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Abstract. Public services in Indonesia have changed drastically due to COVID-19 

Pandemic. However, the digitalization of public services has started to become a new trend 

as part of innovation. Many institutions improvise in providing public services by 
improving existing electronic-based public services. This study aims to describe the 

various digital transformation forms of public services and the main factors influencing 

success. This factor is the technological infrastructure that supports the implementation of 

electronic-based public services. Thus, this paper shows that digital transformation is 
strongly influenced by the availability of applications and social media that are forced to 

accommodate various online routines, including the provision of public services. 

Keywords: Public Service; Digital Transformation; Technological Infrastructure. 

1   Introduction 

Public services transformation is underway in Indonesia.  Formally, the transformation 

process can be seen from several regulations about public services and bureaucratic reform, 

including Law Number 25 of 2009 about Public Services, Presidential Regulation Number 81 

of 2010 on the Grand Design of Bureaucratic Reform 2010-2025, and the Regulation of the 

Ministry of Administrative and Bureaucratic Reform Number 26 of 2020 on Guidelines for 

Evaluating the Implementation of Bureaucratic Reform. These regulations become set of 

guideline for public service innovation, improving quality of services, and transforming 

Indonesian bureaucracy at macro level. In this context, data shows that there is an increasing 

trend in the accountability of the national government from 2015-2019 (Fig.1). 
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Fig. 1 Accountability Score of  Government Performance 2015-2019 [2] 

 

One important part of the transformation is the implementation of e-government 

implementation at the central and local governments [1]. In this paper, we argue that the 

transformation of Indonesian bureaucracy cannot be separated from digital transformation in 

the bureaucratic structure. This effort requires supports of an electronic-based government 

system with a scope covering e-planning, e-procurement, e-budgeting, and e-service. In 

Indonesia, implementation of e-government is manifested in Presidential Regulation Number 

95 of 2018 about Electronic-Based Government Systems (SPBE). Digitizing public services 

governance will ensure transparency and cut bureaucratic flows to speed up the service process. 

If we look at the national electronic-based government system index score, we can see that there 

is an increasing trend of digitalization in Indonesia bureaucracy. Data from the United Nations 

(UN) e-Government Survey 2020 [3] also places Indonesia in the 88th rank of developing and 

implement e-government or electronic-based government systems (SPBE). The results for 2020, 

released in July, shows an increase of 19 rankings compared to 2018, which was in 107th place 

and 116th in 2016. 

In addition, UN e-Government Survey data shows Indonesia achieves a score of 0.6612 in 

the High e-Government Development Index (EGDI) group in the 2020. The score places 

Indonesia in the top 100 world rankings as number 88 out of 193 countries. The United Nations 

(UN) predicts countries that score more than 0.75 as Very High EGDI, for points 0.50 to 0.75 

as High EGDI, points 0.25 to 0.50 as Middle EGDI, and less than 0.25 as Low EGDI. The 

measurement is important as it includes three dimensions of performance measurements in 

EGDI, including the online service index (OSI), the telecommunication infrastructure index 

(TII), and the human capital index (HCI). 

 

 

 

 

 

 

57.5

57.44

61.55

64.19

65.95

52

54

56

58

60

62

64

66

68

2015 2016 2017 2018 2019



 

 

 

 

 
 

 
Fig. 2 UN e-Government for Indonesia [3] 

In each of these performance measurement assessments, Indonesia recorded good scores, 

including an OSI score of 0.6824, a TII score of 0.5669, and an HCI score of 0.7342. The three 

components are already above average of the world score. However, Indonesia is still below the 

regional average for the telecommunication infrastructure index score or TII when viewed from 

the Sub-Regional Asia Regional and Southeast Asia group. Furthermore, Indonesia managed to 

jump 35 places in the e-Participation Index in 2020, from previously being ranked 92 in 2018 

to being ranked 53 in 2020 with a score of 0.7500. This score is already above the world average 

with a score of 0.5677, above the Asian Regional average with a score of 0.6294. Above the 

Southeast Asia Regional average with a score of 0.6126. This makes Indonesia increase its 

predicate from previously included in the High Electronic Participation Index group to the Very 

High Electronic Participation Index Group. 

Amid the achievement, the world conditions faced by the COVID-19 Pandemic require new 

adaptation in the public services delivery [4]. Many government policies to prevent this virus's 

spread have been issued and impacting public service standards implemented by service 

providers. Increasing public service standards will be one of the efforts to prevent the spread of 

this virus. Here are some of the policies implemented by service providers in order to to improve 

services during the pandemic COVID-19. The policies are 1) Providing Clear Information 

Regarding Service Standards; 2) Improve the Online Service Delivery System; 3) Adaptation 

of Facilities, Infrastructure, and Service Facilities; and 4) Increasing the competence of service 

providers [5].  

Some of these policies will be implemented if service providers have the capacity to 

implement digital transformation. Digital transformation can change the relationship between 

service users and service providers [6], which previously interacted directly to indirectly 

through smartphones or other gadgets. However, service providers must be able to increase their 

digital maturity so that they are more flexible in preparing local needs-based service change 

plans [7].  

Seeing the trend of online services as a form of the digital transformation of public services 

in Indonesia during the Pandemic, the question is what are factors that shape the relatively fast 



 

 

 

 

digital transformation. This research will describe the various factors that influence digital 

transformation in Indonesia during the COVID-19 Pandemic. 

2   Methodology 

Digital transformation is a particular case that can be influenced by several factors. This 

study used a qualitative descriptive research method with a case study strategy [8]. In this 

research we present a case study to illustrate the digital transformation of public services during 

the COVID-19 Pandemic in Indonesia. Researchers use Instagram as the primary data source to 

see the use of hashtags (#) that indicates public services transformation through online-based 

services in Indonesia. Instagram was chosen because it can communicate images better with the 

use of hashtags (#), which indicate a relationship with a particular topic [9], [10]. Furthermore, 

data collection uses literature reviews, and news analysis based on official local and national 

news portals. We look at factors that influences digital transformation in public services during 

the COVID-19 Pandemic. 

3   Finding and Discussion 

3.1     Result 

To find out the implementation of online services, we look at online service hashtags 

(#pelayananonline) on Instagram. Instagram was chosen because it is one of the social media 

with the highest user growth rate in Indonesia [11]. If you look at the total hashtags, it is known 

that #pelayananonline was posted 549 times. Meanwhile, for some posts with #pelayananonline, 

27% of the total posts added #dirumahaja, and 19% of total posts # lawancovid19. This can be 

seen in the following figure: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 
 

Fig. 3 sample of #pelayananonline, #dirumahaja, and #lawancovid19 on Instagram 

 

Based on the research results using Virol to processing hashtags that reflect the application 

of online services, it appears that online services are being carried out massively due to the 

COVID-19 Pandemic. Virol is a tool/browser extension that makes it easy to manage Instagram 

accounts by analyzing posting hours, number of hashtags/posts, and performance. This is 

evidenced by the addition of hashtags, namely #dirumahaja and #lawancovid19, as shown in 

Figure 3. Some service providers post directly about providing online services or are reposted 

by local-based information accounts. Some posts show that service providers are trying to 

provide online services even though with minimum readiness. This can be seen from the 

increasing number of mention of the admin contact number being contacted for the online 

service process. 

Meanwhile, the number of #pelayananonline posts based on time and day can be seen in 

the following figure: 

 

 

 

 

 

 

 

 

 

 

 

 

 
Fig. 4 Posting Time and Average Post of #pelayananonline on Instagram 

Based on Figure 4, it is known that the number of posts about online services was mostly 

made between 08.00 - 09.00 hours. This marks the time when public services begin to open. 

From the average number of posts in one week, it is known that there are two posts per day 

about online services on average.  
 

3.2     Discussion 

Digital Transformation and Pandemic COVID-19 

Coronavirus disease 2019 (COVID-19), which emerged at the end of 2019, has spread 

worldwide. The latest data has confirmed as many as 1,439,519 cases worldwide, with the death 

toll reaching 85,771 people (data on April 10 2020) [12]. This number is expected to increase 



 

 

 

 

due to the very high spread rate due to accelerating global urbanization, increasing population 

concentrations, more frequent and complex interactions, and lack of medical protection in 

developing countries [13]. This disease is similar to several previous infectious diseases that 

spread in the early 21st century, namely SARS (Severe Acute Respiratory Syndrome) and the 

Middle East Respiratory Syndrome Coronavirus (MERS-CoV) [14].  

Indonesia has issued several policies to mitigate the spread of covid-19, including policies 

issued by the central government and local governments [15]. One of the policies that have 

received enough attention is large-scale social restrictions (PSBB), which are implemented 

based on Government Regulation Number 21 of 2020 about Large-Scale Social Restrictions 

(PSBB) Accelerating the Management of Corona Virus Disease. 2019 (COVID-I9). Based on 

this regulation, regions are required to close all activities within a certain period, including 

public service providers. After that, the public service provider unit began to operate on a limited 

basis by eliminating the direct service. Therefore, all public service units carry out digital 

transformation to continue providing basic services to the public. Many public service providers 

do not feel ready, and the transformation process is gradual. This can be seen from the service 

provider unit that provides a contact person who can be contacted to accommodate public 

service requests with WhatsApp (multi-platform messaging application). 

Several service provider units that have already existed in online services have expanded 

their service reach by conducting various socialization through social media by providing 

hashtags to make them easy to find. The hashtags used include #pelayananonline and 

#pelayananpublik. Some of these service units have also made changes and adjustments to 

existing public service applications to make it easier for the public. An example is the 

SAKPOLE application, which is an android based application. The Online Tax Vehicle 

Administration System (SAKPOLE) is an electronic network service organized by the Central 

Java Province Samsat Advisory Team, based on the laws and regulations of the Republic of 

Indonesia regarding online SAMSAT services (e-SAMSAT). The SAKPOLE update on May 

18, 2020, provides additional eSKPD download facilities and e-validation status notifications. 

Through this additional facility, applicants do not need to go to the Samsat office to get a 

Regional Tax Assessment (SKPD) because they can print themselves and pass electronically.  

4     Conclusion 

The Covid-19 Pandemic makes digital transformation in public services run faster so that 

services are not interrupted. Although it is being carried out in stages, this is a step forward that 

should be appreciated. For institutions that previously provided online services, both web-based 

and application-based, they will have more flexibility in making updates, such as printing 

service results independently. However, for institutions that do not yet provide online services, 

a digital transformation begins by providing a contact person who is accessed via WhatsApp. 

Therefore, the COVID-19 Pandemic can be used as the first step in implementing an Electronic-

Based Government System (SPBE) effectively and efficiently. 
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