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ABSTRACT - This study aims to analyse the digitalization of political governance through the 
implementation of e-government at the National Unity and Politics Agency of Palangka Raya 
City. The study focuses on how digital technologies are utilized to support political 

governance, institutional administration, data management, community organization 
registration, grant services, and research-related services. A qualitative descriptive approach 
was employed, with data collected through direct observation, in-depth interviews with 

service providers and users, and documentation. The data were analysed using an interactive 
model involving data reduction, data display, and conclusion drawing. The findings indicate 
that e-government implementation is supported by policy direction, managerial commitment, 
institutional coordination, and basic digital infrastructure, particularly the availability of an 

official website and digital information systems. However, digitalization remains constrained 
by limited public outreach, uneven digital competencies among personnel, low public 
awareness of online services, and the absence of fully integrated digital transactions. The 

study argues that strengthening digital capacity, expanding political and civic information 
outreach, and integrating online services are essential for developing more transparent, 
accessible, and responsive digital political governance at the local level. 
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Introduction  
  Migration of government affairs into digital space is no longer merely a technical option; 

it is a consequence of the changing way in which citizens relate to the state. The use of 

information and communication technology within the bureaucracy, commonly termed e-

government, is directed at shortening procedural chains, opening access to information, and 

positioning citizens as parties who are served rather than parties who wait Goloshchapova et al 

(2023) reads e-government as a new pattern of relations among government, society, and other 

stakeholders, bridged by digital instruments and aimed ultimately at improving service quality. 

Before this pattern was adopted, public administration rested on face-to-face mechanisms that 

demanded physical presence, consumed time, and left blind spots that the public found difficult to 

scrutinise. 

In Indonesia this policy direction rests on a clear legal footing. Presidential Instruction 

Number 3 of 2003 on the National Policy and Strategy for E-Government Development served as 

the point of departure, reinforced by Law Number 14 of 2008 on Public Information Openness 

together with Government Regulation Number 61 of 2010 as its implementing rule. At the regional 

level, Central Kalimantan Provincial Regulation Number 5 of 2013 obliges public bodies to employ 

information and communication technology in delivering information services. This body of 

regulation positions digitalisation not as a voluntary initiative of individual work units but as an 

institutional obligation attached to the public service mandate borne by Article 18 paragraph (2) 

and Article 34 paragraph (3) of the 1945 Constitution. Although the regulatory framework is in 

place, practice on the ground has produced uneven results. (Inakefe et al., 2023) records that e-

government programmes frequently stall at the launch stage because of limited infrastructure, low 

digital literacy among personnel, and internal bureaucratic resistance to changes in working 

routines. Linke et al (2020), from a different angle, shows that electronic systems accelerate 

processes, reduce recording errors, and make direct performance monitoring possible. These two 

apparently opposed findings suggest that the success of e-government is determined not by the 

presence of the technology itself but by organisational readiness and user acceptance. 

A number of earlier studies have approached this problem from different vantage points. 

Septiani et al(2022) found that the ability of Bukittinggi City to operate OSS-RBA, SICANTIK, and 

SIMBG rested on consistent regional budget allocation and on integration with the national 

electronic government architecture. (Muliawaty & Hendryawan, 2020) highlighted the 

institutional dimension through the Public Service Mall of Sumedang Regency, which brought 361 

types of licensing and non-licensing services into a single digital gateway. (Rohaniah & Rahmaini, 

2021) treated e-government as an instrument of innovation that trims bureaucratic intervention 

and thereby simplifies services. In the local context, (Praja Panjika, 2022) concluded that the 

development of electronic systems at the Investment and One-Stop Integrated Services Office of 

Palangka Raya City had reached only the web presence and interaction stages, without progressing 

to transaction or transformation. (Muhammad Diky Andreyansyah et al., 2024) showed that SI-

DOI improved the efficiency of civil registration services despite constraints of facilities and 

network coverage, while  (Hasanah et al., 2023) identified similar obstacles of cost and 

infrastructure at the sub-district level. 

Several studies indicate that recent research on e-government has addressed digital 

administrative innovation, stakeholder engagement, and factors influencing the adoption of digital 

services; however, limitations remain in explaining the gap between institutional readiness and 
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actual utilization within local government organizations. Kawabata & Camargo (2023) 

demonstrates that e-government innovation depends not only on technology but also on its 

integration into administrative processes. Sihotang et al (2025) emphasizing the importance of the 

involvement of various stakeholders in the sustainable adoption of digital systems.  However, 

these three studies have not specifically explained how policy support, managerial commitment, 

technological and human capacity, and service value interact to drive digital service utilization in 

institutions where the primary users are organizations and institutional groups. This research 

addresses that gap by analyzing e-government implementation at the National Unity and Politics 

Agency of Palangka Raya City through the lens of support, capacity, and value, while also 

identifying the phenomenon of readiness without utilization a situation where regulations, 

institutional commitment, infrastructure, and digital channels are in place, yet service utilization 

by users remains low. 

The novelty of this study lies in identifying the paradox of “readiness without utilisation” 

in e-government implementation. The study demonstrates that regulatory support, managerial 

commitment, digital infrastructure, and an official website are already available, yet digital service 

utilisation remains low due to limited public communication and outreach. Using the support, 

capacity, and value framework, this study shifts attention from technological readiness to actual 

utilisation, particularly among institutional users such as community organisations, student 

organisations, political parties, and researchers. The study therefore contributes to e-government 

literature by showing that the main constraint is not necessarily technological supply but the 

failure to cultivate user demand through effective communication. 

 

Method 
  This article is based on qualitative research of a descriptive character. That design was 

chosen because the problem under examination concerns meanings, experiences, and the 

judgements actors make about an institutional practice rather than quantities that can be 

measured numerically. (Creswell, 2014) in research by the Cruz & Tantia (2017) situates the 

qualitative approach as an effort to understand human experience through descriptive and 

narrative data within its social context. The research was conducted at the Office of the National 

Unity and Politics Agency of Palangka Raya City, Jalan Soekarno, City Government Office Complex, 

Palangka Sub-district, Jekan Raya District, Central Kalimantan Province. Informants were selected 

purposively on the basis of their direct involvement in either the delivery or the use of the services 

concerned. To protect the confidentiality of participants, no informant is identified by name or by 

a specific post. Informants are grouped into two categories and referred to by those categories 

throughout this article. Internal informants are officials of the agency who bear responsibility for 

the delivery of digital services at the managerial, secretarial, and administrative-unit levels. 

External informants are users of the agency's services, comprising administrators of community 

organisations, administrators of student organisations, and students applying for research 

recommendation letters. 

Data were collected through three complementary techniques: direct observation of the 

service process at the office, in-depth interviews guided by an open interview protocol, and 

document review covering the agency's official website, the documents of its information and 

documentation management function, and records of technical guidance activities. Analysis 

followed an interactive model moving back and forth among data condensation, data display, and 
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the drawing of conclusions. Field notes and interview transcripts were first selected and grouped 

into thematic categories, then arranged in a matrix so that patterns of relation among categories 

became legible, and finally verified by tracing the supporting data once more. The credibility of the 

data was maintained through source triangulation, comparing the accounts of internal informants 

with those of external informants, and through technique triangulation, setting interview results 

alongside observation and documentation. All findings were read using the analytical framework 

of (Richardus Eko Indrajit, 2002), which locates the success of e-government in three elements: 

support, capacity, and value. 

 
 

Result and Discussion 

Support: Policy Footing and Managerial Commitment 

The support element concerns the strength of policy, leadership alignment, and 

institutional arrangements that enable e-government to operate sustainably. Within the 

framework applied in this study, support represents the most developed dimension of 

implementation. Evidence from internal informants indicates that the agency's digitalisation 

efforts follow national Electronic-Based Government System policies and directions from the 

regional government. Several public services have also been transferred to online channels, 

including community organisation registration and public information provision through the 

official website (Fardiah et al., 2024; Yusuf et al., 2025). These developments indicate that policy 

support has established a formal foundation for digital service implementation. 

Managerial commitment further strengthens this institutional foundation. Internal 

informants identified national policy and leadership commitment as the principal drivers of e-

government implementation within the agency. The existence of an official website is viewed by 

management as an instrument capable of reducing the need for users to visit the office directly. 

This perspective demonstrates that digitalisation has been incorporated into the agency's 

understanding of service improvement. However, the continued development of service 

integration indicates that managerial commitment has not yet resulted in a fully integrated digital 

service environment, suggesting that institutional support remains an ongoing process rather than 

a completed condition. 

Institutional support is also reflected in the organisational mechanisms established to 

manage digital information. Information services are administered through the Information and 

Documentation Management Officer, while each organisational field periodically submits activity 

reports for publication through the designated operator. Digital service quality is additionally 

monitored through annual monitoring and evaluation conducted by the communication and 

informatics office. These arrangements demonstrate that digitalisation is supported not only by 

formal policy but also by organisational responsibilities, information management procedures, and 

monitoring mechanisms (Aben et al., 2021; Lappi et al., 2019). Such institutional scaffolding 

provides an important basis for maintaining continuity in the implementation of digital public 

services. 

Nevertheless, the strength of organisational support has not automatically generated 

awareness among external users. Of the ten external informants interviewed, nine reported that 
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they were unaware of the agency's online services. An administrator of a community organisation 

stated that the organisation continued to visit the office in person for service requirements despite 

maintaining communication with the agency through the Forum Nationality messaging group. 

This finding indicates a disconnect between the agency's internal communication mechanisms and 

the communication channels actually used by service users. The availability of digital services 

therefore remains insufficient when information about those services does not effectively reach 

the intended users. 

A similar condition was identified among student organisations. One external informant 

reported that although the concept of e-government was familiar, no guidance had been received 

concerning the availability or procedures for using online services (Mulyadi et al., 2023). This 

situation demonstrates that institutional support can remain a form of formal readiness when it is 

not accompanied by effective outreach, user guidance, and communication strategies. The findings 

therefore suggest that the main challenge within the support dimension is no longer the absence 

of policy or managerial commitment, but the limited translation of that commitment into demand-

side engagement. Strengthening communication through existing organisational networks could 

help convert institutional readiness into actual digital service utilisation. 

Capacity: Devices Available, Competence Lagging 

Capacity refers to the availability of resources required to operate and sustain a digital 

system, including technological infrastructure, network connectivity, administrative platforms, 

and the technical competence of personnel. In terms of technological infrastructure, the agency 

has relatively adequate resources to support digital administration. These include functional 

computers, internet connectivity, an electronic administration system, and an official website of 

the Palangka Raya National Unity and Politics Agency. The website provides organisational 

information, news, activity agendas, regulations, a list of registered community organisations, and 

several public service channels, including community organisation registration, verification of 

political party assistance teams, grant fund verification, and research recommendation services. 

The availability of these facilities indicates that the agency has established a basic technological 

foundation for supporting digital governance and public service delivery. 

The principal limitation, however, is found in the human resource dimension, particularly 

the uneven level of digital competence among personnel responsible for operating and managing 

the available systems. An internal informant acknowledged that some staff members remain 

relatively unfamiliar with digital technologies, creating difficulties in optimising the available 

platforms and services. This condition has encouraged the agency to cooperate with the 

communication and informatics office in providing training, technical assistance, and operational 

guidance for system operators. Another internal informant confirmed the existence of this 

competency limitation and referred to the 2025 technical guidance programme aimed at 

strengthening the capacity of implementing information and documentation management officers 

across the Palangka Raya City Government. Such initiatives demonstrate that institutional capacity 

is not determined solely by the availability of technological infrastructure but also by the ability of 

personnel to utilise, manage, and continuously adapt digital systems to administrative 

requirements (Chavarnakul et al., 2025; Faro et al., 2022). 

Value concerns the tangible benefits generated by the digital system for both the agency as 

the service provider and the public as the service user. Internally, the implementation of the 
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system has produced noticeable improvements in administrative efficiency. An internal informant 

explained that the digital system reduces staff working time, facilitates the monitoring of service 

processes, and reduces the possibility of administrative errors. Before the system was 

implemented, administrative activities relied heavily on physical documents, manual recording, 

and lengthy bureaucratic procedures, which frequently caused delays and made direct supervision 

more difficult. From the user perspective, similar benefits have been experienced by those who are 

familiar with the online service. An external informant, an administrator of an advocacy 

organisation at the city branch level, explained that online services reduce the need for repeated 

visits to the agency merely to confirm document completeness because administrative 

requirements can be accessed and reviewed through the website. This demonstrates that 

digitalisation provides concrete value through greater efficiency, reduced administrative burden, 

and improved access to procedural information (Amato & Velicogna, 2022; Gräfe et al., 2024). 

The distribution of these benefits, however, remains limited because only a small 

proportion of potential users are aware of and utilise the available digital channels. Most 

applicants continue to rely on conventional face-to-face procedures because these are perceived as 

more certain and faster, particularly when users need immediate clarification concerning 

administrative requirements. This preference reflects not necessarily a rejection of digital services 

but a consequence of limited information and socialisation regarding their availability and 

advantages. The value generated by the digital system is therefore already evident at both 

institutional and user levels, but its broader public impact remains constrained by low awareness 

and limited adoption. Digitalisation has succeeded in creating additional value for those who use 

it, yet the agency still needs to expand public outreach and strengthen user familiarity so that 

these benefits can be distributed more widely across the community. 

Value: Benefits That Have Not Reached the Users 

Value concerns the tangible benefits generated by the digital system for both the agency as 

the service provider and the public as the service user. Internally, the implementation of the 

system has produced noticeable improvements in administrative efficiency. An internal informant 

explained that the digital system reduces staff working time and facilitates the monitoring of 

service processes, thereby reducing the possibility of administrative errors. Prior to its 

implementation, administrative activities relied heavily on physical documents, manual recording, 

and lengthy bureaucratic procedures. These conditions often created delays in completing 

administrative tasks and made direct supervision more difficult. The digital system therefore 

provides institutional value by simplifying administrative workflows, improving process visibility, 

and supporting more systematic management of public service activities (Gurnaša & Mazūre, 

2025; Kayyali, 2025). 

From the perspective of service users, the benefits of digitalisation have also become 

evident, although they have not yet been experienced by the majority of the public. An external 

informant, who serves as an administrator of an advocacy organisation at the city branch level, 

explained that the availability of online services reduces the need for repeated visits to the agency 

simply to confirm the completeness of administrative documents. Through the website, 

information concerning requirements can be accessed and reviewed before the applicant proceeds 

with the administrative process (Al-Ayyubi & Maulana, 2023; Khoirunnisa et al., 2023). This 
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reduces unnecessary travel, saves time, and provides greater certainty regarding document 

preparation. The experience demonstrates that the digital system has already generated practical 

value for users who are familiar with the available online channel and are capable of integrating it 

into their administrative practices. 

The limited distribution of these benefits, however, indicates that the value generated by 

digitalisation has not yet translated into broad public adoption. Only a small number of users are 

aware of and actively utilise the online service, while most applicants continue to rely on 

conventional face-to-face procedures. Manual services are often perceived as more certain and 

faster because applicants can directly communicate with officers, clarify requirements, and 

immediately respond to administrative problems. This preference is understandable when 

information regarding the availability, procedures, and advantages of digital services has not been 

disseminated effectively. Consequently, the problem is not the absence of value within the digital 

system, but the unequal distribution and limited visibility of that value. The system has 

demonstrated its capacity to produce efficiency and convenience, yet its broader public value 

remains constrained by low awareness and limited utilisation among potential users. 

Table 1. Data Triangulation on E-Government Implementation 

Element Interviews Observation Documentation Conclusion 

Support 

Internal informants 
stated that 
implementation 
follows central policy 
and is backed by 
internal commitment; 
most external 
informants said they 
were unaware of 
online services. 

Services are still 
largely delivered face 
to face and users tend 
to come to the office 
in person. 

An official website 
exists, information is 
managed through the 
information and 
documentation 
management 
mechanism, and 
annual monitoring is 
carried out by the 
communication and 
informatics office. 

Policy support and 
managerial 
commitment are 
present but are not 
accompanied by 
outreach, so utilisation 
remains low. 

Capacity 

Internal informants 
described electronic 
services supported by 
computers, networks, 
and a website 
operator, though some 
personnel have not 
mastered the 
technology. 

Devices and networks 
are available at the 
office, but their use in 
service delivery is still 
limited. 

Organisational 
documents show a 
division of tasks and 
the conduct of 
technical guidance on 
information and 
documentation 
management in 2025. 

Infrastructure 
readiness has been 
met, whereas the 
competence of human 
resources still needs 
strengthening. 

Value 

Providers experience 
efficiency in working 
time; only a small 
proportion of users 
experience easier 
access. 

Users still come to the 
office for 
organisational 
registration and 
research permits 
alike. 

The website carries 
channels for 
community 
organisation 
registration, grant 
verification, and 
research 
recommendations. 

The benefits of the 
system are real 
internally but have not 
been distributed to the 
majority of service 
users. 

Source: processed from field data, 2026 

Table 1 shows that e-government implementation is supported by policy commitment, 

managerial support, available technological infrastructure, and an official website providing 

several public services. Internal coordination and technical guidance also contribute to system 
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operation. However, observation indicates that services remain dominated by face-to-face 

interactions, while public outreach and digital service utilisation are still limited. 

The capacity element indicates that the agency has established the basic infrastructure 

required to support e-government implementation, including internet connectivity, digital devices, 

and an official online platform. However, the availability of infrastructure is not yet fully matched 

by the digital competence of personnel. Differences in employees’ technological skills affect their 

ability to operate and optimize digital systems consistently. Some personnel are able to adapt to 

digital procedures relatively well, while others still require additional guidance and technical 

support. This condition suggests that institutional capacity depends not only on technological 

infrastructure but also on the continuous development of human resources and organizational 

readiness to manage digital services effectively (Albouti & Balaji, 2025; Anomah, 2025). 

Meanwhile, the value element demonstrates that e-government has contributed to greater 

administrative efficiency and improved access to information for several groups of users. Digital 

services can reduce the need for repeated face-to-face interactions and facilitate the dissemination 

of administrative information. Nevertheless, these benefits have not been experienced equally by 

all users due to limited public awareness, uneven digital literacy, and differences in access to 

technology. Furthermore, the absence of fully integrated online transactions limits the potential of 

digital services to provide end-to-end public services. Overall, the agency has established an 

important foundation for e-government, but stronger public engagement, improved digital 

competencies, and service integration are necessary to achieve more inclusive and effective digital 

governance. 

Enabling and Constraining Conditions 

Mapping the data as a whole identifies four principal conditions that encourage the 

implementation of e-government within the agency. The first is the existence of policy support 

accompanied by managerial commitment, which provides institutional legitimacy and direction for 

the development of digital administration. The second is the availability of public services through 

the agency’s official website, allowing organisational information and several administrative 

services to be accessed digitally. The third concerns functioning internal coordination among 

different fields, supported by periodic monitoring and technical oversight from the communication 

and informatics office. This coordination contributes to maintaining the continuity of digital 

operations and addressing technical limitations encountered by implementing personnel. The 

fourth enabling condition is the availability of basic technological infrastructure, including 

computers, internet connectivity, electronic administrative systems, and other facilities required to 

support the agency’s digital activities (Purnamasari et al., 2025; Serrano, 2018). 

At the same time, four conditions continue to constrain the effectiveness and broader 

development of e-government implementation. Minimal public outreach limits awareness of the 

available digital services, resulting in a low rate of system utilisation among potential users. 

Uneven digital literacy also remains a significant challenge, affecting both personnel who operate 

the system and members of the public who are expected to use it. These limitations are reinforced 

by a service architecture that has not yet been fully integrated into an online transaction 

mechanism. Although the official website provides information and facilitates certain 
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administrative processes, several stages still require physical interaction and manual document 

submission (Effah & Nuhu, 2017). Consequently, the agency has established the basic foundations 

of e-government, but the transition toward a fully integrated, user-oriented, and transactional 

digital service system remains incomplete. 

Table 2. Enabling and Constraining Conditions for E-Government Implementation 

Enabling conditions Constraining conditions 

National policy and the commitment of the agency's 
leadership 

Outreach on online services to the public remains 
minimal 

An official website carrying public service channels The rate of system use among users remains low 

Coordination among fields and periodic monitoring by 

the communication and informatics office 
Digital literacy among personnel and users alike is 

uneven 

Basic technological infrastructure already in place 
Services are not yet integrated as a means of online 
transaction 

Source: processed from field data, 2026 

Table 2 shows that the implementation of e-government is supported by several conditions 

already established within the organization. These enabling factors include the existence of 

national policies accompanied by leadership commitment, the availability of an official website as 

a channel for public services, coordination among organizational units and periodic monitoring by 

the Communication and Informatics Office, as well as the availability of basic technological 

infrastructure. These conditions indicate that, institutionally, the organization has established 

an initial foundation for developing digital public services (Lindgren & van Veenstra, 2018; 

Meyerhoff Nielsen & Jordanoski, 2020; Yu et al., 2023). Policy and leadership support are 

particularly important because they provide legitimacy and direction for e-government 

development, while coordination and technological infrastructure enable digitalization processes 

to be implemented operationally (Aldhi et al., 2025; De la Cruz et al., 2025; Sira & Kuzior, 2025; 

Umbach & Tkalec, 2022). 

On the other hand, the table also highlights several conditions that continue to constrain 

the optimization of e-government. The reach of online services among the public remains limited, 

as indicated by the relatively low level of system use. In addition, digital literacy among the 

community and service users remains uneven, preventing digital services from being utilized 

optimally. Another challenge is that the available services have not yet been integrated into a 

comprehensive online system. These conditions demonstrate that e-government challenges are not 

limited to technological availability but also involve user adoption, digital capacity, and inter-

service integration (Karanasios et al., 2024; Rahman, 2023). Therefore, strengthening e-

government should focus on increasing service utilization, improving digital literacy, and 

integrating systems so that the existing infrastructure and institutional support can generate more 

effective digital public services. 

Reading these two sides through the framework of (Richardus Eko Indrajit, 2002) yields a 

reasonably firm analytical conclusion. The element of support has been adequately fulfilled and 

acts as the driver that keeps the system alive. The element of capacity is only partly fulfilled, 

because readiness of equipment is not matched by readiness of human resources. The element of 

value is the weakest, not because the benefits are absent but because they are not distributed to 

the majority of users. This pattern confirms that the three elements operate sequentially and 
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interdependently: strong support will not turn into value for as long as capacity and public 

communication lag behind. The finding offers a critical note on the tendency in the literature to 

treat budgetary and infrastructural limitations as the principal obstacle, as reported by 

(Muhammad Diky Andreyansyah et al., 2024). In the case examined here, neither is the central 

problem. The obstacle stems instead from a communication strategy that has not adjusted itself to 

the character of the agency's users. The community and student organisations that constitute its 

principal clients prove responsive to direct, networked channels of communication such as the 

Forum Kebangsaan messaging group, yet remain untouched by passive publication on the official 

website. In other words, an effective outreach channel is already available and in active use; it has 

simply never been employed to introduce the online services. 

 
 

Conclusion 

 The implementation of e-government at the Office of the National Unity and Politics 

Agency of Palangka Raya City is under way but is not yet working as it should. Read through the 

framework, support is the most prominent element and the principal driver of the system's 

continuity, marked by compliance with national policy, managerial commitment, information 

management through the designated officer mechanism, and periodic monitoring by the 

communication and informatics office. Capacity has been fulfilled only at the level of equipment, 

while the digital skills of personnel remain uneven, so that the official website functions more as 

an information board than as a means of transacting services. Value is the weakest element, 

because the benefits of convenience, efficiency, and openness are enjoyed by only a small 

proportion of users. 

The central argument of this article is that the principal constraint on e-government 

implementation in an agency of this type lies not in the availability of technology but in the 

breakdown of communication between the provider and its institutional users. The agency has 

built a digital channel without building demand for it, so that the readiness already achieved has 

not borne fruit in utilisation. The practical consequence is that improvement should be directed at 

two mutually reinforcing measures: outreach that makes use of the organisational communication 

networks already in operation, and continuous technical training for personnel so that services 

can rise from the provision of information to the stage of online transaction. Further research is 

recommended to test this finding at other agencies that likewise serve users in organisational 

form, for instance bodies handling religious affairs or youth affairs permits, in order to assess how 

far the pattern of readiness without utilisation is distinctive or applies more widely. Quantitative 

or mixed approaches may also be used to measure the magnitude of the effect of outreach on the 

rate of digital service use, so that policy recommendations can be formulated on a more 

measurable basis. 
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