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ABSTRACT

Investigating digital public service innovation in Indonesia is essential for im-
proving practical applications and developing a unified theoretical understand-
ing of digital innovation in the public sector. This research is particularly rel-
evant in the global conversation about digital progress in both developed
and developing nations. Indonesia’s situation is uniquely instructive for sev-
eral reasons: At the macro level, despite ambitions to become a digital
economy, Indonesia faces the challenge of low internet penetration. At the
mezzo level, governmental goals to digitize public services are hindered by
unclear integration strategies within bureaucratic systems, revealing a gap
between policy and execution. At the micro level, the need for digital literacy
in the public sector is evident, but Indonesian civil servants currently fall short
of the required standards, highlighting an urgent need for skill development.
This study is crucial not only for enhancing local practices but also for contrib-
uting to a broader understanding of digital transformation in the public sector
across different stages of national development. The research methodically
reviews and maps digital public service innovation within the Indonesian con-
text, employing a best practices approach and using the PRISMA flowchart
for content analysis. Data was sourced from the Kemenpan-RB (Ministry of
State Apparatus Utilization and Bureaucratic Reform) database on the Public
Service Innovation Competition (KIPP) from 2014-2022. This database is a pri-
mary source of information on Indonesian Public Service Innovation and is
noted for its reliability. The findings reveal a diverse range of strategies that
balance interactivity with information delivery, internal efficiency with exter-
nal engagement, and collaboration with self-reliance, providing a compre-
hensive view of the current state and potential future of digital public service
innovation in Indonesia.

Keywords: Public service innovation; digital public service innovation; best
practices; Indonesia

ABSTRAK

Penelitian tentang inovasi pelayanan publik digital di Indonesia sangat penting
untuk meningkatkan aplikasi praktis dan mengembangkan kerangka teoritis
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yang terpadu dalam inovasi digital di sektor publik. Topik ini sangat relevan dalam
diskusi global tentang kemajuan digital di negara-negara maju dan berkembang. Situasi
Indonesia sangat instruktif karena beberapa alasan: Di tingkat makro, meskipun ada
ambisi untuk menjadi ekonomi digital, Indonesia menghadapi tantangan rendahnya
penetrasi internet. Di tingkat meso, tujuan pemerintah untuk mendigitalisasi pelayanan
publik terhambat oleh strategi integrasi yang tidak jelas dalam sistem birokrasi,
menunjukkan kesenjangan antara kebijakan dan eksekusi. Di tingkat mikro, kebutuhan
akan literasi digital di sektor publik jelas, tetapi tingkat literasi digital di kalangan
pegawainegeri sipil Indonesia saat ini masih di bawah standar, menyoroti kebutuhan
mendesak untuk pengembangan keterampilan. Studi ini penting tidak hanya untuk
meningkatkan praktik lokal tetapi juga untuk memberikan kontribusi pada pemahaman
yang lebih luas tentang transformasi digital di sektor publik di berbagai tahap
perkembangan nasional. Metode penelitian ini secara sistematis mengulas dan
memetakan inovasi pelayanan publik digital dalam konteks Indonesia, menggunakan
pendekatan best practice dan menggabungkan diagram alir PRISMA untuk analisis
konten. Data diperoleh dari basis data Kemenpan-RB tentang Kompetisi Inovasi
Pelayanan Publik (KIPP) dari tahun 2014-2022. Basis data ini merupakan sumber
informasi utama tentang Inovasi Pelayanan Publik Indonesia. Temuan mengungkapkan
berbagai strategi yang menyeimbangkan interaktivitas dengan penyampaian informasi,
efisiensi internal dengan keterlibatan eksternal, serta kolaborasi dengan kemandirian,
memberikan gambaran yang komprehensif tentang keadaan saat ini dan potensi masa
depan inovasi pelayanan publik digital di Indonesia.

Kata Kunci: Inovasi Pelayanan Publik, Inovasi Pelayanan Publik Digital, Praktek terbaik,
Indonesia

INTRODUCTION

The typology of public service innovation invariably prompts
subsequent inquiries, namely: How does one discern the inher-
ent relevance of innovation? What are the consequential impacts,
and how might one cultivate innovation contingent upon spe-
cific typologies? From this perspective, it becomes imperative to
discern the typology’s intimate relationship with performance.
A salient query arises: Which variant of public service innova-
tion catalyzes the most optimal output and resultant outcomes?
According to those questions some researches already answered
but the focus of largely rely on business sector and internal
orientation (Chen et al., 2019). There is a need to craft a
contextualization of public service innovation typology in diverse
arena.

In shed of recent global challenges, notably disruptive phe-
nomena and pandemics, bureaucracies face compounded pre-
dicaments. To respond adeptly to societal imperatives, there is a
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marked shift towards harnessing digital tools and effectuating 23
transformative measures to enhance the efficacy, cost-efficiency,
and promptness of public services (J. C. Bertot et al., 2016). The
digital domain of public service has catalyzed a paradigm shift
from conventional methodologies to contemporary ones, lever-
aging digital platforms. This encompasses both hardware and
software, ranging from websites to applications, and encapsu-
lates a spectrum of design approaches — from static to dynamic,
and interactive designs in digital public service delivery (J. Bertot
2016). Such a transformative shift offers manifold benefits, in-
cluding enhanced fulfillment of public services to citizens, aug-
mented public satisfaction, and bolstered trust in governmental
institutions (Barrett et al., 2015; Lynn et al., 2022; Millard, 2013;
Misuraca & Viscusi, 2014). In the same progression digital pub-
lic service innovation relate to change of society that much de-
pend of digital technology, at the same way it is also present that
if government want to reform, it must follow digital transforma-
tion that helps people in the most efficient and effective way by
creating and exploiting numerous digital tools. Concurrently, in
the ever-evolving landscape, bureaucracies must exhibit agility
and competitiveness to optimize efficiency and effectiveness.
Confronted with both internal challenges and external pressures,
bureaucratic systems perpetually strategize, implement, and en-
deavor to sustain innovations in digital public service (Gil-Garcia
et al., 2018; Kaletka & Pelka, 2015).

The integration of digital technology in public service deliv-
ery is a pivotal trend globally, significantly impacting how gov-
ernments interact with citizens and manage services. In Indone-
sia, this shift is not just a technological update but a strategic
imperative, aligning with global digital trends and addressing local
challenges (Lurong, 2023). This paper explores digital public ser-
vice innovation in Indonesia context. Indonesia’s vision to be-
come a digital economy is ambitious, yet it faces the challenge of
slow and unequal internet penetration, a significant barrier to
the widespread adoption of digital services (Amanta, 2022; Azali,
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2017; Bachtiar et al., 2020). This macro-level issue highlights the
need for equitable access to digital services across diverse Indo-
nesian regions. At the mezzo level, the Indonesian government’s
digitalization goals for public services are clear in its policies such
as Sistem Pemerintahan Berbasis Elektronik (SPBE) launched in
2018 and GovTech inititation in 2023. However, the actual inte-
gration of digital technologies within bureaucratic systems is less
straightforward, indicating a gap between policy and practical
implementation (Liew, 2022). In the 2022 assessment of the
United Nations E-Government Development Index (EGDI),
Indonesia’s e-government infrastructure was ranked 77th globally.
This position places it below several other Southeast Asian na-
tions in terms of e-government development. Notably, Brunei
Darussalam, Thailand, Malaysia, and Singapore demonstrated
more advanced e-government systems, with respective global
rankings of 68, 55, 53, and 12 (United Nations, 2022). The mi-
cro-level analysis reveals a gap in digital literacy among Indone-
sian civil servants, underscoring the need for enhanced digital
competencies in the public sector (Cahyarini & Samsara, 2021).
It is revealing that a review of public sector practices by the OECD
and the Asian Development Bank (ADB) records that the Indo-
nesian government does not mention digital competency in its
civil service competency framework (OECD & Asian Develop-
ment Bank, 2019). This is deficiency calls for comprehensive digi-
tal literacy programs and capacity-building initiatives.

In detail, this research endeavors to systematically review and
map the digital public service innovation, contextualizing the
findings within the Indonesian milieu. The findings aim to con-
tribute to the broader conversation on digital transformation in
the public sector, particularly in developing countries by explor-
ing the Indonesian experience, this research seeks to offer in-
sights into effective digital public service strategies.

LITERATURE REVIEW AND RESEARCH FOCUS
Digital public service innovation, particularly through e-gov-
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ernment, represents a significant shift in how public services are
delivered. E-government is fundamentally defined as the appli-
cation of Information and Communication Technologies (ICT)
in public administration to innovate in information dissemina-
tion and public service provision (Heeks & Bailur, 2007). This
review explores the digital innovation in the public sector, differ-
entiating it from private sector innovation (Osborne & Brown,
2005), and examines the implementation, types, and impacts of
these innovations.

The implementation of digital public service innovation is
deeply intertwined with the adoption of ICT. Gil-Garcia & Pardo
(2005) emphasize the transformative role of ICT in public ad-
ministration, while Norris & Reddick (2013) discuss the chal-
lenges encountered, such as addressing the digital divide, ensur-
ing data security, and managing organizational changes. These
challenges highlight the complexity of implementing e-govern-
ment initiatives and underscore the need for strategic planning
and adaptability. Digital public service innovations can be broadly
categorized based on their functionality and target audience. West
(2004) distinguishes between static and interactive services, not-
ing that interactive e-government services offer greater engage-
ment and responsiveness. Welch (2004) differentiate between
innovations aimed at internal administrative efficiency and those
designed for external citizen engagement. Additionally, Dawes
(1996) contrasts independent initiatives with cooperative, multi-
agency approaches, suggesting that cooperative models can en-
hance resource sharing and holistic service delivery.

The impact of digital innovations in public services is multi-
faceted. Moon (2002) assesses how these innovations have revo-
lutionized service delivery and improved operational efficiency.
Furthermore, Thomas (2003) investigates the effects on
citizen engagement and satisfaction, indicating that digital
public services can enhance transparency and citizen trust.
These findings are crucial for understanding the broader
implications of digital innovations in public administration.
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looking forward, the landscape of digital public service

innovation is rapidly evolving with the advent of new
technologies. Meijer & Bolivar (2016) highlight emerging
trends such as artificial intelligence, blockchain, and big data in
e-government. Bannister & Connolly (2015) discuss the future
challenges and opportunities, emphasizing the need for
ongoing innovation and adaptation to emerging technologies
and societal needs.

Digital public service innovation, through e-government, rep-
resents a significant paradigm shift in public administration. This
review has explored various aspects of this innovation, from its
definition and implementation to its impact on service delivery
and citizen engagement. While significant progress has been
made, there remain challenges and opportunities for future re-
search, particularly in the context of rapidly evolving technologi-
cal landscapes.

RESEARCH METHOD

This study utilizes a best practices approach (Bretschneider,
2004) along utilizes systemic review using the PRISMA flowchart
in conjunction with content analysis. The researchers employed
best practices approach because the data crawled from the re-
port of the winner of competition held by Kemenpan-RB (Min-
istry of State Apparatus Utilization and Bureaucratic Reform), it
means that the winner is best practices on scope and the scope at
this research is digital public service. Data was sourced from the
Kemenpan-RB database on the Public Service Innovation Com-
petition (KIPP) spanning the years 2014-2022 (https://
sinovik.menpan.go.id/). This database stands as the singular
authoritative repository on Indonesian Public Service Innova-
tion, boasting commendable reliability.

The researcher employed PRISMA flowchart to select the
appropriate document (figure 1). First, identified all report from
KIPP range years 2014-2022 and found 2.178 innovation. Sec-
ond, screened based on title and description which classify the
innovation matches with digital innovation or not. As this re-
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search focus on digital public service innovation, we use the simple
definition of digital innovation in public sector as the same as e-
government implementation (Attour & Chaupain-Guillot, 2020).
E-government is defined as the process of implementation, dif-
fusion and use in public administration of Information and
Communication Technologies (ICT) to achieve innovative forms
of information and public services provision (OECD, 2003). In
summary we define digital public service innovation as an imple-
mentation of e-government in public service, the implementa-
tion ranging from website, application, and the other tools of e-
government. Third, researchers excluded 1.881 innovation that
is does not match with the definition of digital public service
innovation, at least record included for next review using con-
tent analysis is 297.

[ Records identified (N=2.178) ]

}

[ Records screened on title and description (N=2.178)

}

[ Records included in review (N=297) ]

Records
excluded

(N=1.881)

Figure 1. The Selection Process

Researcher employed content analysis for 297 document us-
ing coding scheme (Table 1). First, the coding scheme classify
the government level, which digital public service innovation
produce in certain government level such as central government
or province government or municipal government or regency
government. Second, the coding scheme classify the digital pub-
lic service innovation type, which type of digital public service
innovation produced by the government such as static or inter-
active and internal or external and cooperation or independent.
An example of an analysis on these four classifications can be
seen in table 2.
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Table 1. Coding Scheme
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Government Level Digital Public Service Innovation Type
Central/Province/ Static Interactive Internal External Cooperation Independent
Municipal/Regency
Number of digital Number of digital Number of Number of Number of Number of Number of
innovations innovations that digital digital digital digital digital
produced by the utilize and innovations innovations for innovations innovations innovations
Government (Specify implement that use and internal for public created and created and
names of information implement organizational benefit. implemented in implemented
central/provincial/re technology with information purposes collaboration independently
gency/municipal one-way technology with with other without
governments) mechanisms a two-way organizations. invelving other
without mechanism organizations.
interaction involving
between providers interaction
and users between
providers and
users.
Table 2. Coding Vignete from KIPP 2014
. Central . . .
No Innovation Static  Interactive Internal External Cooperation Independent
Government
1 Sistem Informasi 1 0 1 0 0 1 o]
Layanan Permohonan
Informasi Publik
(SILAYAN) Online
2 Rumah Belajar 1 0 1 6] 0 1 0]
(belajar.kemdikbud.go.id)
3 Peningkatan Kapasitas 0 0 0 1 0 1 1

Kinerja Aparatur melalui
Aplikasi e-Kinerja

707 Arenuer
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RESULT AND DISCUSSION

The exploration of digital public service innovation within
government settings reveals a complex landscape characterized
by diverse strategies across different government levels. The find-
ings below highlight the importance of interactive initiatives for
enhancing citizen engagement and the strategic balance between
internal improvements and external stakeholder engagement. It
also notes the coexistence of collaborative and independent in-
novation efforts, suggesting that both approaches contribute to
the public sector’s ability to innovate. The findings elucidate that
the capacities of governmental bodies to foster innovation are
contingent upon distinct situational factors and exhibit a multi-
dimensional character. This is exemplified through an analytical
discourse on the distribution, landscape, and symphony of digi-
tal public service innovation, underscoring the complexity and
heterogeneity inherent in governmental innovation processes.

The distribution of digital public service innovation refers to
the spread and implementation of new and improved digital tech-
nologies, methodologies, and practices within public sector ser-
vices. This encompasses a wide range of activities, from the digi-
tization of records and processes to the use of data analytics,
artificial intelligence, and online platforms to improve service
delivery. The goal is often to increase efficiency, transparency,
accessibility, and responsiveness of public services to meet the
evolving needs of citizens and communities.
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THE DISTRIBUTION OF DIGITAL PUBLIC SERVICE
INNOVATION
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Figure 2. The Distribution of Digital Public Service Innovation Based on Govern-

ment Type
Source: Data Analysis, 2023

The figure 2 provides a comprehensive insight into the land-
scape of digital public service innovation, categorized by differ-
ent levels of government, spanning the years 2014 to 2022.
Throughout this period, the municipal governments
contributed to the evolution of digital services. In the initial
years, 2014 to 2016, a relatively balanced distribution of
innovation was evident. The Central government consistently
led in innovations, with counts ranging from 9 to 12 across
various years. Provincial and Regency governments followed suit,
actively engaging with innovation counts in the range of 4 to 11.
The Municipal government showcased variable involvement,
ranging from 1 innovation in 2016 to 11 in 2014. As the years
progressed, notable shifts emerged. Regency governments
demonstrated a remarkable surge in innovations, particularly in
2022 with a count of 19. Central government innova-
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tions remained relatively consistent, with fluctuations around
10 to 15. Provincial government contributions varied more no-
ticeably, ranging from 3 to 11. Meanwhile, the Municipal gov-
ernment maintained a presence, with innovations varying from
1to 11. Cumulatively, over the entire period, Regency govern-
ments accounted for a substantial total of 88 innovations, un-
derscoring their growing role in local digital service advancements.
The Central government’s cumulative count was 92, showcasing
consistent nationwide efforts. Provincial and Municipal govern-
ments presented cumulative counts of 56 and 61, respectively,
indicating their varying degrees of engagement.

The distribution of digital public service innovation across
government tiers is not solely defined by innovation counts. In-
stead, it reflects the diverse capacities of each level to harness
digital technology. Central governments leverage their national
reach and resources to drive consistent innovation. Provinces
engage variably based on regional capacities and priorities. Re-
gencies tap into local knowledge, while municipalities navigate
innovation with often limited resources. Understanding this dis-
tribution provides a foundation for tailored strategies to bolster
digital capacities across the spectrum of government levels, ulti-
mately advancing the nation’s journey toward digital transfor-
mation. This analysis offers an in-depth exploration of how vari-
ous levels of government engage with digital innovation, high-
lighting their distinct capacities and contributions to digital trans-
formation efforts. These findings underscore the imperative for
governmental entities at all levels to actively participate in digital
transformation efforts by leveraging emergent technologies to
address societal needs (Bannister & Connolly, 2015; Meijer &
Bolivar, 2016; Thomas, 2003).
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THE LANDSCAPE OF DIGITAL PUBLIC SERVICE INNOVA-
TION: INTERACTION, FOCUS AND GOVERNANCE
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Figure 3. User Interaction in Digital Public Service Innovation
Source: Data Analysis, 2023

The figure 3 provides a comprehensive breakdown of digital
initiatives categorized as “Static” and “Interactive” across mul-
tiple years, allowing for a nuanced analysis of how different types
of initiatives have evolved over time.

Static Initiatives: The table reveals that “Static” digital initia-
tives, characterized by their one-way, non-interactive nature, ex-
hibit a distinct pattern of distribution. Over the nine-year period
from 2014 to 2022, the distribution of static initiatives varies
from as low as 1 in 2021 to a substantial spike of 47 in 2022.
This surge in 2022 indicates a significant shift toward these uni-
directional initiatives, which are often used for disseminating
information without active user engagement. The cumulative total
of 87 static initiatives across the entire period underscores their
enduring presence despite the fluctuations observed year by year.
Interactive Initiatives: On the other hand, “Interactive” digital
initiatives, designed to engage users in two-way interactions,
present a different narrative. The distribution of interactive ini-
tiatives showcases a relatively stable trajectory, with counts rang-
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ing from 18 to 33 throughout the years. The highest count of 33
in 2015 indicates a strong emphasis on fostering user engage-
ment. Despite slight fluctuations, the interactive initiatives main-
tain a consistent and relatively high presence across the years.
The cumulative total of 210 interactive initiatives underscores
their sustained importance in facilitating dynamic user experi-
ences and participatory engagement.

The figure 3 captures specific dynamics within each year. For
instance, 2014 saw 8 static and 27 interactive initiatives, estab-
lishing a notable emphasis on interactive engagement from the
outset. Subsequent years display similar patterns, with varying
degrees of focus on each initiative type. An interesting anomaly
arises in 2020, where both static and interactive initiatives are
nearly equal in count, potentially reflecting a strategic balance
between information dissemination and user engagement dur-
ing a particular period. Over the entire period, a cumulative view
emerges. The total count of 297 initiatives underlines a concerted
effort toward digitalization, aligning with the global trend toward
embracing technology for public service enhancements. The dis-
tribution between static and interactive initiatives reflects a de-
liberate blend of approaches, indicating a strategic intent to ca-
ter to different user preferences and requirements.

In summary, the figure 3 provides a rich dataset for under-
standing the distribution of digital initiatives categorized by their
static and interactive nature. The dynamic shifts observed from
year to year highlight the adaptable nature of digital strategy,
while the cumulative totals underscore the overarching commit-
ment to leveraging digital technology for enhancing public ser-
vices. This comprehensive analysis examines the distribution of
static and interactive digital initiatives over multiple years, offer-
ing insights into the evolving strategies and priorities for digital
transformation.
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Figure 4. The Focus of Digital Public Service Innovation
Source: Data Analysis, 2023

The figure 4 is presents a comprehensive view of the distribu-
tion of initiatives categorized as “Internal” and “External” across
different years, providing valuable insights into the strategic fo-
cus and evolution of digital initiatives.

Internal Initiatives: The table reveals the distribution of “In-
ternal” initiatives, which are likely focused on streamlining and
enhancing internal operations within the organization. The an-
nual counts vary, with the lowest being 1 in 2021 and the highest
reaching 10 in 2015. This variability could reflect fluctuations in
administrative priorities and resource allocation. Cumulatively,
the total of 55 “Internal” initiatives over the entire period high-
lights a consistent commitment to optimizing internal processes
through digital technology. External Initiatives: On the other
hand, the table presents the distribution of “External” initiatives,
indicating efforts directed towards enhancing interactions with
external stakeholders, including citizens, businesses, and part-
ners. The distribution of these initiatives showcases intriguing
dynamics. While external initiatives experienced fluctuations,
they maintained a notable presence, with a peak of 47 in 2022,
suggesting an intensified focus on engaging external stakehold-
ers. The cumulative total of 242 “External” initiatives underscores
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the significance of fostering meaningful interactions beyond or-
ganizational boundaries.

Examining individual years, 2015 stands out with both high
counts of internal (10) and external (29) initiatives. This could
suggest a concerted effort to balance internal process improve-
ments with engaging external stakeholders. In 2022, a substan-
tial surge in external initiatives suggests a strategic shift toward
prioritizing interactions with external audiences. The variations
in counts from year to year illustrate the organizations adapt-
ability and responsiveness to evolving circumstances. The figure
4 provides a broader context by showcasing the cumulative to-
tals. The combined effort of 297 initiatives across the nine-year
period highlights a comprehensive approach to digital transfor-
mation. The balance between internal and external initiatives
underscores a holistic strategy that addresses both operational
efficiency and stakeholder engagement.

In summary, the figure 5 offers a comprehensive analysis of
the distribution of initiatives categorized by their internal and
external focus. The yearly dynamics demonstrate an organization’s
capacity to adjust its digital strategy based on changing needs,
while the cumulative counts underscore a commitment to lever-
aging digital technology for enhancing both internal operations
and external interactions. This thorough analysis captures the
strategic implications of the distribution of internal and external
initiatives over multiple years, offering insights into how organi-
zations navigate the complexities of digital transformation while
addressing both internal and external priorities.
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Figure 5. Governance of Digital Public Service Innovation
Source: Data Analysis, 2023

The Figure 5 provides valuable insights into the distribution
of initiatives categorized as “Cooperation” and “Independent”
across different years, reflecting the strategic approach and evo-
lution of collaborative efforts.

Cooperation Initiatives: The table illustrates the distribution
of “Cooperation” initiatives, indicating collaborative efforts with
external partners, stakeholders, or other entities. The yearly
counts vary, with the highest count being 21 in 2015, suggesting
a strategic emphasis on collaboration during that period. Cumu-
latively, the total of 82 “Cooperation” initiatives underscores an
organization’s commitment to forging external partnerships and
leveraging collective expertise for digital transformation. Inde-
pendent Initiatives: On the other hand, the table presents the
distribution of “Independent” initiatives, reflecting self-driven
efforts that do not rely on external partnerships. The counts ex-
hibit a varied pattern, ranging from 10 to 41. Notably, 2015 and
2022 emerge as years with a more pronounced focus on inde-
pendent initiatives, potentially indicating a strategic preference
for internal innovation. The cumulative total of 215 “Indepen-
dent” initiatives reflect an organization’s self-reliance in driving
digital initiatives.
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A closer examination of individual years reveals nuanced strat-
egies. For example, 2015 displayed a concerted push for both
cooperative and independent initiatives, indicating a holistic
approach that combined external collaboration with internal
innovation. In 2022, there was a notable surge in independent
initiatives, possibly reflecting a shift towards leveraging internal
expertise to drive digital advancements. These shifts underline
the organization’s ability to adapt its strategies based on evolving
priorities. The figure 5 cumulative perspective highlights the
broader strategy. The combined total of 297 initiatives over nine
years signifies a comprehensive commitment to digital transfor-
mation. The balance between cooperative and independent ini-
tiatives underscores an adaptive approach that combines collabo-
rative external efforts with internally-driven innovations.

In summary, the result offers a comprehensive analysis of the
distribution of initiatives categorized by their cooperative and
independent nature. The yearly dynamics showcase an
organization’s strategic flexibility, while the cumulative counts
underscore a commitment to harnessing collaboration and in-
ternal innovation for effective digital transformation. This com-
prehensive analysis captures the strategic implications of the dis-
tribution of cooperative and independent initiatives over mul-
tiple years, revealing how organizations navigate the complexi-
ties of digital transformation through partnerships and self-driven
efforts.

The preceding three findings suggest that embracing interac-
tive services, maintaining an external focus, and fostering coop-
erative innovation can yield enhanced performance outcomes
(Dawes, 1996; Welch, 2004; West, 2004). Across governmental
tiers, a shared landscape emerges wherein public service innova-
tion is predicated on interactive engagement with citizens, height-
ened attention to citizen-centric approaches, and collaboration
with external organizations and citizens alike. This unified land-
scape portends a promising trajectory for the evolution of digital
public service innovation within Indonesia, promising a more
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robust and effective frameworks for meeting the needs of its
popu-lace.

A SYMPHONY OF STRATEGIES IN DIGITAL PUBLIC
SERVICE INNOVATION

The exploration of digital public service innovation within
government settings has unearthed a complex and multifaceted
landscape. This analysis traversed diverse dimensions — govern-
ment types, interactivity, internal/external orientation, and col-
laboration vs. independence — revealing insightful nuances about
innovation capacity and typology.

The result shown a panorama where different levels of gov-
ernment showcased distinct innovation strategies. Central gov-
ernments emerged as steadfast drivers of nationwide digital ini-
tiatives, leveraging their resources and influence, echoing the find-
ings of Mergel et al., (2019a) who noted the pivotal role of cen-
tral governments in spearheading digital transformation. Prov-
inces displayed variations in innovation counts, influenced by
regional capacities and priorities, aligning with the observations
of Paas & Vahi (2012) regarding the regional disparities in inno-
vation capabilities. Regency governments, rooted in local con-
texts, took on the mantle of localized innovation champions,
while Municipal governments demonstrated resilience despite
varying capacities, resonating with the insights of Gil-Garcia et
al., (2018) on the importance of local context in shaping digital
innovation.

Collectively, these findings emphasize that innovation thrives
across diverse government echelons, each adapting strategies to
its unique role and strengths, as suggested by Anthopoulos et al.,
(2016). The dichotomy between interactive and static initiatives
delineated the strategic intent to balance information delivery
with dynamic engagement. Interactive initiatives, fostering two-
way interactions, underlined a commitment to citizen involve-
ment, potentially leading to more effective and responsive pub-
lic services, as highlighted by Tomor et al., (2019) In contrast,
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static initiatives serve as information dissemination tools, a point
underscored by Linders (2012) in their discussion on the vary-
ing approaches to digital public service delivery.

The distribution between internal and external initiatives elu-
cidated an intricate approach to innovation strategy. Fluctuations
in distribution indicated an organization’s adeptness at aligning
internal process improvements with external stakeholder engage-
ment, a balance noted by Bommert (2010) in their study on or-
ganizational innovation strategies. This adaptability underscores
an awareness of the symbiotic relationship between internal effi-
ciency and external satisfaction, as discussed by Van Ryzin &
Charbonneau (2010).

The contrast between cooperation and independent initia-
tives unveiled a strategic spectrum where external partnerships
and autonomous innovation coexist. Collaborative initiatives
capitalize on external expertise, while independent efforts rely
on internal capabilities, reflecting the findings of Torfing (2019)
on the benefits of collaborative innovation. The surge in inde-
pendent initiatives during specific years indicated a deliberate
emphasis on internal creativity, aligning with the observations
of Sgrensen (2011) on the rise of in-house innovation in public
sector organizations.

The impact and performance of digital public service innova-
tion could be typified based on the data. While comprehensive
analysis of impact requires more context, the result offer a pre-
liminary view. Initiatives with higher interactivity and external
focus could yield greater public engagement and satisfaction, as
suggested by Mergel et al., (2019b). Collaborative initiatives might
produce a broader reach and shared expertise, while indepen-
dent efforts could highlight organizational ingenuity, a point
made by Hartley (2005) in their analysis of public sector innova-
tion.

When paired with impact assessment, these typologies could
offer insights into how different strategies contribute to
overarching goals. The findings underscore that government ca-
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pacity to innovate is contextual and multidimensional, as argued
by Osborne & Brown (2005). Capacity is not solely defined by

resource allocation; it is an intricate interplay of governance struc-
tures, regional dynamics, and strategic agility. Innovation capac-
ity does not favor one government level over another; instead,
it is about leveraging unique strengths to drive meaningful change,
a perspective shared by Albury (2005) in their discussion on public
sector innovation.

CONCLUSION

The journey through digital public service innovation in gov-
ernment, as revealed by the analysis, unveils a symphony of strat-
egies a balance between interactivity and information delivery,
internal efficiency and external engagement, collaboration,
and self-reliance. The innovative landscape is not uniform; it
adapts, evolves, and thrives across government tiers. This
analysis enriches our understanding of how capacity to innovate
intertwines with innovation typologies and their resultant impact.
Ultimately, it is a holistic orchestration that empowers
governments to navigate digital transformation, unlocking new
avenues of serviceexcellence and citizen empowerment.

REFERENCES

Albury, D. (2005). Fostering innovation in public services. Public Money and Manage-
ment, 25(1). https://doi.org/10.1111/j.1467-9302.2005.00450.x

Amanta, F. (2022). Unpacking Indonesia’s Digital Accessibility. The Jakarta Post.
https://www.cips-indonesia.org/post/opinion-unpacking-indonesia-s-
digital-
accessibility#:~:text=As%200f%20January%202022%2C%?20about,lower%20for -
%20women%20than%20men

Anthopoulos, L., Reddick, C. G., Giannakidou, I., & Mavridis, N. (2016). Why e-govern-
ment projects fail? An analysis of the Healthcare.gov website. Government Infor-
mation Quarterly, 33(1), 161-173. https://doi.org/10.1016/j.9iq.2015.07.003

Attour, A., & Chaupain-Guillot, S. (2020). Digital Innovations in Public Administrations:
Technological or Policy Innovation Diffusion?: Journal of Innovation Economics &
Management, n° 31(1), 195-219. https://doi.org/10.3917/jie.prl.0061

Azali, K. (2017). Indonesia’s Divided Digital Economy. ISEAS, 70(2017).

Bachtiar, P., Handoko, G., & Purbaningrum, W. (2020). Ekonomi digital untuk siapa? Menuju
ekonomi digital yang inklusif di Indonesia (Cetakan pertama). SMERU Research
Institute.

Bannister, F., & Connolly, R. (2015). The great theory hunt: Does e-government really
have a problem? Government Information Quarterly, 32(1), 1-11. https://doi.org/10.1016/

j.0iq.2014.10.003



http://www.cips-indonesia.org/post/opinion-unpacking-indonesia-s-digital-
http://www.cips-indonesia.org/post/opinion-unpacking-indonesia-s-digital-
http://www.cips-indonesia.org/post/opinion-unpacking-indonesia-s-digital-
http://www.cips-indonesia.org/post/opinion-unpacking-indonesia-s-digital-
https://doi.org/10.1016/j.giq.2015.07.003
https://doi.org/10.3917/jie.pr1.0061
https://smeru.or.id/id/publication-id/ekonomi-digital-untuk-siapa-menuju-ekonomi-digital-yang-inklusif-di-indonesia
https://smeru.or.id/id/publication-id/ekonomi-digital-untuk-siapa-menuju-ekonomi-digital-yang-inklusif-di-indonesia
https://doi.org/10.1016/%20j.giq.2014.10.003
https://doi.org/10.1016/%20j.giq.2014.10.003

JURNAL
STUDI PEMERINTAHAN

Barrett, M., Davidson, E., Prabhu, J., & Vargo, S. L. (2015). Service Innovation in the Digi-
tal Age: Key Contributions and Future Directions. MIS Quarterly, 39(1), 135-154.
Bertot, J. (2016). Universal and contextualized public services: Digital public service in-
novation framework. Government Information Quarterly, 33(2), 211-222.

https://doi.org/10.1016/].0i9.2016.05.004

Bertot, J. C., Estevez, E., & Janowski, T. (2016). Digital Public Service Innovation: Frame-
work Proposal. Proceedings of the 9th International Conference on Theory and

Practice of Electronic Governance, 113-122. https://doi.org/10.1145/2910019.2910108

Bommert, B. (2010). Collaborative innovation in the public sector. International Public
Management Review, 11(1).

Bretschneider, S. (2004). “Best Practices” Research: A Methodological Guide for the
Perplexed. Journal of Public Administration Research and Theory, 15(2), 307-323.
https://doi.org/10.1093/jopart/mui017

Cahyarini, B. R., & Samsara, L. (2021). The Challenges of Digital Competency Imple-
mentation Towards World-Class Bureaucracy. Jurnal Borneo Administrator, 17(2),
259-274. https://doi.org/10.24258/jba.v17i2.825

Chen, J., Walker, R., & Sawhney, M. (2019). Public Service Innovation: A Typology. SSRN
Electronic Journal. https://doi.org/10.2139/ssrn.3410084

Dawes, S. S. (1996). Interagency information sharing: Expected benefits, manageable
risks. Journal of Policy Analysis and Management, 15(3), 377-394.
https://doi.org/10.1002/(SIC1)1520-6688(199622)15:3<377::AlD-
PAM3>3.0.CO;2-F

Gil-Garcia, J. R., Dawes, S. S., & Pardo, T. A. (2018). Digital government and public man-
agement research: Finding the crossroads. Public Management Review, 20(5), 633—
646. https://doi.org/10.1080/14719037.2017.1327181

Gil-Garcia, J. R., & Pardo, T. A. (2005). E-government success factors: Mapping practical
tools to theoretical foundations. Government Information Quarterly, 22(2), 187-216.
https://doi.org/10.1016/}.9ig.2005.02.001

Hartley, J. (2005). Innovation in governance and public services: Past and present. Pub-
lic Money and Management, 25(1), 27-34. https://doi.org/10.1111/j.1467-
9302.2005.00447.x

Heeks, R., & Bailur, S. (2007). Analyzing e-government research: Perspectives, philoso-
phies, theories, methods, and practice. Government Information Quarterly, 24(2),
243-265. https://doi.org/10.1016/j.9ig.2006.06.005

Kaletka, C., & Pelka, B. (2015). (Digital) Social Innovation Through Public Internet Access
Points. In M. Antona & C. Stephanidis (Eds.), Universal Access in Human-Computer
Interaction. Access to Today’s Technologies (Vol. 9175, pp. 201-212). Springer Inter-
national Publishing. https://doi.org/10.1007/978-3-319-20678-3_20

Liew, M. E. (2022). Is Indonesia on track to a fully digital government by 2025? Govinsider.
https://govinsider.asia/intl-en/article/is-indonesia-on-track-to-a-fully-digital-govern-
ment-by-2025

Linders, D. (2012). From e-government to we-government: Defining a typology for citi-
zen coproduction in the age of social media. Government Information Quarterly,
29(4), 446-454. https://doi.org/10.1016/].0ig.2012.06.003

Lurong, C. (Ed.). (2023). Accelerating digital transformation in Indonesia: Technology,
market, and policy. Economic Research Institute for ASEAN and East Asia.

Lynn, T., Rosati, P., Conway, E., Curran, D., Fox, G., & O’Gorman, C. (2022). Digital Public
Services. In T. Lynn, P. Rosati, E. Conway, D. Curran, G. Fox, & C. O’Gorman, Digital
Towns (pp. 49-68). Springer International Publishing. https://doi.org/10.1007/978-3-
030-91247-5 3

Meijer, A., & Bolivar, M. P. R. (2016). Governing the smart city: A review of the literature on
smart urban governance. International Review of Administrative Sciences, 82(2),

41


https://r.search.yahoo.com/_ylt=Awrx_7t3ONxlXVMBhV_LQwx.;_ylu=Y29sbwNzZzMEcG9zAzEEdnRpZAMEc2VjA3Ny/RV=2/RE=1708959991/RO=10/RU=https%3a%2f%2fwww.researchgate.net%2fpublication%2f283825550_Service_Innovation_in_the_Digital_Age_Key_Contributions_and_Future_Directions/RK=2/RS=ZNE1XcoooUe7y_5_4KCYnmY2Q80-
https://doi.org/10.1016/j.giq.2016.05.004
https://doi.org/10.1145/2910019.2910108
https://r.search.yahoo.com/_ylt=Awr1QV6sONxllvsCpMLLQwx.;_ylu=Y29sbwNzZzMEcG9zAzEEdnRpZAMEc2VjA3Ny/RV=2/RE=1708960045/RO=10/RU=https%3a%2f%2fwww.semanticscholar.org%2fpaper%2fCollaborative-Innovation-in-the-Public-Sector-Bommert%2fa189bce2cbbb1198d410cc74ab3d8f3618df8ba4/RK=2/RS=EtyB2OY5KRfn5pEt_YUrjgDpPtQ-
https://r.search.yahoo.com/_ylt=Awr1QV6sONxllvsCpMLLQwx.;_ylu=Y29sbwNzZzMEcG9zAzEEdnRpZAMEc2VjA3Ny/RV=2/RE=1708960045/RO=10/RU=https%3a%2f%2fwww.semanticscholar.org%2fpaper%2fCollaborative-Innovation-in-the-Public-Sector-Bommert%2fa189bce2cbbb1198d410cc74ab3d8f3618df8ba4/RK=2/RS=EtyB2OY5KRfn5pEt_YUrjgDpPtQ-
https://doi.org/10.1093/jopart/mui017
https://doi.org/10.24258/jba.v17i2.825
https://doi.org/10.2139/ssrn.3410084
https://doi.org/10.1002/(SICI)1520-6688(199622)15:3%3c377::AID-PAM3%3e3.0.CO;2-F
https://doi.org/10.1002/(SICI)1520-6688(199622)15:3%3c377::AID-PAM3%3e3.0.CO;2-F
https://doi.org/10.1080/14719037.2017.1327181
https://doi.org/10.1016/j.giq.2005.02.001
https://doi.org/10.1111/j.1467-%209302.2005.00447.x
https://doi.org/10.1111/j.1467-%209302.2005.00447.x
https://doi.org/10.1016/j.giq.2006.06.005
https://doi.org/10.1007/978-3-319-20678-3_20
https://govinsider.asia/intl-en/article/is-indonesia-on-track-to-a-fully-digital-govern-%20ment-by-2025
https://govinsider.asia/intl-en/article/is-indonesia-on-track-to-a-fully-digital-govern-%20ment-by-2025
https://doi.org/10.1016/j.giq.2012.06.003
https://r.search.yahoo.com/_ylt=Awr1QV5EOdxluKQDuzTLQwx.;_ylu=Y29sbwNzZzMEcG9zAzEEdnRpZAMEc2VjA3Ny/RV=2/RE=1708960197/RO=10/RU=https%3a%2f%2fwww.eria.org%2fpublications%2faccelerating-digital-transformation-in-indonesia-technology-market-and-policy%2f/RK=2/RS=SMAhYr8ivNjs8NtXcEALKztDr2Q-
https://doi.org/10.1007/978-3-%20030-91247-5_3
https://doi.org/10.1007/978-3-%20030-91247-5_3

Vol. 15 No. 1
January 2024

42

392-408. https://doi.org/10.1177/0020852314564308

Mergel, I., Edelmann, N., & Haug, N. (2019a). Defining digital transformation: Results
from expert interviews. Government Information Quarterly, 36(4), 101385.
https://doi.org/10.1016/}.9iq.2019.06.002

Mergel, I., Edelmann, N., & Haug, N. (2019b). Defining digital transformation: Results
from expert interviews. Government Information Quarterly, 36(4).

Millard, J. (2013). ICT-enabled public sector innovation: Trends and prospects. Proceed-
ings of the 7th International Conference on Theory and Practice of Electronic Gov-
ernance, 77-86. https://doi.org/10.1145/2591888.2591901

Misuraca, G., & Viscusi, G. (2014). Digital governance in the public sector: Challenging
the policy-maker’s innovation dilemma. Proceedings of the 8th International Con-
ference on Theory and Practice of Electronic Governance, 146—-154. https://doi.org/
10.1145/2691195.2691286

Moon, M. J. (2002). The Evolution of E Government among Municipalities: Rhetoric or
Reality? Public Administration Review, 62(4), 424-433. https://doi.org/10.1111/0033-
3352.00196

Norris, D. F., & Reddick, C. G. (2013). Local E Government in the United States: Transfor-
mation or Incremental Change? Public Administration Review, 73(1), 165-175.
https://doi.org/10.1111/j.1540-6210.2012.02647.x

OECD. (2003). The e-Government Imperative. OECD. https://doi.org/10.1787/
9789264101197-en

OECD & Asian Development Bank. (2019). Government at a Glance Southeast Asia
2019. OECD. https://doi.org/10.1787/9789264305915-en

Osborne, S. P., & Brown, K. (2005). Managing Change and Innovation in Public Service
Organizations. Routledge.

Paas, T., & Vahi, T. (2012). Regional Disparities And Innovations In Europe. Regions in
Motion - Breaking the Path. 52nd Congress of the European Regional Science As-
sociation, Slovakia.

Sgrensen, E. (2011). Enhancing collaborative innovation in the public sector. Administra-
tion and Society, 43(8), 842—868. https://doi.org/10.1177/0095399711418768

Thomas, J. C. (2003). The New Face of Government: Citizen-Initiated Contacts in the Era
of E-Government. Journal of Public Administration Research and Theory, 13(1), 83—
102. https://doi.org/10.1093/jpart/mug010

Tomor, Z., Meijer, A., Michels, A., & Geertman, S. (2019). Smart Governance For Sustain-
able Cities: Findings from a Systematic Literature Review. Journal of Urban Tech-
nology, 3-27.

Torfing, J. (2019). Collaborative innovation in the public sector: The argument. Public
Management Review, 21(1), 1-11. https://doi.org/10.1080/14719037.2018.1430248
United Nations. (2022). E-Government Survey 2022: The Future of Digital Government.
United Nations. https://desapublications.un.org/sites/default/files/publications/2022-

09/Web%20version%20E-Government%202022. pdf

Van Ryzin, G. G., & Charbonneau, E. (2010). PUBLIC SERVICE USE AND PERCEIVED
PERFORMANCE: AN EMPIRICAL NOTE ON THE NATURE OF THE RELATIONSHIP.
Public Administration, 88(2), 551-563. https://doi.org/10.1111/j.1467-9299.2010.01820.x

Welch, E. W. (2004). Linking Citizen Satisfaction with E-Government and Trust in Govern-
ment. Journal of Public Administration Research and Theory, 15(3), 371-391.
https://doi.org/10.1093/jopart/mui021

West, D. M. (2004). E Government and the Transformation of Service Delivery and Citi-
zen Attitudes. Public Administration Review, 64(1), 15-27. https://doi.org/10.1111/j.1540-
6210.2004.00343.x



https://doi.org/10.1177/0020852314564308
https://doi.org/10.1016/j.giq.2019.06.002
https://r.search.yahoo.com/_ylt=Awr1SWOGOdxlIR0CaAPLQwx.;_ylu=Y29sbwNzZzMEcG9zAzEEdnRpZAMEc2VjA3Ny/RV=2/RE=1708960263/RO=10/RU=https%3a%2f%2fwww.researchgate.net%2fpublication%2f334028741_Defining_digital_transformation_Results_from_expert_interviews/RK=2/RS=SqBJ0.u5fLBUy4mp5mFzOOuGk3E-
https://doi.org/10.1145/2591888.2591901
https://doi.org/%2010.1145/2691195.2691286
https://doi.org/%2010.1145/2691195.2691286
https://doi.org/10.1111/0033-%203352.00196
https://doi.org/10.1111/0033-%203352.00196
https://doi.org/10.1111/j.1540-6210.2012.02647.x
https://doi.org/10.1787/%209789264101197-en
https://doi.org/10.1787/%209789264101197-en
https://doi.org/10.1787/9789264305915-en
https://r.search.yahoo.com/_ylt=Awr1QV7nOdxl79MDCiPLQwx.;_ylu=Y29sbwNzZzMEcG9zAzEEdnRpZAMEc2VjA3Ny/RV=2/RE=1708960359/RO=10/RU=https%3a%2f%2fwww.researchgate.net%2fpublication%2f31772751_Managing_Change_and_Innovation_in_Public_Service_Organizations_SP_Osborne_K_Brown/RK=2/RS=GGSWg7jzsfMao9YVxWaIqxZcq.A-
https://r.search.yahoo.com/_ylt=Awr1QV7nOdxl79MDCiPLQwx.;_ylu=Y29sbwNzZzMEcG9zAzEEdnRpZAMEc2VjA3Ny/RV=2/RE=1708960359/RO=10/RU=https%3a%2f%2fwww.researchgate.net%2fpublication%2f31772751_Managing_Change_and_Innovation_in_Public_Service_Organizations_SP_Osborne_K_Brown/RK=2/RS=GGSWg7jzsfMao9YVxWaIqxZcq.A-
https://r.search.yahoo.com/_ylt=Awr1SWP.Odxlz3MCULrLQwx.;_ylu=Y29sbwNzZzMEcG9zAzEEdnRpZAMEc2VjA3Ny/RV=2/RE=1708960383/RO=10/RU=https%3a%2f%2fwww.econstor.eu%2fbitstream%2f10419%2f120468%2f1%2fERSA2012_0080.pdf/RK=2/RS=lZLl1b9SD9wqeCixlUUrCsSUd1o-
https://doi.org/10.1177/0095399711418768
https://doi.org/10.1093/jpart/mug010
https://r.search.yahoo.com/_ylt=Awrx.P4vOtxl4RsVy._LQwx.;_ylu=Y29sbwNzZzMEcG9zAzEEdnRpZAMEc2VjA3Ny/RV=2/RE=1708960431/RO=10/RU=https%3a%2f%2fwww.semanticscholar.org%2fpaper%2fSmart-Governance-For-Sustainable-Cities%253A-Findings-a-Tomor-Meijer%2f70248779c577a8399d25f53f7c096b47dc890058/RK=2/RS=6likABEDVDFlDEPUlZMGn.fjcDs-
https://r.search.yahoo.com/_ylt=Awrx.P4vOtxl4RsVy._LQwx.;_ylu=Y29sbwNzZzMEcG9zAzEEdnRpZAMEc2VjA3Ny/RV=2/RE=1708960431/RO=10/RU=https%3a%2f%2fwww.semanticscholar.org%2fpaper%2fSmart-Governance-For-Sustainable-Cities%253A-Findings-a-Tomor-Meijer%2f70248779c577a8399d25f53f7c096b47dc890058/RK=2/RS=6likABEDVDFlDEPUlZMGn.fjcDs-
https://doi.org/10.1080/14719037.2018.1430248
https://desapublications.un.org/sites/default/files/publications/2022-%2009/Web%20version%20E-Government%202022.pdf
https://desapublications.un.org/sites/default/files/publications/2022-%2009/Web%20version%20E-Government%202022.pdf
https://doi.org/10.1111/j.1467-9299.2010.01820.x
https://doi.org/10.1093/jopart/mui021
https://doi.org/10.1111/j.1540-%206210.2004.00343.x
https://doi.org/10.1111/j.1540-%206210.2004.00343.x

