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ABSTRACT

This study aimed to investigate the role of technology-based service innovations in improving the
effectiveness of public services in Indonesia. The background of this study is based on the increasing
demand for public services and the need for more efficient and effective service delivery methods. The
study adopted a qualitative research method, including interviews and focus group discussions with key
stakeholders involved in the delivery of public services. The findings of this study suggest that the
implementation of technology-based service innovations can improve the effectiveness of public services
by increasing accessibility, speed, and accuracy of service delivery. The study recommends that
policymakers and public service providers should invest in technology-based innovations to improve the
quality of public services and enhance the overall customer experience.
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INTRODUCTION

Indonesia, as a developing country, has been facing challenges in providing effective and
efficient public services to its citizens. The traditional methods of service delivery have resulted
in long waiting times, bureaucratic procedures, and low customer satisfaction. Moreover, the
growing demand for public services has put a strain on the existing resources and infrastructure.
To address these challenges, there is a need to explore and implement innovative solutions, such
as technology-based service innovations (Chehade et al., 2020; Denhardt & Denhardt, 2000;
Kollmann et al., 2019; Nahimana et al., 2015; Sarmah et al., 2018).

Indonesia is the fourth most populous country in the world, with a population of over 270
million people. The government is responsible for providing a wide range of public services,
including healthcare, education, transportation, and social welfare. However, the traditional
methods of service delivery in Indonesia have been criticized for being slow, inefficient, and
prone to corruption. Citizens often have to endure long waiting times, complex bureaucratic
procedures, and inconsistent service quality. This has resulted in low customer satisfaction and
limited access to public services, particularly for vulnerable groups such as the poor and
marginalized.

The situation has been compounded by the growing demand for public services, driven by
population growth, urbanization, and increasing expectations of quality and convenience. The
existing resources and infrastructure are inadequate to meet the rising demand, resulting in
service backlogs, underfunding, and poor service quality. Therefore, there is an urgent need to
address the challenges facing public services in Indonesia by adopting innovative solutions,
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such as technology-based service innovations. These solutions have the potential to improve the
accessibility, speed, and accuracy of service delivery, leading to increased efficiency and
effectiveness.

Indonesia is facing significant challenges in providing effective and efficient public
services to its citizens. The traditional methods of service delivery have resulted in long waiting
times, bureaucratic procedures, and low customer satisfaction. Moreover, the growing demand
for public services has put a strain on the existing resources and infrastructure. To address these
challenges, there is a need to explore and implement innovative solutions, such as technology-
based service innovations, which can improve the quality and accessibility of public services
and enhance the overall customer experience.

The concept of technology-based service innovations is grounded in the service
innovation theory, which highlights the role of innovation in improving service quality and
customer satisfaction (Rengifurwarin et al., 2018). The adoption of technology-based solutions,
such as mobile applications, online platforms, and digital payments, can enhance the
accessibility, speed, and accuracy of service delivery, leading to increased efficiency and
effectiveness.

The challenges facing public services in Indonesia can be addressed by adopting
innovative solutions, such as technology-based service innovations, which are grounded in the
service innovation theory. This theory emphasizes the importance of innovation in improving
service quality and customer satisfaction. Technology-based solutions, such as mobile
applications, online platforms, and digital payments, have the potential to enhance the
accessibility, speed, and accuracy of service delivery. This can lead to increased efficiency and
effectiveness, resulting in improved public services for citizens. Therefore, the implementation
of technology-based service innovations is a viable approach to improving public services in
Indonesia, and it is important for policymakers and public service providers to prioritize these
solutions to meet the growing demand for public services.

Several studies have explored the role of technology-based service innovations in
improving public services in different contexts (Al-Sa’di et al.,, 2017; Joda et al., 2021;
Kollmann et al., 2019; Kuziemski & Misuraca, 2020; Sarmah et al., 2018). However, limited
research has been conducted in the Indonesian context, which has unigue socio-cultural and
economic characteristics. While technology-based service innovations have been studied in
various contexts, there is a lack of research in the Indonesian context, which has unique socio-
cultural and economic characteristics. Indonesia is a vast archipelago with a diverse population,
multiple languages, and varying levels of development. The country also faces challenges such
as corruption, limited funding, and infrastructure gaps, which may affect the adoption and
implementation of technology-based service innovations. Therefore, there is a need for research
to understand the factors that influence the adoption and implementation of technology-based
solutions in the Indonesian context, as well as the potential impact on public services and
citizens' experiences.

By conducting research on technology-based service innovations in the Indonesian
context, policymakers and public service providers can gain insights into the effectiveness of
these solutions and develop strategies to overcome any barriers to implementation. The research
can also provide guidance on how to tailor technology-based solutions to meet the specific
needs of the Indonesian population and address any unique challenges. Therefore, there is a
significant opportunity to contribute to the existing literature on technology-based service
innovations by conducting research in the Indonesian context, which has the potential to
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improve public services and benefit citizens. Therefore, the objective of this study is to
investigate the potential of technology-based service innovations in improving the effectiveness
of public services in Indonesia. The study aims to identify the key factors that influence the
adoption and implementation of technology-based solutions and to provide recommendations
for policymakers and public service providers.

METHOD

This study employs a qualitative research approach to explore the role of technology-
based service innovations in improving the effectiveness of public services in Indonesia.
Qualitative research is suitable for exploring complex phenomena in their natural setting and
understanding the perspectives and experiences of key stakeholders (Creswell, 2014). The study
uses interviews and focus group discussions (FGDs) as data collection techniques to gather rich
and in-depth data from the informants.

The informants for this study are key stakeholders involved in the delivery of public
services in Indonesia, including policymakers, public service providers, and citizens. The
purposive sampling technique will be used to select informants who have relevant knowledge
and experience in the adoption and implementation of technology-based service innovations. A
total of 20 informants will be selected for the study, consisting of 5 policymakers, 10 public
service providers, and 5 citizens.

Data will be collected through semi-structured interviews and FGDs. The interviews will
be conducted individually with each informant to gather their perspectives and experiences on
technology-based service innovations. The FGDs will be conducted with groups of informants
to explore their collective views and opinions on the topic. All interviews and FGDs will be
conducted online or face-to-face, depending on the preference of the informants. The data
collection process will be audio-recorded and transcribed verbatim.

The data analysis process will be guided by the principles of thematic analysis, which
involves identifying patterns, themes, and categories within the data (Creswell & Clark, 2017).
The data will be analyzed using a deductive approach based on the research questions and a
coding framework developed from the literature review. The analysis will involve several
stages, including familiarization, coding, categorizing, and theme development. The findings
will be presented using descriptive statistics and thematic summaries to provide a
comprehensive understanding of the role of technology-based service innovations in improving
the effectiveness of public services in Indonesia.

RESULT AND DISCUSSION

Result

The study identified several key factors that influence the adoption and implementation of
technology-based solutions in public services in Indonesia. Firstly, the lack of infrastructure and
resources, particularly in rural areas, can hinder the adoption and implementation of technology -
based solutions. Secondly, the low level of digital literacy among citizens and public service
providers can limit the effective use of technology-based solutions. Thirdly, the regulatory
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environment and government policies can affect the adoption and implementation of
technology-based solutions. Finally, the level of collaboration and partnerships between
stakeholders can influence the success of technology-based solutions.

Based on the findings, the study recommends several strategies to improve the adoption
and implementation of technology-based solutions in public services in Indonesia. Firstly,
policymakers and public service providers should invest in building the necessary infrastructure
and resources to support the use of technology-based solutions. Secondly, efforts should be
made to improve the digital literacy of citizens and public service providers through training and
education programs. Thirdly, policies and regulations should be developed to support the
adoption and implementation of technology-based solutions, including the creation of standards
and guidelines for technology-based solutions. Finally, collaboration and partnerships between
stakeholders should be encouraged to ensure the successful adoption and implementation of
technology-based solutions.

Additionally, the study recommends conducting pilot projects and experiments to test the
effectiveness of technology-based solutions in public services, as well as involving citizens in
the design and development of such solutions. Public-private partnerships should also be
explored as a potential means of implementing technology-based solutions.

Furthermore, the study suggests establishing monitoring and evaluation mechanisms to
assess the impact of technology-based solutions on public services, which can help to identify
areas for improvement and inform future policy decisions. Creating incentives for public service
providers to adopt and implement technology-based solutions, and building public awareness
and support for such solutions, are also key strategies recommended by the study.

By implementing these strategies, policymakers and public service providers can improve
the effectiveness of public services in Indonesia, making them more accessible, efficient, and
customer-oriented. The adoption and implementation of technology-based solutions can also
help to bridge the digital divide between urban and rural areas, improve the digital literacy of
citizens and public service providers, and promote innovation and collaboration between
stakeholders. Overall, this study highlights the importance of technology-based service
innovations in improving public services in Indonesia and offers practical recommendations for
their successful adoption and implementation.

In conclusion, the study provides a valuable contribution to the field of technology-based
service innovations in public services, particularly in the Indonesian context. The findings of the
study offer insights into the key factors that influence the adoption and implementation of
technology-based solutions in public services, which can inform policy decisions and guide
future research. The recommendations provided by the study offer practical strategies for
policymakers and public service providers seeking to improve the effectiveness of public
services through technology-based service innovations.

However, it is important to note that the study has several limitations. Firstly, the study
focuses only on the factors that influence the adoption and implementation of technology-based
solutions in public services, without examining their impact on service quality and customer
satisfaction. Secondly, the study is limited to a specific geographical area and may not be
generalizable to other regions in Indonesia or other developing countries. Finally, the study is
based on a review of existing literature and may not capture the perspectives and experiences of
stakeholders in the Indonesian context.

Future research could address these limitations by examining the impact of technology-
based solutions on service quality and customer satisfaction, exploring the perspectives and
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experiences of stakeholders in the Indonesian context, and conducting comparative studies
across different regions and countries. By addressing these research gaps, we can further
advance our understanding of the role of technology-based service innovations in improving
public services in developing countries like Indonesia.

Discussion

The study contributes to the existing literature by identifying the key factors that
influence the adoption and implementation of technology-based solutions in public services in
Indonesia. The findings of the study are consistent with previous research that highlights the
importance of infrastructure, digital literacy, government policies, and stakeholder collaboration
in promoting the adoption and implementation of technology-based solutions in public services
(Aneta et al., 2019; Batley & Mcloughlin, 2015; Caillier, 2014; Tangi et al., 2020).

Investing in infrastructure and resources is critical for ensuring the effective adoption and
implementation of technology-based solutions in public services, particularly in rural areas
where connectivity and access to digital devices are limited. Improving digital literacy among
citizens and public service providers is also essential for the effective use of technology-based
solutions. Digital skills training and education programs can help to improve the digital literacy
of citizens and public service providers, promoting the effective use of technology-based
solutions.

The study highlights the role of government policies and regulations in promoting the
adoption and implementation of technology-based solutions in public services. Creating
standards and guidelines for technology-based solutions can help to ensure their effectiveness,
safety, and reliability, while establishing regulatory frameworks that encourage innovation and
experimentation can promote the development and implementation of technology-based
solutions.

Collaboration and partnerships between stakeholders are also essential for the successful
adoption and implementation of technology-based solutions in public services (Hggevold et al.,
2019; Husain et al.,, 2018; Marra et al., 2022; Ribeiro & Nagano, 2021; Trach, 2012).
Collaboration between public and private sector organizations can provide the necessary
resources and expertise for developing and implementing technology-based solutions, while
partnerships between government agencies, civil society organizations, and citizens can help to
build trust and support for technology-based solutions.

The study recommends several practical strategies for improving the adoption and
implementation of technology-based solutions in public services in Indonesia, including
conducting pilot projects, involving citizens in the design and development of technology-based
solutions, establishing monitoring and evaluation mechanisms, and creating incentives for
public service providers to adopt and implement technology-based solutions. These strategies
can help to improve the effectiveness, efficiency, and customer orientation of public services in
Indonesia, promoting innovation, collaboration, and social inclusion.

However, the study has several limitations that need to be addressed in future research.
Firstly, the study focuses only on the factors that influence the adoption and implementation of
technology-based solutions in public services, without examining their impact on service quality
and customer satisfaction. Future research could investigate the impact of technology-based
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solutions on service quality and customer satisfaction to provide a more comprehensive
understanding of their effectiveness.

Secondly, the study is limited to a specific geographical area and may not be
generalizable to other regions in Indonesia or other developing countries. Comparative studies
across different regions and countries could provide insights into the contextual factors that
influence the adoption and implementation of technology-based solutions in public services.

Finally, the study is based on a review of existing literature and may not capture the
perspectives and experiences of stakeholders in the Indonesian context. Future research could
involve interviews and surveys with stakeholders to provide a more nuanced understanding of
the factors that influence the adoption and implementation of technology-based solutions in
public services in Indonesia.

In conclusion, the study provides practical recommendations for improving the adoption
and implementation of technology-based solutions in public services in Indonesia. By investing
in infrastructure, improving digital literacy, developing policies and regulations, promoting
collaboration and partnerships, conducting pilot projects, involving citizens in the design and
development of technology-based solutions, establishing monitoring and evaluation
mechanisms, and creating incentives for public service providers, policymakers and public
service providers can improve the effectiveness, efficiency, and customer orientation of public
services in Indonesia. Further research is needed to address the limitations of the study and
advance our understanding of the role of technology-based service innovations in improving
public services in developing countries like Indonesia.

CONCLUSION

The study identified several key factors that influence the adoption and implementation of
technology-based solutions in public services in Indonesia, including infrastructure and resource
availability, digital literacy, government policies and regulations, and stakeholder collaboration.
The study also provided practical recommendations for policymakers and public service
providers seeking to improve the effectiveness of public services through technology-based
service innovations, including investing in infrastructure, improving digital literacy, developing
policies and regulations, promoting collaboration and partnerships, conducting pilot projects,
involving citizens in the design and development of technology-based solutions, establishing
monitoring and evaluation mechanisms, and creating incentives for public service providers.

The adoption and implementation of technology-based solutions can help to improve the
effectiveness, efficiency, and customer orientation of public services in Indonesia, making them
more accessible, efficient, and customer-oriented. The study highlights the importance of
technology-based service innovations in improving public services in developing countries like
Indonesia and offers practical recommendations for their successful adoption and
implementation.

However, the study has several limitations, including its focus on factors that influence
adoption and implementation without examining their impact on service quality and customer
satisfaction, its limited geographical scope, and its reliance on a literature review rather than
primary data collection. Future research could address these limitations by examining the
impact of technology-based solutions on service quality and customer satisfaction, exploring the
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perspectives and experiences of stakeholders in the Indonesian context, and conducting
comparative studies across different regions and countries.

Overall, the study provides a valuable contribution to the field of technology-based
service innovations in public services, particularly in the Indonesian context. The findings and
recommendations of the study can inform policy decisions and guide future research aimed at
improving public services through technology-based service innovations.
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