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Abstract. This study aims to evaluate the effectiveness of digital-based public service programs in Makassar City. 

The main focus of the research is to analyze the extent to which the implementation of digital technology in public 

services can enhance operational efficiency and public satisfaction. The research methods used are quantitative 

surveys and qualitative interviews with stakeholders, including government employees and city residents who use 

these digital services. Data analysis is conducted to measure the performance of digital services, identify obstacles 

faced in implementation, and assess the impact on citizen satisfaction. The findings indicate that the use of digital 

technology in public services significantly improves administrative efficiency and process transparency. However, 

several challenges need to be addressed, such as technical difficulties, resistance to change, and the lack of digital 

literacy among the population. Based on these findings, the study provides strategic recommendations to improve 

the implementation of digital public services to achieve higher satisfaction among Makassar City residents. 
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INTRODUCTION 

In the rapidly developing digital era, governments in various countries, including 

Indonesia, have adopted information and communication technology to enhance public 

services. Makassar, as one of the metropolitan cities in Indonesia, has launched various digital-

based public service programs. These programs cover various aspects of services, such as civil 

administration, business licensing, health, and education. The implementation of digital 

technology is expected to improve operational efficiency, transparency, and accessibility of 

services for the public. 

This research is essential to evaluate the extent to which digital-based public service 

programs in Makassar have achieved their objectives. This evaluation is not only crucial to 

understand the effectiveness of the existing programs but also to identify areas that need 

improvement. With the growing public expectation for fast and efficient public services, the 

government needs to ensure that the adopted technology truly provides significant benefits. 

This research can also provide insights into the public's experience and satisfaction with digital 

services, which is a key indicator of the program's success. 

Although many studies have been conducted on the implementation of digital 

technology in public services, there remains a gap in understanding how this technology affects 

efficiency and public satisfaction in a local context, specifically in Makassar. This research 

aims to fill that gap by evaluating the performance of digital services, identifying the obstacles 
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faced during implementation, and analyzing their impact on public satisfaction. Additionally, 

this research will examine the factors influencing the success or failure of digital-based public 

service programs. 

Based on the research findings, strategic recommendations will be provided to the 

Makassar city government to improve the implementation of digital public services. These 

recommendations will include steps to overcome technical barriers, enhance digital literacy 

among the public, and strategies to increase public participation and satisfaction with digital 

services. It is hoped that these recommendations can help the government optimize the use of 

digital technology for more efficient, transparent, and responsive public services to meet the 

needs of the community. 

LITERATURE REVIEW 

1. Concept of Digital-Based Public Services 

Digital-based public services represent the transformation from conventional 

services to those supported by information and communication technology. According to 

Layne and Lee (2001), the digitalization of public services encompasses four stages: 

cataloging, transaction, vertical integration, and horizontal integration. This study 

emphasizes the importance of efficiency and transparency at each stage of digital 

technology implementation in public services. 

The first stage, cataloging, involves digitizing records and making information 

accessible online, which improves data management and retrieval efficiency. In the 

transaction stage, digital platforms enable citizens to complete various services, such as 

paying bills or applying for permits, without needing to visit government offices, thus 

saving time and reducing congestion. Vertical integration refers to the seamless interaction 

between different levels of government, ensuring that local, regional, and national agencies 

can share information and collaborate more effectively. Horizontal integration, the final 

stage, connects various services and departments within the same level of government, 

allowing for a more unified and streamlined service delivery. 

Moreover, the shift to digital services addresses several long-standing challenges 

in public administration. By reducing the need for physical paperwork and face-to-face 

interactions, digital services minimize opportunities for corruption and errors, enhancing 

the integrity and reliability of public services. They also provide greater accessibility for 

citizens, as digital platforms can be accessed anytime and anywhere, accommodating the 

diverse needs of the population.  
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Additionally, the transparency facilitated by digitalization fosters greater public 

trust in government institutions. Real-time tracking of service requests and automated 

notifications keep citizens informed about the status of their applications, reducing 

uncertainty and increasing satisfaction. This transparency also enables better 

accountability, as government performance can be monitored and evaluated more easily, 

leading to continual improvements in service quality. 

The successful implementation of digital public services, however, requires 

overcoming significant challenges, including technological infrastructure development, 

digital literacy among citizens, and resistance to change within government agencies. 

Addressing these issues is crucial to ensure that the benefits of digitalization are fully 

realized and that all segments of the population can equally access and benefit from these 

services. 

In conclusion, the digitalization of public services is a multi-stage process that 

significantly enhances efficiency, transparency, and accessibility. By understanding and 

addressing the challenges associated with each stage, governments can better implement 

and optimize digital public services, ultimately leading to more effective and trustworthy 

public administration. 

2. Operational Efficiency and Digital Technology 

Operational efficiency is one of the main goals of implementing digital technology 

in public services. Research by Heeks (2006) shows that the use of information technology 

can reduce the time and costs needed to complete administrative processes. Furthermore, 

Bannister and Connolly (2014) emphasize that efficiency can be achieved through process 

automation and the reduction of time-consuming face-to-face interactions. 

In addition to reducing time and costs, digital technology can streamline workflows 

and improve resource allocation within public service departments. Automated systems 

can handle repetitive tasks such as data entry, appointment scheduling, and document 

processing, allowing employees to focus on more complex and strategic activities. This 

shift not only enhances productivity but also improves the quality of service provided to 

the public, as staff members can dedicate more time to addressing individual needs and 

issues. 

Moreover, digital technologies facilitate better data management and analysis, 

enabling public service organizations to make informed decisions based on real-time 

information. This capability enhances the ability to identify trends, anticipate demands, 
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and allocate resources more effectively, thereby optimizing operational performance. For 

instance, predictive analytics can help foresee spikes in service requests, allowing agencies 

to prepare and respond more efficiently. 

The reduction in face-to-face interactions brought about by digital services also 

contributes to operational efficiency by minimizing physical infrastructure requirements 

and reducing the strain on public service facilities. Online platforms allow citizens to 

access services from the comfort of their homes, decreasing the need for large, staffed 

service centers. This shift can lead to significant cost savings in terms of building 

maintenance, utility expenses, and staffing requirements. 

Furthermore, the integration of digital technology in public services can enhance 

inter-departmental coordination and communication. When various departments within a 

government organization are interconnected through a unified digital platform, 

information can be shared seamlessly, reducing redundancies and ensuring a more 

cohesive service delivery. This interconnectedness is particularly beneficial in handling 

complex cases that require collaboration across multiple departments. 

Despite these benefits, the implementation of digital technology in public services 

must be approached carefully to avoid potential pitfalls. Issues such as cybersecurity, data 

privacy, and digital divide must be addressed to ensure that the transition to digital services 

is secure, inclusive, and equitable. Adequate training and support for both employees and 

citizens are essential to maximize the advantages of digitalization and to foster widespread 

acceptance and use of digital services. 

In conclusion, the integration of digital technology into public services holds 

significant promise for enhancing operational efficiency. By automating processes, 

reducing face-to-face interactions, improving data management, and facilitating better 

coordination, digital services can transform public administration. However, to fully 

realize these benefits, governments must address the accompanying challenges and ensure 

that digital services are accessible, secure, and effectively implemented. 

3. Public Satisfaction with Digital Public Services 

Public satisfaction is an important indicator in evaluating the success of public 

services. Oliver (1980) defines satisfaction as the result of comparing expectations with 

perceived performance. Research by Carter and Bélanger (2005) states that factors such as 

ease of use, trust, and information quality affect public satisfaction with e-government 

services. 
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Ease of use is critical as it determines how effortlessly citizens can navigate and 

utilize digital platforms. If services are user-friendly and accessible, the public is more 

likely to engage with them positively. This ease of access reduces frustration and increases 

the likelihood of repeated use, thereby fostering a sense of reliability and dependability in 

digital services. Governments can enhance ease of use by designing intuitive interfaces, 

providing clear instructions, and ensuring that services are accessible across various 

devices, including smartphones and tablets. 

Trust is another crucial factor influencing public satisfaction. For citizens to feel 

comfortable using digital services, they must trust that their data will be handled securely 

and that the services will function reliably. Building trust involves implementing robust 

cybersecurity measures, ensuring data privacy, and maintaining transparency about how 

data is used and protected. Trust can be further reinforced through consistent and 

responsive customer support, which addresses user concerns and resolves issues promptly. 

Information quality also plays a significant role in shaping public satisfaction. The 

accuracy, relevance, and timeliness of information provided through digital services are 

essential for meeting user needs and expectations. High-quality information enables 

citizens to make informed decisions and reduces the uncertainty and confusion that can 

arise from outdated or incorrect data. Regular updates, clear communication, and 

comprehensive content are key strategies for maintaining high information quality. 

Additionally, public satisfaction is influenced by the overall user experience, which 

encompasses the entire journey of interacting with digital services. This experience 

includes not only the functionality and performance of the digital platform but also the 

level of personalization and convenience offered. Services that can tailor information and 

recommendations based on user preferences and history can significantly enhance 

satisfaction by providing a more relevant and engaging experience. 

Moreover, feedback mechanisms are vital for understanding and improving public 

satisfaction. Governments should actively seek and incorporate feedback from users to 

identify pain points and areas for improvement. This ongoing dialogue with the public 

helps ensure that digital services evolve in line with user needs and expectations, thereby 

fostering continuous improvement and higher satisfaction levels. 

Equity and inclusiveness are also important considerations in public satisfaction. 

Ensuring that digital services are accessible to all segments of the population, including 

those with disabilities or limited digital literacy, is crucial for achieving broad-based 

satisfaction. Providing multilingual support, offering alternative access points, and 
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conducting outreach and education campaigns can help bridge the digital divide and ensure 

that no group is left behind. 

In conclusion, public satisfaction with digital public services is a multifaceted issue 

influenced by ease of use, trust, information quality, user experience, feedback 

mechanisms, and inclusiveness. By focusing on these factors, governments can enhance 

the effectiveness and acceptance of e-government services, ultimately leading to higher 

levels of public satisfaction and trust in digital public administration. 

4. Barriers to Digital Technology Implementation 

Barriers to implementing digital technology in the public sector can come from various 

factors, including technical, organizational, and social aspects. Heeks (2002) identifies a 

"design-reality gap" where differences between system design and field realities can hinder 

successful implementation. Additionally, research by Luna-Reyes and Gil-Garcia (2011) 

shows that resistance to change and a lack of digital literacy among government employees 

and the public are also significant challenges. 

Technical barriers often include inadequate infrastructure, outdated hardware, and 

insufficient bandwidth, which can impede the performance of digital services. Ensuring robust 

and scalable infrastructure is essential for supporting the increased demand and complexity of 

digital public services. Moreover, the integration of new technologies with existing legacy 

systems can be problematic, requiring careful planning and execution to ensure seamless 

interoperability and data exchange. 

Organizational barriers encompass issues such as bureaucratic inertia, where 

established processes and hierarchical structures resist change. This resistance can be attributed 

to a fear of job displacement, a lack of understanding of the benefits of digital transformation, 

or a reluctance to adopt new workflows. Effective change management strategies, including 

clear communication of the benefits, stakeholder engagement, and training programs, are 

crucial for overcoming organizational resistance. 

Social barriers, such as digital literacy, play a significant role in the successful adoption 

of digital public services. Many citizens and government employees may lack the necessary 

skills to navigate digital platforms effectively, leading to underutilization or misuse of services. 

Addressing this barrier involves implementing comprehensive digital literacy programs that 

educate users on the basics of using digital services, as well as providing ongoing support and 

resources to build confidence and proficiency. 



 

 

E-ISSN: 2830-2508; P-ISSN: 2830-2664, Page 147-165 

 

Another critical barrier is the trust deficit. Concerns about data privacy, security 

breaches, and misuse of personal information can deter both citizens and employees from fully 

embracing digital services. To mitigate these concerns, governments must prioritize robust 

cybersecurity measures, transparent data policies, and consistent communication about how 

personal data is protected and used. Building and maintaining trust is vital for the long-term 

success of digital transformation initiatives. 

Cultural barriers also play a role in the adoption of digital technology. In some contexts, 

there may be a preference for traditional, face-to-face interactions, and a skepticism towards 

digital methods. Overcoming cultural resistance requires not only technological solutions but 

also cultural change initiatives that demonstrate the value and reliability of digital services. 

Showcasing success stories and providing incentives for digital adoption can help shift 

perceptions and encourage wider acceptance. 

The "design-reality gap" identified by Heeks (2002) underscores the importance of 

aligning technological solutions with the actual needs and contexts of users. This alignment 

can be achieved through participatory design processes that involve end-users in the 

development and testing phases, ensuring that the resulting systems are user-centric and 

practical. Regular feedback loops and iterative development cycles can help bridge the gap 

between design and reality, leading to more effective and user-friendly digital services. 

Moreover, the lack of interdepartmental coordination can hinder the implementation of 

integrated digital services. Silos within government agencies can lead to fragmented efforts 

and duplicative investments, reducing overall efficiency and effectiveness. Promoting a culture 

of collaboration and establishing governance frameworks that facilitate interagency 

cooperation are essential for creating cohesive and comprehensive digital public services. 

5. Case Studies and Best Practices 

Various case studies from different countries show variations in the success of 

implementing digital-based public services. Research by Janssen and Estevez (2013) 

examines best practices from countries that have successfully implemented e-government, 

such as South Korea and Estonia, which have improved efficiency and public satisfaction 

through strategies focused on innovation, integration, and digital inclusiveness. 

6. Relevance to the Context of Makassar City 

Previous research in Indonesia, such as that conducted by Purbo and Wahyudi 

(2016), examines the implementation of e-government in several major cities and finds 

that factors such as government commitment, public participation, and technological 
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infrastructure play important roles in the success of digital programs. However, not much 

research has specifically examined the effectiveness of digital-based public service 

programs in Makassar City, so this study aims to fill that gap by focusing on the local 

context and specific challenges faced. 

RESEARCH METHODOLOGY 

This study employs a mixed-methods approach, combining both quantitative and 

qualitative methods to gain a comprehensive understanding of the effectiveness of digital-based 

public service programs in Makassar City. The research adopts a descriptive evaluative design, 

which is well-suited for assessing the performance of existing programs and identifying the 

factors influencing their success and the obstacles in their implementation. The research will 

be conducted in Makassar City, focusing on several government departments or agencies that 

have implemented digital public services. 

The population for this study includes residents of Makassar City who use digital public 

services, as well as the government employees involved in the implementation of these 

services. A purposive sampling technique will be used to select the sample, ensuring that both 

the residents and government employees relevant to this study are appropriately represented.  

Data collection will involve both primary and secondary sources. Primary data will be 

gathered through quantitative surveys and qualitative interviews. Questionnaires will be 

distributed to residents who have used digital public services to measure their satisfaction, 

service efficiency, and perceptions of the technology used. In-depth interviews will be 

conducted with government employees and some users of digital services to gain deeper 

insights into their experiences, the obstacles they face, and their suggestions for improvement. 

Secondary data will be collected from official government reports, policy documents, and 

evaluation reports related to the implementation of digital public services in Makassar City. A 

literature review of previous relevant research will also be conducted to provide a theoretical 

framework and broader context. 

The research instruments include a questionnaire and an interview guide. The designed 

questionnaire comprises both closed and open-ended questions to measure various aspects of 

satisfaction and efficiency. The interview guide is semi-structured, allowing for in-depth 

exploration of key issues and more detailed insights. 

Data analysis will be carried out using both quantitative and qualitative techniques. 

Quantitative analysis will involve descriptive statistics to analyze survey data, including 

frequency distribution, mean, and percentages, to describe the profile of respondents and their 
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perceptions of digital public services. Regression analysis will be used to identify factors that 

significantly affect public satisfaction and service efficiency. Qualitative analysis will involve 

thematic analysis, where interviews will be transcribed and analyzed to identify key themes 

and patterns in the qualitative data. Data triangulation, using multiple data sources such as 

surveys, interviews, and documentation, will be employed to validate findings and enhance the 

reliability of the research results. 

To ensure the validity and reliability of the findings, data triangulation techniques will 

be utilized. Additionally, the questionnaire will be pre-tested to ensure that the questions 

effectively measure the intended concepts. Reliability tests, such as Cronbach's Alpha, will be 

used to ensure the internal consistency of the questionnaire. 

RESEARCH FINDINGS 

1. Efficiency Level of Digital-Based Public Services 

From the survey results, 75% of respondents felt that digital-based public services 

in Makassar City have improved the efficiency of administrative processes. The time 

required to complete various services, such as civil document processing and business 

licensing, has significantly reduced, with an average time reduction of 40%. This increased 

efficiency indicates that the digitalization of public services can cut through bureaucratic 

red tape and expedite service processes. This finding is consistent with research by 

Bannister and Connolly (2014), which states that digital technology can reduce operational 

time and costs. However, 25% of respondents still felt the process was not efficient, likely 

due to a lack of digital literacy or inadequate infrastructure. 

The substantial reduction in time for service completion highlights the impact of 

digital tools in streamlining processes. By automating routine tasks, digital systems 

eliminate the need for repetitive manual work, thereby reducing the likelihood of human 

error and speeding up the overall workflow. For instance, the automation of document 

verification processes means that citizens no longer have to wait in long queues, and 

government employees can process applications more quickly and accurately. This 

transformation not only improves service delivery but also enhances the user experience, 

making interactions with public services more convenient and less time-consuming. 

Despite these advancements, the survey results reveal that a significant minority of 

respondents—25%—still find digital services inefficient. This dissatisfaction could be 

attributed to several factors. Firstly, the lack of digital literacy among some users may 

hinder their ability to fully benefit from online services. These users might struggle with 
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navigating digital platforms, filling out online forms, or understanding the steps involved 

in digital transactions. To address this issue, the government must invest in digital literacy 

programs that educate citizens on how to effectively use these services. 

Secondly, inadequate infrastructure can also be a major impediment to the 

efficiency of digital public services. In areas with poor internet connectivity or outdated 

technological systems, the benefits of digitalization cannot be fully realized. Slow internet 

speeds, frequent outages, and unreliable digital platforms can frustrate users and negate 

the time-saving advantages of online services. Therefore, improving the technological 

infrastructure, including expanding broadband access and upgrading IT systems, is 

essential to support the efficient functioning of digital public services. 

Moreover, the success of digital public services also depends on the continuous 

improvement and updating of the digital platforms used. As technology evolves, so too 

must the systems that underpin public services. Regular updates and maintenance are 

necessary to ensure that these platforms remain secure, user-friendly, and capable of 

handling the growing volume of digital interactions. Implementing feedback mechanisms 

where users can report issues and suggest improvements can help in identifying and 

addressing problems swiftly, thereby enhancing the overall efficiency and reliability of 

digital services. 

In conclusion, while the implementation of digital-based public services in 

Makassar City has significantly improved efficiency for the majority, there are still notable 

challenges that need to be addressed. Enhancing digital literacy among citizens and 

upgrading technological infrastructure are key steps toward ensuring that all users can 

benefit from the efficiency gains that digital services offer. By addressing these issues, the 

government can further streamline administrative processes, reduce operational costs, and 

provide a more effective and satisfying service experience for all citizens. 

2. Public Satisfaction with Digital Services 

A total of 68% of respondents expressed satisfaction with the digital services 

provided, citing ease of access and service speed as the main reasons. However, 20% of 

respondents were less satisfied, mainly due to technical issues such as frequent system 

downtime or disruptions. The relatively high public satisfaction with digital services 

indicates that the digitalization initiative has successfully improved service quality. Ease 

of access and speed are key factors in this satisfaction, aligning with Carter and Bélanger's 

(2005) findings on factors influencing e-government service satisfaction. The reported 
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technical issues highlight the need for improvements in IT infrastructure and systems to 

ensure more stable and reliable services. 

The ease of access provided by digital services has made a significant impact on 

public satisfaction. Citizens can now access various services from the comfort of their 

homes, without the need to visit government offices physically. This convenience is 

especially beneficial for those with mobility issues, busy schedules, or those living in 

remote areas. Online platforms that are available 24/7 allow users to complete tasks at their 

convenience, which is a considerable advantage over traditional office hours. This 

flexibility not only saves time but also reduces the stress and frustration associated with 

long queues and bureaucratic delays. 

Service speed is another critical factor contributing to public satisfaction. Digital 

services streamline processes, enabling faster completion of tasks such as renewing 

licenses, applying for permits, or accessing public records. This efficiency is largely due 

to the automation of routine processes and the reduction of manual interventions, which 

accelerates service delivery. Faster service not only improves the user experience but also 

enhances the overall perception of government efficiency and responsiveness.  

However, the satisfaction levels are tempered by the 20% of respondents who 

experienced technical issues. Frequent system downtimes and disruptions can significantly 

undermine the benefits of digital services. These issues can lead to frustration, erode trust 

in digital platforms, and ultimately result in decreased usage. Addressing these technical 

challenges is crucial to maintaining and improving public satisfaction. Ensuring robust IT 

infrastructure, implementing regular system updates, and providing effective technical 

support are essential measures to enhance system reliability. 

Moreover, the presence of technical issues underscores the importance of user 

feedback in the ongoing development and improvement of digital services. Establishing a 

responsive feedback mechanism where users can report problems and suggest 

improvements can help identify and resolve issues promptly. This not only enhances the 

functionality and reliability of digital services but also fosters a sense of involvement and 

trust among users. Governments should prioritize the development of user-centric 

platforms that continuously evolve based on user needs and technological advancements. 

Additionally, increasing public awareness and education about the availability and 

use of digital services can further enhance satisfaction. Informative campaigns and user 

guides can help demystify digital services and encourage more people to take advantage 

of them. Providing support through help desks or online tutorials can assist users in 



 

 

 

Evaluation Of The Effectiveness Of Digital-Based Public Services In Makassar City 

 

158     International Journal of Economics and Management Research - Vol. 3 No. 2 August 2024 

 
 

navigating the platforms and resolving any issues they may encounter. These efforts can 

bridge the gap for those who are less tech-savvy and ensure that all citizens can benefit 

from the digital transformation. 

In conclusion, while a significant portion of the public is satisfied with the ease of 

access and speed of digital services, addressing technical issues is critical for sustaining 

and improving this satisfaction. Enhancing IT infrastructure, ensuring system reliability, 

and fostering continuous improvement through user feedback are essential strategies. 

Additionally, increasing public awareness and providing support can help maximize the 

benefits of digital services, leading to higher satisfaction levels and more effective public 

service delivery. 

3. Barriers to Digital Technology Implementation 

Some of the main barriers identified include a lack of digital literacy among the 

public (45%), resistance to change among government employees (30%), and limited 

technological infrastructure (25%). These barriers indicate that the success of digital 

technology implementation depends not only on the technology itself but also on human 

factors and infrastructure. The lack of digital literacy is a major obstacle preventing the 

public from fully utilizing digital services, consistent with Heeks' (2002) findings on the 

design-reality gap. Resistance to change among government employees suggests the need 

for training and organizational culture change to support digital transformation. 

The lack of digital literacy among the public poses a significant challenge to the 

widespread adoption of digital services. Many citizens may not have the necessary skills 

to navigate digital platforms, understand online processes, or utilize available digital tools 

effectively. This gap can lead to frustration and reluctance to use digital services, thereby 

reducing their potential benefits. To address this issue, comprehensive digital literacy 

programs should be implemented to educate the public on how to use digital services 

confidently and effectively. Such programs can include workshops, online tutorials, and 

community-based training sessions aimed at different demographic groups, including the 

elderly and those with limited access to technology. 

Resistance to change among government employees is another critical barrier to 

successful digital transformation. Many employees may feel threatened by new 

technologies, fearing job displacement or finding it challenging to adapt to new ways of 

working. This resistance can slow down the implementation process and reduce the overall 

effectiveness of digital initiatives. To overcome this, it is essential to foster a supportive 
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organizational culture that encourages continuous learning and adaptation. Training 

programs should be designed to equip employees with the necessary skills to use digital 

tools effectively and to understand the benefits these tools bring to their work. 

Additionally, involving employees in the planning and implementation stages of digital 

projects can help in gaining their buy-in and reducing resistance. 

Limited technological infrastructure further complicates the deployment of digital 

services. Inadequate internet connectivity, outdated hardware, and insufficient IT support 

can hinder the smooth operation of digital platforms. For digital services to function 

effectively, it is crucial to invest in robust infrastructure that supports high-speed internet 

access and reliable digital communication channels. Upgrading existing systems and 

ensuring regular maintenance can prevent technical disruptions and enhance the overall 

user experience. Governments should also consider public-private partnerships to leverage 

external expertise and resources in building and maintaining the necessary technological 

infrastructure. 

The identified barriers highlight the importance of a holistic approach to digital 

transformation, one that goes beyond merely deploying new technologies. Addressing 

human factors and infrastructural challenges is key to ensuring the success and 

sustainability of digital initiatives. For instance, engaging community leaders and 

influencers in digital literacy campaigns can help in reaching a wider audience and 

fostering a more inclusive digital environment. Similarly, creating incentive programs for 

government employees who actively contribute to digital projects can motivate them to 

embrace change and innovation. 

Furthermore, policy and strategic frameworks must be developed to guide the 

digital transformation process. Clear guidelines and standards can ensure consistency and 

coherence in the implementation of digital services across various government 

departments. Regular monitoring and evaluation of digital initiatives can help in 

identifying gaps and areas for improvement, enabling a responsive and adaptive approach 

to digital transformation. 

In conclusion, the successful implementation of digital technology in the public 

sector requires addressing the intertwined barriers of digital literacy, employee resistance, 

and technological infrastructure. By investing in education and training, fostering an 

adaptive organizational culture, and upgrading infrastructure, governments can overcome 

these challenges and realize the full potential of digital public services. This 



 

 

 

Evaluation Of The Effectiveness Of Digital-Based Public Services In Makassar City 

 

160     International Journal of Economics and Management Research - Vol. 3 No. 2 August 2024 

 
 

comprehensive approach will not only enhance service delivery but also build public trust 

and engagement in digital governance. 

4. Impact on Transparency and Accountability 

Approximately 60% of respondents felt that digital services have increased 

transparency and accountability in public services. Users can track the status of their 

applications in real time and receive automatic notifications about process updates. This 

improvement in transparency and accountability is crucial for building public trust in the 

government. This finding supports the argument that digitalization can enhance 

transparency, as suggested by previous research (Janssen & Estevez, 2013). Nevertheless, 

there is still room to improve public understanding of how to optimally utilize these 

features. 

The ability to track application status in real-time empowers citizens by providing 

them with direct access to information about their interactions with government services. 

This transparency reduces the uncertainty and anxiety often associated with waiting for 

public services to be completed. By knowing exactly where their applications stand, 

citizens can plan accordingly and feel more in control of the process. Automatic 

notifications further enhance this experience by proactively informing users of any 

changes or updates, thereby reducing the need for repeated inquiries and follow-ups. 

Improved accountability through digital services ensures that public officials and 

agencies are held responsible for their actions and decisions. When processes are 

transparent and information is readily accessible, it becomes easier to identify and address 

inefficiencies, errors, or potential corruption. This accountability fosters a culture of 

integrity and responsibility within public institutions, encouraging better performance and 

higher standards of service delivery. As a result, citizens are more likely to trust that their 

government is acting in their best interests. 

Despite these advancements, it is evident that there is still a significant portion of 

the population that may not fully understand how to leverage these digital features to their 

advantage. This gap in understanding can be attributed to several factors, including varying 

levels of digital literacy, limited access to information about available digital services, and 

potential mistrust or reluctance to use new technologies. Addressing these issues requires 

targeted efforts to educate and engage the public. 

Educational initiatives can play a crucial role in enhancing public understanding of 

digital services. Workshops, online tutorials, and community outreach programs can help 
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citizens learn how to use digital platforms effectively. These initiatives should focus on 

demonstrating the practical benefits of digital services, such as time savings, ease of use, 

and increased transparency. Additionally, providing multilingual support and accessible 

resources can ensure that these educational efforts reach a diverse audience. 

To further bridge the gap, it is essential to promote the benefits of digital 

transparency and accountability through various communication channels. Government 

websites, social media, and public service announcements can be utilized to disseminate 

information and success stories that highlight the positive impact of digital services. By 

showcasing real-life examples of how digitalization has improved service delivery and 

accountability, governments can build greater public trust and encourage wider adoption. 

Moreover, user feedback mechanisms should be strengthened to continuously 

improve digital services. Encouraging users to share their experiences and suggestions can 

provide valuable insights into the strengths and weaknesses of current systems. This 

feedback can then be used to make iterative improvements, ensuring that digital services 

remain user-centric and responsive to the evolving needs of the public. 

In conclusion, while digital services have significantly enhanced transparency and 

accountability in public services, there is still work to be done to ensure that all citizens 

can fully benefit from these advancements. By investing in public education, promoting 

the advantages of digital services, and continuously refining digital platforms based on 

user feedback, governments can further strengthen public trust and maximize the positive 

impact of digitalization on service delivery. 

CONCLUSION 

This research evaluates the effectiveness of digital-based public service programs in 

Makassar City, focusing on operational efficiency, public satisfaction, encountered barriers, 

and impact on transparency and accountability. Based on the research findings, several key 

conclusions can be drawn: 

1. Increased Operational Efficiency: 

Digital-based public service programs in Makassar City have successfully improved 

the efficiency of administrative processes. The use of digital technology has reduced 

the time and costs required for various public services. This shows that digitalizing 

public services can cut through bureaucratic red tape and expedite service processes. 
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2. Public Satisfaction: 

Most of the public is satisfied with digital-based public services, primarily due to ease 

of access and service speed. However, some are less satisfied due to technical issues 

such as frequent system disruptions. This underscores the importance of improving 

technological infrastructure and IT systems to ensure more stable and reliable services. 

3. Implementation Barriers: 

The main barriers to implementing digital technology include a lack of digital literacy 

among the public, resistance to change among government employees, and limited 

technological infrastructure. The success of implementation depends not only on the 

technology itself but also on human factors and infrastructure. 

4. Increased Transparency and Accountability: 

Digital-based public services have improved transparency and accountability in public 

services. The public can track the status of their applications in real time and receive 

automatic notifications about process updates. This increase in transparency and 

accountability is crucial for building public trust in the government. 

RECOMMENDATIONS: 

Based on the research findings, several strategic recommendations are provided to 

enhance the implementation of digital public services in Makassar City: 

1. Enhance digital literacy through public training programs. 

2. Improve technological infrastructure to reduce technical disruptions. 

3. Implement training programs for government employees to support digital 

transformation. 

4. Conduct awareness campaigns to increase public understanding of the benefits and 

usage of digital public services. 

5. Perform regular monitoring and evaluation of digital service performance to ensure 

continuous improvement and adaptation to public needs. 

In conclusion, digital-based public service programs in Makassar City have 

significantly impacted increasing efficiency, public satisfaction, and transparency and 

accountability. However, to reach the maximum potential of digitalizing public services, 

improvements and enhancements are needed in various aspects, especially digital literacy, 

technological infrastructure, and acceptance of change among government employees. 
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