 

opportunity for public service providers or governments to start changing 

their activities according to the demands, convenience, and efficiency of 

interaction for governments and citizens(Simmonds et al. 2021). Smart 

government is regarded as part of the e-government that consists of other 

channels to provide government information and services (Kim and Kim 
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2021). Besides, this service has its functions and features. Some researchers 

believe that smart government will not completely replace e-governing 

activities, and therefore should be complementary to e-governing efforts.  

A previous study clarified the adoption of e-government via the 

PC-based internet is largely limited to educated groups that have their 

efficient in using computers, software, and the internet. Unlike mobile 

devices which can be used for any purpose including interacting with 

government sites to search for various public services and does not require 

very sophisticated knowledge and skills. This has caused the use of 

mobile and its applications to become popular among urban, suburban, and 

rural residents (Indrayani 2023).  

The digitalization of public information services in Jogyakarta city 

began in 2018 with the launch of JSS as an integrated public service 

application (Falentina et al. 2021, Gumilar 2020, Iqbal 2021). Currently 

JSS is continuously transforming and has provided 299 public services 

integrated, which can be accessed by the entire community. JSS is a super 

app with the concept of Single ID, Single Window, and Single Sign On 

so users can access various services through just one app and one 

account. As of April 2023, there are more than 200 servers that have been 

integrated into JSS with the number of users reaching 220,479 accounts 

by April 2023. (Source: The Innovations from Yogyakarta and Central 

Java, Exhibited at KIPP 2023 Day Six, 06 July 2023).  

According to the latest data in 2022, the number of active users of 

the Jogja Smart Service app has reached 75,970 active accounts. The data 

suggests that the transformative governance system in Yogyakarta City 

needs stakeholder support so that redundancy by accelerating the use of 

information and communication technology can have an impact on public 

satisfaction with government performance(Indriyani, Nurdiarti, and M. 

Nastain 2022). JSS is also one of the 45 commended innovations in 

public service by the Ministry of PANRB in 2023.  As the implementation 

of JSS as one of the public services that gained public recognition, this research 

then sought to investigate how actors, including public service providers and 

users, conceptualized digital bureaucracy transformation in JSS. 

 

METHOD 

The method used in this study is phenomenography which 

emphasizes conception as the center for describing knowledge (Marton 

2004). Knowledge is a product of the process of thinking and depending 

on the world outside the individual. Knowledge assumes a relational 

nature and involves a constant connection between thought, experience, 

and a phenomenon. Phenomenography focuses on three things. First, the 

public on interests. Second, content-oriented. And third, describing 

conceptions of various aspects of their reality (Marton, 1981; Boström et 

al. 2023). The informants in this study include the elements of 

bureaucracy that exist in the Yogyakarta City Government, citizens, 
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academicians, and businessmen who have used JSS. 

The research subjects were selected purposively by a sampling 

consisting of several heads of government services, local government 

officials, and citizens who use public services including businessmen. 

Data collection techniques were face-to-face interviews and secondary 

data collection. The interview results are transcribed and stored on a flash 

disk. During the interview, any variation in the conception revealed by the 

informant is considered valid as the recorded data source. The phase of 

data analysis covers three aspects, namely data designation (data structure 

and digestion) and data categorization/coding (variation of understanding 

and empirical manner) using NVivo 12, as well as formulation of results 

(identification of conception and outcome space) and preparation of 

research reports.  
 

RESULTS AND DISCUSSION 

Transformation of Public Service Digitalization 

Based on the results of the interviews, the informants’ 

understanding of the transformation of digitized public services is 

attached to four concepts, namely related to the media used, benefits, 

obstacles, and the significance of stakeholder engagement in the 

digitalization of public services.  

The digitalization of public services in developing countries refers 

to the process of integrating technology and digital platforms to improve 

the delivery and accessibility of government services to the public. The 

goal of this transition is to improve the efficiency, transparency, and 

accessibility of government. Digitalization is an innovation that drives 

efficiency and transparency in the public sector, significantly improves 

government-citizen relations, improves the quality of services, reduces 

bureaucratic barriers, and drives economic growth.  

Digitalization, which is a transformation from the private sector to 

the public, involves a major shift from paper-based and manual services to 

technology and automation (Johansson, Thomsen, and Åkesson 2023). 

This transformation aims to increase the efficiency, accessibility, 

transparency, and effectiveness of public services provided by the 

government to its citizens. Digitalization also encourages collaboration 

with a wide range of stakeholders, including government agencies, 

businesspeople, social organizations, and individuals. Stakeholder 

relations open up opportunities to bring together all stakeholders thus 

facilitating the collection of different information and perspectives, which 

will ultimately result in a more comprehensive digitalization approach 

(Trunova, Khodachek, and Khodachek 2022). 

Digital governance and e-governance emphasize the role of ICT 

in city governance, linked to people's desire to provide electronic services 

and their interaction with ICT-informed governments, such as better 
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access to public services and information, shorter response times, 

availability of online applications and transactions, and cost savings for 

citizens. In this context, digital governance is defined as progress in 

improving the delivery of public information and services through 

organizational processes and technologies that make information more 

accessible and disseminated in all government agencies(Alajmi, 

Mohammadian, and Talukder 2023). 

 

Media in the transformation of public services 

 

This study shows that the concept of transformation into a 

digitized public service is understood by almost all informants as an 

innovation that uses information and communication technology – digital 

media such as websites, social media, and applications. Manual or 

conservative governance of public services has been shifted with the 

presence of information and communication technology.  

 

Figure 1. Media Usage in the Digitalization of 

public service 

 

     
 Source: data obtained by researchers, 2023 

 

Based on the visualization above, it was found that governments 

represented by the three services as public service providers understand 

that digitalization is closely linked to information and communication 

technology. In this context, public services are then closely related to the 

digital media that is used, among others, based on the web, applications, 

and social media. A similar understanding is also found at the user level 

of digitalization of public services. The users revealed that mediated 

public service is a form of service that does not completely replace face-

to-face service but is effective in cutting the bureaucracy of services so 

that digital media becomes a tool that brings benefits to governments and 

citizens users.  

 
Use Zoom. Later, children who want to join can join, those who 

don't want to join but want to watch can watch via YouTube. On 
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YouTube, sometimes someone asks via chat on YouTube Live. 

(Source: Fajar, 2023) 

 

Well, there are now maybe around 197 applications in it at our 

place. So, we call that single sign-on, single ID. We are on Facebook 

Yogyakarta City Government, then Instagram, then Twitter. Then we 

also come from the Ministry of Tourism, we have SP4N Report, then 

the DIY Differentiator, we have E-Report. (Source: Frans, 2023). 

 

You can choose the time, what time it is, then you can register to use 

it on the website. Then after registering, you will be told which center 

you will go to. (Source: Mitra, 2023) 

 

Based on the exposure of informants, this study shows that online 

platforms have been seen as developments in communication relations 

between citizens and governments as public service providers. Three 

heads of government ministry stated that the transformation of digitized 

public services provides media that facilitates and accelerates interaction 

with the public to enable citizens to participate effectively in decision-

making processes. 

In terms of public service users, the emergence of the media shows 

that the public has the autonomy to use the services according to their 

needs. The presence of social media and Web 2.0 plays an important role 

in creating a new style of participation. (e-participation). Digital media in 

public services such as apps, websites, and social media also transforms 

passive public behavior into active, thus building independence in the 

implementation of service procedures. The use of social media in 

government has many benefits, such as better collaboration and 

communication between citizens and governments (Dunan 2020), citizen 

empowerment, government transparency, and, also, building stakeholder 

engagement (Franklin 2018).  

The informant's experience and understanding of the emergence of 

digital media in public transformation reinforces the character of social 

media and Web 2.0 as crowdsourcing that potentially enhances interaction, 

distribution of information (Tania and Cahyono 2022), and exchange of 

content by users. In this context, social media contributes to participatory 

democracy (Priyowidodo et al. 2019) that allows governments to 

communicate and involve individuals or citizens in policymaking. The 

role of social media in the public sector has a positive impact on openness 

and accountability, as well as encouraging creative governance 

mechanisms and public involvement and interaction in public policy 

making. 

In this section, this study confirms that digital media or technology 

is closely related to management or governance in serving the public. 

Although JSS has not been fully implemented online yet, the technology 

has played an important role that goes beyond the traditional purpose of 

helping to optimize community services and improve the quality of 
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Yogyakarta citizens (Iqbal 2021). ICT is a solution used to improve the 

quality of interaction between the government and its components, as well 

as to build networks that connect individuals with the government. 

 

Public Service Digitalization Benefits 

 

Understanding the transformation of digitized public services is 

closely linked to the concept of the benefits obtained from the 

digitalization of public services. This concept emerges from the 

rationality of informants who believe that digitalization has the 

potential for modernization in government. 

 

 

 

Figure 2. Benefits of digitalization of public service 

 

    
Source: data processed by researchers, 2023 

 

The data in the visualization above suggests that all informants 

have an understanding and experience of the value or benefits of JSS. 

Digitalization of public services offers several benefits by using 

technology to improve government efficiency and communication with 

individuals. It improves accessibility for the general public by enabling 

them to use online services as they wish and eliminating the need for 

face-to-face visits. In addition, it promotes resource efficiency and cost 

savings for governments as the transition from paper-based systems to 

digital platforms reduces operational costs and administrative liability. 

JSS also drives innovation in decision-making through the use of 

data analysis and automation to enable governments to customize services, 

increase transparency, and encourage greater citizen participation. Overall, 

digitalization of public services improves service delivery, improves 

efficiency, and enables more responsive and accountable administration.  
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How then the use and improvement of the entire communication 

technology is happening, especially in those sectors of how the 

public is asking for speed, this feels right. (Source: Sulhan, 2023) 

 

 

Yes, integration, so correlation, the relationship with us, we at the 

time of using the main admin data to check related to bpjs 

participation, participation not our participants that we are always 

coordinative, so one application is enough (Source: Wiryono, 

2023) 

 

Well, in this application it is hoped that people will now use more 

digital methods to obtain public services. There is no need to keep 

coming to city hall and bringing documents and files (Source: 

Frans, 2023) 

 

Coincidentally, we are self-employed, sir, and in terms of marketing 

we are also very helpful. So we don't have to rent a place so 

expensively. After this application was available, it really helped us. 

We can upload it there and sell it. (Source: Sukirman, 2023) 

 

The understanding and experience of the heads of government 

service above show that the application of JSS simplifies the process of 

public service. JSS as a public service transformation has improved the 

overall experience of Yogyakarta citizens towards information and 

communication technology-based services. Governments can provide 

quick, customized, and convenient access to a wide range of services, 

ranging from health, education, and information. At the business level, 

the applications provided by the Yogyakarta City Government are also 

able to provide efficiency in the marketing of products thereby reducing 

distribution costs. This study shows that the efficiency of digitalization of 

public services is a major sub-concept in the understanding and 

experience of informants. Both citizens and governments benefit from the 

efficiency of public service transformation. 

Digitization in public service governance helps policymakers 

make data-based assessments thus optimizing resource allocation and 

policy development through data analysis and insights. Moreover, this is 

to ensure that all groups of society have access to services, 

promoting inclusion, reducing digital gaps, and advancing social justice. 

Digital transformation in public services modernizes administration while 

also empowering citizens and promoting community progress.(Trischler 

et al. 2023) 

Digitalization of public services is part of digital governance, as a 

manifestation of democratization and greater public participation in 

government activities. The benefits achieved by the two sides show that 

digitalization has promoted collaboration and engagement as well as the 
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modernization of government-people communication. In the end, 

digitalization emphasizes service-oriented, user-centric, or public-

centric(Zhang and Mora 2023). Digitalization brings transparency to 

governance and increases citizens' confidence and satisfaction. Citizens 

feel satisfied when they can meet their needs, such as obtaining the 

information they are looking for and enjoying a service experience that 

meets their interests. Interoperability between various government 

departments is achieved through investments in shared infrastructure and 

applications (hardware and software), data management services, system 

integration and adaptation, and other initiatives. Increased local 

government investment in information and communications technology 

will further boost administrative efficiency, automation, and 

performance, thus having a significant impact on services, improvements, 

and accessibility for citizens.(Dema et al. 2023) 

 

Barriers to Public Service Digitalization 

 

In this section, the informants stated about their experience and 

understanding that the adoption of technology in the administration of 

public services does have obstacles. This barrier is also understood as a 

process in the transformation of public service digitalization. The 

informants in this part stated that the obstacles are related to the access 

and readiness of human resources in managing in managing public 

service digitalization.  

 

Figure 3. Barriers to digitalization of public services 

 

   
Source: data processed by researchers, 2023 

 

The figure shows that the concept of barriers to the digitalization of 

public services is inherent in the experience and understanding of 

informants when interacting with technology. The digitalization of public 

services poses a significant barrier in developing countries. The main 

problem is inadequate infrastructure, which includes reliable internet 
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availability and stable power supply. In addition, it is linked to the 

characteristics of the population of developing countries that lack digital 

literacy thus becoming a barrier to using digital services effectively 

(Hyytinen, Tuimala, and Hammar 2022). Informants from the 

government showcased their experience in building a digital-based 

bureaucratic culture such as the human resources’ geographical readiness, 

which leads to unequal bandwidth power in each region, infrastructure 

and other technical problems. In this context, the implementation of 

digitalization of public services in developing countries requires 

investments in a variety of resources to overcome digital gaps, overcome 

cultural preferences, and ensure the sustainability of building democratic 

services (Lindgren et al. 2019).  

 
The problem is actually technical, yes, the technical order, so this 

technical order is part of that, we have to encourage them to become IT 

literate again, which is still quite difficult (Source: Wiryono, 2023) 

 

It has to do with the power of the support system of communication, 

especially bandwidth. (Source: Sulhan, 2023) 

 

Especially for friends whose main socialization is still being 

improved, because there is no guarantee that friends from below are 

technologically literate. (Source: Aji, 2023) 

 

For users or citizens, the barrier to the digitalization of public 

services lies in access at the time they use a public service application or 

website. The informant's exposure suggests that the creation of available 

digital infrastructure is not optimal, and still requires development as well 

as improved affordability to ensure that everyone can make use of digital 

services, regardless of where they live or their level of ability. The ease of 

accessibility of public services ultimately implies confidence in the 

government as well as public participation. The availability of 

digitalization of public services in this context is then related to human-

computer interaction, the technical issues both in the context of design 

and application usability, and more crucial how to improve services based 

on user needs (Althunibat et al. 2021). 

The lack of infrastructure is an important obstacle to the 

implementation of digitalization of e-government services in Indonesia. 

The digital divide in Indonesia is linked to the dynamics of problems in 

Indonesian population demography. These barriers are linked to the 

viewpoint of the government as a public service provider and the citizen 

as a user. Governments take positions as managers, which require not 

only top-down communication but two-way communication between 

citizens and governments (Sarofah 2023). 
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Stakeholder engagement in the digitalization of public services 

Based on the informant's statement, the study also found that the 

concept of transformation of digitized public services is linked to 

stakeholder engagement. The concept consists of three sub-concepts: 

stakeholders’ participation, solutions for the digital divide, and the 

presence of improvement factors in public services.  

 

Figure 4. Stakeholder Engagement in the digitalization of public 

services 

    
Source: data processed by researchers, 2023 

The use of JSS involves many stakeholders, apart from several 

government agencies as well as facilities at the sub-district and sub-district 

levels. Improvisation in JSS must also adapt to the needs and interests of 

citizens and business people as JSS users so that the adoption and 

acceleration of technology use is optimal. The concept of stakeholder 

engagement in JSS in the findings of this study is interesting considering 

that digitalization of public services will not be successfully implemented 

without public support. As the informant explained, even though public 

services are transforming into the online realm, an offline approach is still 

needed as a method for involving stakeholders in the digitalization of 

public services, in addition to communication facilities in the online realm. 

Socialization is carried out, among other things, through consultations at 

the RT or RW level, hotlines or online conversations. These channels 

provide opportunities for stakeholders to learn about digitalization 

services as well as provide feedback. 

 
 

The government can't rely on its own strength. So private sectors 

have to be involved (Sumber: Sulhan, 2023) 
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This is as a guide for the community or we also invite traditional 

face-to- face socialization, we invite representatives from the 

RT/RW or the village or community. (Sumber: Fajar, 2023) 

It is a must, because for 24 hours it has to be answered, whoever 

doesn't answer it will be reported tomorrow. At least a note from 

the mayor, the mayor would have to report to the governor every 

three months. So the performance of the app is sure that the 

digital trail won't disappear. (Sumber: Wiryono, 2023) 

 

Stakeholder engagement is a manifestation of collaborative, open, 

and citizen-centered governance. The emergence of social media, mobile 

connectivity, and big data as well as information transparency have 

prompted governments to create a government vision of adopting 

information and communication technologies that are more open, 

collaborative, and responsive to the needs and interests of citizens. 

Innovation in ICT not only affects how governments operate, distribute 

services, and solve public problems about citizens, but also addresses the 

social impact and empower citizens (Priyatna et al. 2020). 

Co-creation emphasizes the importance of communication and 

coordination both top-down and bottom-up, thereby encouraging 

collaboration and decision-making involving stakeholders at various 

stages of the policy cycle (Scupola and Mergel 2022) which represents 

collaboration in value creation (Trischler and Westman Trischler 2022). 

When organizations interact and exchange information with stakeholder 

interests to improve the quality of public service, it will increase 

accountability through the decision-making process to potentially create 

shared value (Kuoppakangas et al. 2023) and improve the sustainability 

of public services. 
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The Outcome space 

Tabel 1. Outcome space of public service digitalization 

Referential 

aspects 

Structural aspects 

Concepti

on’s 

variation

s 

New 

skill 

required 

Technolog

ical 

implicatio

ns 

Co-

production 

and shared 

values 

A. T

The emergence of 

media 

A   

B. B

Benefit 

 B  

C. B

Barriers 

 C  

D. S

Stakeholder 

engagement 

  D 

Source: data processed by researchers, 2023 

Phenomenography is based on variation theory, which suggests 

that humans are more conscious of a limited subset of a phenomenon's 

features than others. Individuals will see the phenomenon differently 

based on their attention to certain combinations of these elements. 

Different modes of experiencing are conceptually related, with key 

elements that may overlap or be subsets. In phenomenography, the 

outcome space refers to the categories of description that emerge from 

the study(Daniel 2022).  

Based on the outcome space table above, this study shows that 

at the referential aspect level (what), the presence of the media used in 

the digitalization of public services raises the structural aspect (how), i.e., 

the need for new skills that underpin the transformation of the public 

service governance. These skills must be able to meet the needs of 

digitalization. 

Citizens who enter digitalization must have the skills to operate 

digital media. The ability to participate in society through the Internet is 

known as "digital citizenship." T. H. Marshall defined citizenship as the 

granting of civil, political, and social rights to all people who participate in 
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political communities, including the right to participate fully in social life 

(Sukarno et al. 2023). People called digital citizens use technology 

routinely; they use it to gather political information to fulfill their 

obligations as citizens; and they use technology for economic purposes in 

their workplaces (Mossberger, Karen 2008). Research shows that access 

to the Internet is very beneficial to economic well-being and democratic 

participation. Some studies show that access to the Internet enhances 

public choice and involvement.  

The introduction of information and communications technology 

(ICT) or digital into public administration has resulted in major changes 

in the way public services work. Citizens' need for fast and real-time 

access to services can no longer be avoided by the demands and 

dynamics of globalization. Digitalization is then the answer to the 

government's obligations to interact with the public, provide services, and 

fulfill its previously set tasks. Digitalization is also the most effective 

way to change the behavior of governments and citizens in solving 

problems related to economics, politics, culture, and society. Furthermore, 

the conception of benefits and barriers structurally related to the 

implications of the adoption of information and communication 

technology, both positively and negatively. The digital media used in 

public governance is understood not only to provide benefits but also to 

have technical and social constraints. JSS is an innovation and integration 

of public service governance that has not yet been matched with the 

preparedness of human resources and citizens. In the context of 

sustainability and development of JSS, this research finds stakeholder 

engagement carried out to build co-production and shared values so that 

both governments, as well as citizens in various layers, have the same 

perception about the use of the JSS in public service. 

 

CONCLUSION 

Based on the above arguments, the study found that public service 

transformation is divided into four concepts and each has sub-concepts 

relevant to the experience of the informant. The concept suggests that the 

experience and understanding of informants consisting of heads of 

government, users, academics and businessmen vary but have the same 

emphasis on the transformation of digitized public services. The first 

concept suggested that digitalized public services are understood as the 

presence of conservative or manual service-shifting media that require 

physical and face-to-face interaction. In this context, the media is 

presented as an important instrument in the digitalization of public 

service. 

The next concept of informants relates to the benefits obtained in 

digital-based public service governance. This concept is closely linked to 

the character of the digital media used in public services, thus supporting 

the performance of governments to provide services that are fast, 
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transparent, massively efficient, integrated, and credible. JSS as an 

innovation in the transformation of public services, on the one hand, 

provides benefits as shown above but has obstacles anyway. The sub-

concepts in the barriers are classic in developing countries, namely the 

ability of users or communities to access digital services on one side. On 

the other hand, the leaders of the field in the government also stated the 

obstacles associated with the unprecedented systems and digital human 

resources capabilities. 

Variation of experience forms an informant's understanding, 

which is very substantial in the adoption of technology. The sub-concepts 

found in the research explain more specifically about the picture of each 

individual's experience. The concept of public digitalization benefits has 

the most sub-concepts, suggesting that informants have positive 

experiences related to the adoption and implementation of information 

and communication technologies. This study finds that a shared 

understanding of the necessity of digital transformation in public service 

will promote the emergence of co-production in the formulation of shared 

values on public service. This study argues that open, citizen-oriented, 

and democratic government communications are critical for improved 

collaborative governance. Even though there were only eight informants, 

this study produced data saturation, which is consistent with the premise 

of qualitative data collecting. Surveys, content analysis, and government 

social media comments can all be used to investigate topics connected to 

the digitization of public services. In a qualitative framework, they can 

also be tested alongside other methodologies. 

 

Funding Acknowledgement 

The researchers expressed gratitude to the Indonesian Ministry of 

Education and Culture for funding this research through a Fundamental 

research grant. 

 
About the Author 

Dr. Inri Inggrit Indrayani is an assistant professor in the Department of 

Communication Science at Petra Christian University. Her publications 

focus on Strategic Communication, Political Public Relations, and 

Organisational Communication.  

Email: inri.inggrit@petra.ac.id 

Associate Professor Gatut Priyowidodo, Ph.D is a senior lecturer at the 

Department of Communication Science, Petra Christian University, 

Surabaya. His main interests include phenomenography studies, political 

communication, netnography studies, and organisational communication. 

Email: gatpri@petra.ac.id 

mailto:inri.inggrit@petra.ac.id
mailto:gatpri@petra.ac.id


55 

 

 

Astri Yogatama is a lecturer in the Department of Communication Science 

at Petra Christian University. She is interested in communication 

management and community relations. Email: astri@petra.ac.id 

 

 

 

References 

 

Alajmi, Mohammed, Masoud Mohammadian, and Majharul Talukder. 

2023. “The Determinants of Smart Government Systems Adoption 

by Public Sector Organizations in Saudi Arabia.” Heliyon 

9(10):e20394. doi: 10.1016/j.heliyon.2023.e20394. 

Althunibat, Ahmad, Muhammad Binsawad, Mohammed Amin Almaiah, 

Omar Almomani, Adeeb Alsaaidah, Waleed Al-Rahmi, and 

Mohamed Elhassan Seliaman. 2021. “Sustainable Applications of 

Smart-Government Services: A Model to Understand Smart-

Government Adoption.” Sustainability (Switzerland) 13(6):1–28. doi: 

10.3390/su13063028. 

Boström, Lena, Göran Bostedt, Veronica Eriksson, and Ingela Stenberg. 

2023. “Student Conceptions of Motivation to Study Revealed 

through Phenomenography: Differences and Similarities among 

Primary School Students.” Social Sciences and Humanities Open 

8(1). doi: 10.1016/j.ssaho.2023.100505. 

Daniel, Scott. 2022. “A Phenomenographic Outcome Space for Ways of 

Experiencing Lecturing.” Higher Education Research and 

Development 41(3):681–98. doi: 10.1080/07294360.2021.1872055. 

Davis, Casey. 2021. Digital Civic and Citizenship : An Applied Approach. 

Maryland: The Rowman & Littlefield Publishing Group. 

DEMA, HERMAN, HARIYANTI HAMID, and BARISAN BARISAN. 2023. 

“Transformational Leadership in Supporting Innovative Digital 

Governance.” Jurnal Studi Pemerintahan 14(1):69–80. doi: 

10.18196/jgp.v14i1.13528. 

Dunan, Amri. 2020. “Government Communications in Digital Era: Public 

Relation and Democracy.” Journal Pekommas 5(1):71. doi: 

10.30818/jpkm.2020.2050108. 

mailto:astri@petra.ac.id


56 

 

Dunleavy, Patrick, Helen Margetts, Simon Bastow, and Jane Tinkler. 2011. 

“Digital Era Governance: IT Corporations, the State, and e-

Government.” Digital Era Governance: IT Corporations, the State, 

and e-Government 1–304. doi: 

10.1093/acprof:oso/9780199296194.001.0001. 

Falentina, Anna T., Budy P. Resosudarmo, Danang Darmawan, and Eny 

Sulistyaningrum. 2021. “Digitalisation and the Performance of Micro 

and Small Enterprises in Yogyakarta, Indonesia.” Bulletin of 

Indonesian Economic Studies 57(3):343–69. doi: 

10.1080/00074918.2020.1803210. 

Franklin, Aimee L. 2018. Stakeholder Engagement. Oklahoma: Springer. 

Gumilar, Muhammad Gilang. 2020. “Inovasi Pemerintah Daerah Jogja 

Smart Service Dalam Menciptakan Smart and Liveable City Di Kota 

Yogyakarta.” Jurnal Gama Societa 3(1):19. doi: 10.22146/jgs.50012. 

Hamjen, Hilarion. 2023. “Sistem Informasi Prioritas Untuk Layanan Publik 

Pada Pemerintahan Berbasis Elektronik (Spbe) Kota Palangkaraya 

Priority Information System for Electronic Government (Spbe) Public 

Services in Palangkaraya City.” 51–66. doi: 

10.17933/jskm.2023.5125. 

Hyytinen, Ari, Jarno Tuimala, and Markus Hammar. 2022. “Enhancing the 

Adoption of Digital Public Services: Evidence from a Large-Scale 

Field Experiment.” Government Information Quarterly 

39(3):101687. doi: 10.1016/j.giq.2022.101687. 

Indrayani, Inri Inggrit. 2023. “Implications of Locally Managed SNSs on E-

Government Implementation and Community Building.” Jurnal Studi 

Pemerintahan 347–66. doi: 10.18196/jsp.v14i3.336. 

Indriyani, Novia Wahyu, Rosalia Prismarini Nurdiarti, and M. Nastain. 

2022. “Aksesibilitas Dan Pemanfaatan Aplikasi ‘ Jogja Smart Service’ 

Untuk Mewujudkan Good Governance.” Jurnal Riset Public Relations 

75–84. doi: 10.29313/jrpr.vi.1352. 

Iqbal, Muhammad. 2021. “Smart Culture in Smart City Policies: A Case of 

Yogyakarta City.” Jassp 1(2):87–92. doi: 10.23960/jassp.v1i2.8. 

Johansson, Jörgen, Michel Thomsen, and Maria Åkesson. 2023. “Public 

Value Creation and Robotic Process Automation: Normative, 

Descriptive and Prescriptive Issues in Municipal Administration.” 



57 

 

Transforming Government: People, Process and Policy 17(2):177–91. 

doi: 10.1108/TG-11-2021-0193. 

Kassen, Maxat. 2019. “Building Digital State: Understanding Two Decades 

of Evolution in Kazakh e-Government Project.” Online Information 

Review 43(2):301–23. doi: 10.1108/OIR-03-2018-0100. 

Kemal, Atika Ahmad, and Mahmood Hussain Shah. 2023. “Digital 

Innovation in Social Cash Organizations – the Effects of the 

Institutional Interactions for Transforming Organizational Practices.” 

Information Technology and People. doi: 10.1108/ITP-02-2023-

0176. 

Kim, Churin, and Kyung Ah Kim. 2021. “The Institutional Change from E-

Government toward Smarter City; Comparative Analysis between 

Royal Borough of Greenwich, UK, and Seongdong-Gu, South Korea.” 

Journal of Open Innovation: Technology, Market, and Complexity 

7(1):1–33. doi: 10.3390/joitmc7010042. 

Kuoppakangas, Päivikki, Jari Stenvall, Tony Kinder, Juha Lindfors, and 

Antti Talonen. 2023. “Detecting and Managing the Mechanism of 

Perceived Meaningfulness of Work and Digital Transformation in 

Public Sector Health and Social Care Services.” Technological 

Forecasting and Social Change 194(June). doi: 

10.1016/j.techfore.2023.122663. 

Kusumastuti, Ratih Dyah, N. Nurmala, Juliana Rouli, and Herdis 

Herdiansyah. 2022. “Analyzing the Factors That Influence the 

Seeking and Sharing of Information on the Smart City Digital 

Platform: Empirical Evidence from Indonesia.” Technology in Society 

68:101876. doi: 10.1016/j.techsoc.2022.101876. 

Lindgren, Ida, Christian Østergaard Madsen, Sara Hofmann, and Ulf 

Melin. 2019. “Close Encounters of the Digital Kind: A Research 

Agenda for the Digitalization of Public Services.” Government 

Information Quarterly 36(3):427–36. doi: 

10.1016/j.giq.2019.03.002. 

Marton, Ference. 1981. “PHENOMENOGRAPHY - DESCRIBING 

CONCEPTIO WORLDAROUNDUS.” Instructional Science 10:177–200. 

doi: 10.1002/sres.3850050306. 

Marton, Ference. 2004. “Phenomenography: A Research Approach to 

Investigating Different Understandings of Reality.” Qualitative 



58 

 

Research in Education: Focus and Methods 21(3):141–61. doi: 

10.4324/9780203645994-17. 

Mossberger, Karen, et al. 2008. Digital Citizenship, The Internet, Society, 

and Participation. 

Pratama, Arif Budy, Hina Amber, Yauheniya Shershunovich, and André 

Bueno Rezende de Castro. 2023. “Do Smart Cities Perform Better in 

Governing the COVID-19 Crisis? Empirical Evidence from Indonesian 

Cities.” Urban Governance 3(1):58–66. doi: 

10.1016/j.ugj.2023.02.003. 

Priyatna, Centurion Chandratama, FX. Ari Agung Prastowo, Fajar 

Syuderajat, and Anwar Sani. 2020. “Optimalisasi Teknologi Informasi 

Oleh Lembaga Pemerintah Dalam Aktivitas Komunikasi Publik.” 

Jurnal Kajian Komunikasi 8(1):114. doi: 10.24198/jkk.v8i1.26115. 

Priyowidodo, G., Inri Inggrit Indrayani, Yustisia D. Sari, and Samuel 

Gunawan. 2019. “Digital Media Technology as an Instrument for 

Promotion and Political Marketing in the Era of Industrial.” 327–31. 

Review, Local Government, International Public, and Management 

Review. 2014. E-Government and Websites. NY: Routledge. 

Safarov, Nuriiar. 2021. “Personal Experiences of Digital Public Services 

Access and Use: Older Migrants’ Digital Choices.” Technology in 

Society 66(May). doi: 10.1016/j.techsoc.2021.101627. 

Sarofah, Riska. 2023. “Smart Governance Policy: An Overview of The 

Local Government Performance.” Jurnal Ilmiah Wahana Bhakti 

Praja 13(1):42–53. doi: 10.33701/jiwbp.v13i1.3168. 

Scupola, Ada, and Ines Mergel. 2022. “Co-Production in Digital 

Transformation of Public Administration and Public Value Creation: 

The Case of Denmark.” Government Information Quarterly 

39(1):101650. doi: 10.1016/j.giq.2021.101650. 

Simmonds, Hamish, Aaron Gazley, Valtteri Kaartemo, Michelle Renton, 

and Val Hooper. 2021. “Mechanisms of Service Ecosystem 

Emergence: Exploring the Case of Public Sector Digital 

Transformation.” Journal of Business Research 137(February 

2020):100–115. doi: 10.1016/j.jbusres.2021.08.008. 

Sukarno, M. et al. 2023. “Social Media and the Public’s Involvement in 

the Disaster’s Narrative (Case Study: Bantul Regency, Indonesia) 



59 

 

Mohamad Sukarno 1*, Zuly Qodir 2 1,2.” 7(148):406–24. doi: 

10.26740/jsm.v7n2.p406-424. 

Tania, Syaifa, and Harry Cahyono. 2022. “Praktik Social Media Pandemic 

Communication Model Pada Media Sosial Lembaga Pemerintah.” 

Jurnal ILMU KOMUNIKASI 19(1):1–18. doi: 10.24002/jik.v19i1.3861. 

Trischler, Jakob, Maria Røhnebæk, Bo Edvardsson, and Bård Tronvoll. 

2023. “Advancing Public Service Logic: Moving towards an 

Ecosystemic Framework for Value Creation in the Public Service 

Context.” Public Management Review 00(00):1–29. doi: 

10.1080/14719037.2023.2229836. 

Trischler, Jakob, and Jessica Westman Trischler. 2022. “Design for 

Experience–a Public Service Design Approach in the Age of 

Digitalization.” Public Management Review 24(8):1251–70. doi: 

10.1080/14719037.2021.1899272. 

Trunova, Olga, Igor Khodachek, and Aleksandr Khodachek. 2022. 

“Visualising and Calculating the Smart City: A Dialogue Perspective.” 

Journal of Public Budgeting, Accounting and Financial Management 

34(5):644–64. doi: 10.1108/JPBAFM-03-2021-0060. 

Zhang, Jun, and Luca Mora. 2023. “Nothing but Symbolic: Chinese New 

Authoritarianism, Smart Government, and the Challenge of Multi-

Level Governance.” Government Information Quarterly 

40(4):101880. doi: 10.1016/j.giq.2023.101880. 



60 

 



61 

 

 

 

 

 

 

 

 

 

Bukti konfirmasi artikel accepted  
 

  

 

 



62 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



63 

 

 

 

 

 

 

 

 

 

 

 

 

BUKTI KONFIRMASI ARTIKEL DIPROSES UNTUK 

DIPUBLIKASIKAN DAN TELAH DIPUBLIKASIKAN 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



64 

 

 

 

 

 

 

 

 

 

 

 


