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 Abstract  

This study aims to analyze the role of information technology 

management in improving public services in Sesumpu Village. With a 

qualitative approach, data were collected through interviews, 

observations, and document analysis. The results of the study indicate 

that the application of information technology has accelerated the 

administrative process, increased communication efficiency, and 

strengthened coordination between village officials. Supporting factors 

include government support, enthusiasm of village officials, and 

community participation. However, obstacles such as limited human 

resources, inadequate infrastructure, and low digital literacy are still 

major challenges. The recommended strategies include developing 

online service applications, increasing internet network capacity, 

continuous staff training, and educating the community to improve the 

use of technology. These findings demonstrate the importance of a 

strategic and inclusive approach to information technology 

management in order to create more efficient and transparent public 

services. 

Introduction 

In today's era of globalization, information technology (IT) has become an important pillar in 

various aspects of life, including in the field of government and public services. Information 

technology refers to various hardware and software used to manage, store, process, and 

disseminate information efficiently. The presence of information technology offers various 

innovative solutions that can help organizations, including government agencies, to work 

faster, more accurately, and more transparently (Kassen, 2022; He et al., 2022). 

The development of information technology in Indonesia has progressed rapidly, in line with 

increasing internet access and the adoption of digital devices. According to a report from the 

Indonesian Internet Service Providers Association (APJII) in 2024, more than 79.5% or 

221,563,479 people from a total population of 278,696,200 Indonesians have been connected 

to the internet. This creates a great opportunity for the government to utilize information 

technology to improve and accelerate public services. Technologies such as e-government, 

digital service applications, and computer-based information management systems have begun 

to be adopted in many regions to facilitate public access to various public services (Fahm, 2023; 

Longo & Dirsehan, 2024; Amir & Liwaul, 2023). 

The application of information technology in public services aims to simplify the bureaucracy 

which has often been considered slow and inefficient (Goshovska et al., 2021; Maulana et al., 

2022). Through information technology, the government can automate many processes that 

previously took a long time, such as processing population documents, business permits, and 

paying taxes. In addition, information technology allows for greater transparency in public 
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services, reduces the potential for errors, and narrows the space for corrupt practices (Adam & 

Fazekas, 2021; Mugellini et al., 2021). 

However, although information technology has great potential to improve public services, its 

implementation in Indonesia still faces various challenges. One of them is the digital divide, 

where not all regions have adequate technological infrastructure (Chaoub et al., 2021; Afzal et 

al., 2023). Many regions, especially in remote areas and suburbs, still face problems such as 

limited internet access, minimal technological devices, and low digital literacy among the 

community. This condition results in slow implementation of information technology in several 

regions. 

In addition to infrastructure, public acceptance of information technology is also a challenge. 

In several regions, many residents are still more comfortable using conventional methods to 

access public services, either because they are unfamiliar with technology or worried about 

changes to the system, they are already familiar with. Therefore, efforts to educate the public 

about the benefits of information technology and provide adequate training and assistance are 

important so that technology adoption can run smoothly (Chatterjee et al., 2021; Al-Adwan et 

al., 2023. 

Overall, the application of information technology in public services has a strategic role in 

accelerating and improving the quality of services to the community. With proper 

implementation, information technology can help overcome various obstacles that have so far 

hampered public services, such as convoluted bureaucracy, lack of transparency, and limited 

access for the community. 

Public services are a real form of government presence in fulfilling the basic rights of the 

community (Galego et al., 2022). This includes various services provided by the government 

to its citizens, such as population document management, business licensing, health, education, 

and public infrastructure. The quality of public services is an important indicator in assessing 

the effectiveness of government, because good services will increase public trust in the 

government, while poor services can cause dissatisfaction and even public distrust (He & Ma, 

2021; Stroppe, 2023). 

In the context of Indonesia, public services still face various significant challenges. Long 

bureaucracy, lack of transparency, complicated procedures, and long service times are often 

complaints from the public. Based on data from the Ministry of State Apparatus Empowerment 

and Bureaucratic Reform (KemenPAN-RB), around 65% of public complaints related to public 

services involve problems of delays and unclear information. In addition, public services in 

many regions, especially in areas far from the city center, are still limited by the lack of 

infrastructure, human resources, and availability of technology. 

Improving the quality of public services is one of the priorities in bureaucratic reform in 

Indonesia. The government has made various efforts to improve public services, one of which 

is by implementing Public Service Standards, which are regulated in Law Number 25 of 2009 

concerning Public Services. This standard aims to ensure that every citizen receives quality, 

fast, transparent services that are in accordance with their needs. However, the implementation 

of this standard has not been evenly distributed throughout Indonesia, especially in areas that 

still face limited resources. 

The application of information technology in Sesumpu Village can include various 

innovations, such as a village management information system, a public complaint application, 

and the use of social media for communication. Through this system, the public can access 

information in real time and submit service requests more easily. However, although several 
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initiatives have been initiated, there are still many challenges to be faced, including inadequate 

infrastructure and low digital literacy among the community. 

On the other hand, challenges in implementing IT in Sesumpu Village also include resistance 

to change from within the government. Many employees may feel comfortable with 

conventional ways of working and are reluctant to adapt to new technologies. Therefore, it is 

important to develop a culture of innovation in the government environment so that IT can be 

accepted and utilized optimally. 

The importance of this study lies in the in-depth analysis of how information technology 

management can play a role in improving public services in Sesumpu Village. This study is 

expected to provide a clear picture of the potential benefits of IT and the challenges faced in 

its implementation. Thus, the results of this study can be a recommendation for the government 

to formulate a more effective strategy in implementing IT. 

Methods 

This study applies a qualitative approach that aims to understand phenomena without requiring 

a quantification process. According to Sugiyono (2018), qualitative research methods are 

methods that are based on a certain philosophy and are used to research in a scientific 

(experimental) context, where researchers act as the main instrument, and data collection and 

analysis techniques focus more on meaning. Qualitative methodology aims to study and explain 

phenomena or research objects through social interaction, as well as through the views and 

behavior of individuals or groups. Qualitative researchers work with the assumption that 

theories are tested deductively, maintain the objectivity of the research, control the possibility 

of other explanations, and are able to generalize and replicate research results.  

In qualitative research, researchers themselves or with the help of others act as the main 

instrument for data collection (Moleong, 2016). Based on this view, researchers have an 

important role in designing, collecting data, analyzing, and compiling research. Therefore, 

researchers play a key role in the research process. To support data collection in the field, 

researchers use notebooks and pens as tools for recording data. 

In this study, the author chose Sesumpu Village as the research location. The selection of this 

location aims to examine the role of information technology management in improving public 

services. In this study, researchers conducted in-depth observations related to the role of 

information technology management in improving public services in Sesumpu Village by 

directly observing the use of information systems by village officials, interactions between the 

community and technology-based service systems, and the effectiveness of technology in 

accelerating administrative processes. Researchers also noted how information technology is 

applied in various aspects of public services, such as document management, integrated 

services, and communication between the village and residents. In addition, observations were 

made on the facilities and technological infrastructure used to support these services. 

Result and Discussion 

The role of information technology management in improving public services 

Information technology has become one of the main pillars in the transformation of public 

services at various levels, including at the sub-district level. By utilizing technology, public 

services can be carried out more effectively, efficiently, and transparently, thus providing a 

positive impact on both the government and the community. 
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Information technology-based systems enable administrative processes that used to take a long 

time to be faster, data management to be more structured, and public access to public services 

to be easier. In addition, technology also opens up opportunities to create services that are more 

responsive to community needs, reduce the risk of human error, and increase accountability in 

the provision of services. In the context of Sesumpu Sub-district, the application of information 

technology is a strategic step to improve the quality of public services, while also answering 

challenges in the increasingly complex digitalization era. Based on the results of observations 

and interviews conducted on December 20, 2024 with informant one, Mrs. Indah Roviqa, ST 

as the Secretary of the Village Head, she stated that: 

"Here, information technology is used more for administrative services, such as 

processing letters, population data, and village program information. So, residents 

don't need to come many times, just come once to pick up documents if the data has 

been inputted." 

Furthermore, the researcher conducted an interview about the scope of service aspects with the 

second informant, Mrs. Rabaiyah, who expressed her opinion as follows: 

"To be honest, it doesn't cover everything. Some services still need a more 

comprehensive system, for example for citizen complaints and reporting damage to 

public facilities. Currently, residents still submit complaints manually or via WhatsApp 

groups, and that makes it difficult to track or archive the data properly. In addition, the 

integration between the village system and related agencies is also not optimal, so 

sometimes the process is hampered in the inter-agency communication section." 

The next interview that the researcher met was the third informant, Mr. Adi Fitriansyah with 

the position of Head of Community Empowerment and Social Welfare who stated the same 

thing as the informant Mrs. Indah Roviqa, ST about information technology used in the public 

service process, including: 

"Information technology here is quite helpful. For example, for correspondence such 

as submitting KTP, KK, or cover letters, all the data is inputted directly into the system. 

So, it's more organized, there is no overlapping data. If residents need documents, just 

check the status via WhatsApp or phone, no need to go back and forth to the sub-

district." 

The next interview about the service aspect in Sesumpu Sub-district with the fourth informant: 

"To be honest, not all of them. For example, like citizen complaints are still manual, 

they have to come to the office. Then for the activity schedule or announcements, some 

are still posted on the information board, not all of them are online." 

Based on the results of interviews with informants, it is apparent that the intensity of 

information technology use in Sesumpu Village is quite significant in supporting 

administrative services, although it has not fully covered all aspects of public services. The 

first and third informants emphasized the important role of information technology in 

accelerating and streamlining administrative processes, such as processing official letters and 

population data. This technology helps reduce residents' waiting time and prevents overlapping 

data. Residents only need to come once to pick up documents after the data has been inputted, 

and the document status can also be accessed through simple communication such as 

WhatsApp or telephone. 

Ease of exchanging information 
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Based on the results of the interview with the fifth informant,stating: 

"Communication is now easier because there are WhatsApp groups and social media. 

Usually if there is important information, such as document processing schedules or 

announcements from the government, it is immediately distributed in the WA group. 

But not all residents are active there, so there are still some who miss information." 

Almost the same answer was given by the third informant, who said that: 

"So far it has been quite smooth. Most often, the community contacts via WhatsApp if 

they have questions. If there is important information, we usually announce it via the 

RT WA group or the sub-district's social media, such as Facebook or Instagram. So 

two-way communication is quite helpful." 

Furthermore, the results of the interview by the first informant, stated that: 

"Most frequently, WhatsApp and social media like Facebook. For administration, we 

use the internal village application that has been integrated with the office." 

The same answer was also given by the fourth informant,including: 

"What we often use is WA and Facebook groups. For administrative data, it is more 

about the internal applications provided by the office." 

Based on the interview results, information technology has provided significant convenience 

in exchanging information between the community and Sesumpu Village. The use of 

communication platforms such as WhatsApp, Facebook, and Instagram allow the 

dissemination of important information, such as document processing schedules or 

announcements from the government, to be faster and more efficient. The fifth and third 

informants highlighted that WhatsApp groups and social media are the main means of two-

way communication between the village and the community. This makes it easier for residents 

to ask questions, provide input, or receive the latest information directly. 

Ease of access to work together 

Based on the results of the interview with informant, who stated that: 

"It makes it very easy. We use a group messaging application for coordination, so it's 

faster if there are sudden tasks. But sometimes the problem is if there are staff who 

don't understand technology." 

The next interview with informant, explained that: 

"Information technology really helps us to coordinate between staff, especially in 

dividing tasks and reporting. With the staff WhatsApp group, all information can be 

conveyed quickly, including if there are changes to the schedule or additional sudden 

tasks. In addition, the internal application also allows staff to see updates on work that 

has been completed, so there is no overlapping of tasks. However, the challenge is when 

there are staff who are not used to using technology or there are internet problems, 

coordination can be slightly hampered." 

Based on interviews with the first and second informants, it can be concluded that information 

technology generally provides significant convenience in coordination between staff in 

Sesumpu Village. The use of group messaging applications, such as WhatsApp, allows for the 

rapid delivery of information, including for sudden tasks, changes to the schedule, or division 

of tasks. Additionally, having an internal application helps monitor work updates, thereby 

reducing the possibility of overlapping tasks. 
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Strategy in improving the application of information technology in Sesumpu Village 

The application of information technology in public services in Sesumpu Village has become 

the main focus in improving the quality and efficiency of services. Along with the development 

of technology, various efforts have been made to integrate technology systems that can make 

it easier for the public to access administrative services. However, the application of this 

information technology is not free from challenges and obstacles, which require serious 

attention from the village management. In this context, the right strategy needs to be designed 

to overcome various obstacles and ensure that the technology implemented truly provides 

benefits for residents and village staff. Several things that need to be considered in designing a 

strategy for implementing this information technology include selecting appropriate devices, 

increasing human resource capacity, and preparing a comprehensive plan so that the 

implementation of technology can run smoothly. 

Based on the results of an interview, her opinion that: 

"Yes, for example new computers and internet network devices. But it hasn't reached 

sophisticated tools like automatic machines for citizen services." 

The results of the next interview about investment in technological devices by the second 

informant, Mrs. Rabaiyah, who expressed her opinion, including: 

"There has been investment, such as the procurement of new computers, multifunction 

printers, and internet networks. In addition, we have also started using applications 

specifically designed for village services, although they still need updating. However, 

devices such as document scanners and servers for larger data storage are still missing, 

so that is the priority going forward." 

Continued by the second informant, Mrs. Rabaiyah, who expressed her opinion regarding plans 

for developing information technology in the future, this second informant stated that: 

"We plan to develop an online service application that can be accessed directly by 

residents, such as for submitting letters or complaints. In addition, we also want to 

improve staff training so that they understand technology better and can maximize 

existing devices. Another plan is to improve the internet infrastructure in the village to 

make it more stable and faster." 

Next, the interview with the fifth informant, explained his opinion: 

"The plan is to create an online service system so that residents can take care of 

documents from home. In addition, he also said he wanted to upgrade the internet 

network to be more stable and able to support more sophisticated applications." 

The interview results show that Sesumpu Village has made significant investments in 

information technology to improve the quality of public services. The first and second 

informants noted the procurement of new devices, such as computers, multifunction printers, 

and internet networks, which were the initial steps in supporting service operations. However, 

both informants also revealed that the investment did not include more sophisticated devices, 

such as automatic service machines, document scanners, or large servers for data storage. 

Procedures and professionalism of service 

Based on the results of the interview, with the fourth informant, expressing his opinion that: 
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"The procedure is actually simple. Residents come, their data is inputted into the 

system, then just wait for information when the document is complete. But sometimes 

the system is slow if the network is having problems." 

The results of the next interview regarding training to improve the skills of officers related to 

information technology by the second informant, who expressed her opinion included: 

"There is, but it is not routine. Usually, training is carried out when a new device or 

application is introduced. The training is short and focuses more on how to use the 

application, not on improving general technology skills. So, in the future we hope that 

there will be more in-depth and ongoing training." 

The results of the interview showed that the application of information technology in Sesumpu 

Village has helped simplify public service procedures. Based on the explanation of the fourth 

informant, the service process is simple, where resident data is inputted into the system, and 

residents only need to wait for confirmation when the document has been processed. However, 

the problem of an unstable internet network sometimes slows down system performance, thus 

hampering smooth service. 

Service facilities and infrastructure 

The next interview about the completeness of information technology facilities available in the 

sub-district was explained by the fifth informant: 

"The facilities are quite good, but not very complete. There are computers, but not all 

of them are the latest. Printers are also often used together, so when it's busy sometimes 

there's a queue. Wi-Fi is available, but if many people use it at once, the speed becomes 

slow." 

The results of the interview were also provided by the second informant, who stated her 

opinion: 

"The facilities are good enough for basic needs, such as computers, printers, and 

internet networks. But there are still shortcomings in several areas, for example there 

is no special room for managing digital data or backup devices to protect important 

data." 

The results of the next interview about service facilities by the fourth informant, who expressed 

his opinion, including: 

"We need additional devices such as larger servers, and other supporting tools for data 

digitization. The internet network must also be more stable, because there are often 

disruptions." 

Based on the interview results, the information technology facilities and infrastructure in 

Sesumpu Village have met the basic needs of public services, but there are still some limitations 

that need to be considered. The fifth informant stated that facilities such as computers, printers, 

and Wi-Fi networks are available, but the quality and quantity are still limited. Some devices 

are not the latest, and frequent use of printers can cause queues, especially when the work 

volume is high. In addition, internet speed often decreases when many users access it 

simultaneously. 

Supporting and inhibiting factors in the application of information technology 

The application of information technology in public services is influenced by various 

supporting and inhibiting factors. Supporting factors include government policy support, such 
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as digital transformation programs, the availability of adequate technological devices, and the 

enthusiasm and willingness of staff to learn new technologies. In addition, community 

participation that is starting to get used to using technology-based services is also an important 

driver of successful implementation. 

Based on the interview results from the fifth informant, stated his opinion that: 

"The transparency is quite good. Residents can find out the status of their application 

if they ask the officer directly or via WhatsApp. But if there is a more complete online 

system, transparency can definitely be even better." 

Furthermore, the interview results from the same informant explained about satisfaction with 

technology-based services, the fifth informant stated that: 

"For those who are used to using technology, they are satisfied. But those who are not 

familiar with gadgets or the internet are sometimes confused. So, education is still 

needed so that all residents can feel the benefits." 

The same thing was also expressed by the fourth informant, Mr. Nanang Aribudiono, S.KOM 

that: 

"The transparency is quite good. Residents can check the application status via WA or 

ask the officer directly. But not all processes can be accessed online, so there are still 

some that are manual." 

Likewise with the interview results about service satisfaction, who explained that: 

"On average, they are satisfied, especially those who are used to using gadgets. But for 

those who are not very tech-savvy, sometimes they are confused and prefer to come 

directly to the office." 

The interview results show that Sesumpu Village has achieved a fairly good level of 

information transparency and service certainty through the support of information technology. 

The fifth and fourth informants noted that residents can find out the status of their application 

by contacting officers directly or via the WhatsApp platform. This makes it easier for residents 

to get certainty without having to come to the village office frequently. However, a fully online 

system is still not available, so there are processes that are still carried out manually. This is an 

obstacle to achieving more comprehensive transparency. 

The implementation of information technology management in Sesumpu Village has made a 

significant contribution to improving the quality of public services. Information technology 

allows service management to be faster, more efficient, and more structured. In terms of 

administration, information technology helps streamline the document processing process, 

reduce citizen waiting time, and ensure data accuracy. This is in line with research by Agustina 

et al. (2024), which states that the integration of information technology can increase efficiency 

and transparency in public services, so that the community benefits directly. 

However, the scope of technology implementation in Sesumpu Village is still limited. Several 

services, such as citizen complaints and reporting of damage to public facilities, are still carried 

out manually. This condition indicates the need to develop a more comprehensive system, as 

stated by Suprianto (2023), that digitalization must cover all dimensions of service to ensure 

the optimization of technology use. This deficiency also shows the importance of a more 

targeted technology management strategy so that all aspects of service can be digitized 

effectively. 
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In addition to administrative efficiency, information technology also plays a major role in 

increasing the ease of exchanging information between the community and the village 

government. The use of WhatsApp and social media such as Facebook and Instagram are the 

main means of conveying important information to the public, such as service schedules and 

policy announcements. Mukhsin (2020) emphasized that the implementation of E-Government 

at the local level can maximize communication between the government and the community, 

especially in conveying information quickly and accurately. However, challenges remain. Not 

all people are active on digital platforms, so some are still left behind in information. This 

shows the need for an inclusive strategy to reach people who are not yet involved in digital 

communication. Research by Darmawan (2012) also noted that community competence in 

utilizing technology is an important factor in ensuring the success of information technology-

based communication. Therefore, Sesumpu Village needs to conduct more intensive 

socialization about the importance of utilizing technology in everyday life. 

The ease of exchanging information is also strengthened by the use of internal village 

applications that are integrated with related agencies. This application not only facilitates 

communication between agencies but also ensures smooth administrative processes. Research 

by Ekram et al. (2022) found that the use of structured internal applications can increase work 

efficiency and reduce the risk of human error. Thus, the implementation of internal applications 

in Sesumpu Village is one of the strategic steps in supporting modern public services. 

In addition to supporting communication, information technology also facilitates coordination 

between village staff. The use of WhatsApp groups for task division and reporting helps convey 

information quickly, even for sudden tasks. Information on completed work can also be tracked 

through internal applications, thereby reducing the risk of overlapping tasks. This is consistent 

with the findings of Darmawan et al. (2023), which emphasizes that employee competence in 

utilizing technology is the key to success in increasing work efficiency. 

However, the obstacles faced are not few. Technological literacy among village staff still 

varies, so not all employees can utilize technology optimally. Internet connection disruptions 

are also a challenge, especially when used for sudden coordination. This condition reflects the 

need for routine technology-based training for staff, as suggested by Ekram et al.'s research 

(2022), to improve staff skills and confidence in using information technology systems. 

In addition to training, investment in technology infrastructure is an urgent need. Suprianto 

(2023) noted that the reliability dimension in technology-based public services is highly 

dependent on the quality of infrastructure, including a stable internet connection. In Sesumpu 

Village, this investment can be realized through the procurement of modern hardware and 

increasing the capacity of the internet network, thereby supporting the sustainability of 

technology-based services. 

Research by Taufiqurokhman et al. (2023) shows that E-Government transformation requires 

holistic system integration to create responsive and accountable services. In the context of 

Sesumpu Village, system integration between the village and related agencies still needs to be 

improved so that the communication and coordination process runs more smoothly. This can 

also minimize obstacles that often occur due to lack of synchronization between agencies. 

Information technology also opens up opportunities to create more inclusive services. By 

developing user-friendly applications, Sesumpu Village can reach people from various 

backgrounds, including those who have limited access to technology. Mukhsin (2020) 

emphasized that E-Government must be designed to reach all levels of society, so that no one 

is left behind in the digitalization era. 
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The overall implementation of information technology in Sesumpu Village reflects a gradual 

transformation process. Despite many challenges, strategic steps such as training, infrastructure 

investment, and application development have become a good foundation for creating modern 

public services. Research by Agustina et al. (2024) emphasized that the digitalization of public 

services requires a sustainable approach to ensure that all parties get maximum benefits. 

With all the advantages and challenges that exist, Sesumpu Village shows great potential to 

become a model for technology-based public services at the local level. This study provides an 

illustration that targeted information technology management can significantly change the way 

the government serves the public. Alignment between theory and implementation in the field 

is the key to the success of digital transformation in the public service sector. 

The strategy to improve the application of information technology in Sesumpu Village is a 

crucial step in responding to the need for more modern, efficient, and transparent public 

services. Although various efforts have been made, the application of this technology still faces 

obstacles, such as limited devices, internet network stability, and lack of training for staff. To 

overcome this problem, a strategic approach is needed that includes sustainable investment, 

infrastructure development, increasing human resource capacity, and optimizing public service 

procedures. 

In terms of technology investment, Sesumpu Village has started with the procurement of basic 

devices such as computers, multifunction printers, and internet networks. However, more 

sophisticated devices, such as automatic service machines, and large servers for digital data 

storage, are still not available. This condition indicates that technology investment must be 

directed at procuring tools that support the full digitalization of public services. This is in line 

with the research of Yohanes et al. (2022), which emphasizes the importance of developing 

adequate technological infrastructure to support the successful implementation of E-

Government. 

In addition to investing in hardware, the development of online-based applications is also an 

important focus. The plan to create an application that allows the public to submit documents 

or complaints online will increase service efficiency. This strategy is relevant to the study of 

Ahmad et al. (2022), which states that E-Government-based innovation is able to support the 

principle of good governance by facilitating public access to public services. However, the 

success of this application is highly dependent on the stability of the internet network, which 

is currently one of the obstacles in Sesumpu Village. 

In terms of service procedures, the application of information technology has simplified the 

administrative process by reducing public waiting time. Citizen data can be input into the 

system, and citizens only need to wait for confirmation when the document is processed. 

However, the constraints of the internet network which are often unstable slow down the 

performance of the system, thus hampering the smooth running of services. This is in line with 

the findings of Harahap et al. (2024), which highlighted that limited infrastructure is a major 

obstacle in maximizing the efficiency of technology-based public services. 

Increasing human resource capacity is also an important element in this strategy. The training 

conducted in Sesumpu Village is still sporadic and only focuses on the introduction of new 

devices or applications. To support the implementation of more optimal technology, more in-

depth and continuous training is needed so that village staff can operate the system properly. 

Yohanes et al. (2022) emphasized that staff competency development is one of the internal 

factors that influences the success of information technology implementation. 
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Information technology facilities and infrastructure in Sesumpu Village also need 

improvement. Although basic devices such as computers and printers are available, the limited 

number and quality result in long work queues, especially when work volume increases. In 

addition, the absence of a special room for digital data management and backup devices is a 

challenge in maintaining data security and sustainability. Julianti's (2024) research highlights 

that the development of physical facilities, including data management rooms, is very 

important to support safe and efficient technology-based public services. 

To overcome these various obstacles, Sesumpu Village needs to implement an integrated 

strategic approach, as proposed by Yudhistyra et al. (2023). This approach includes strategic 

planning of information systems, strengthening infrastructure, ongoing training for staff, and 

developing inclusive applications. With these steps, the implementation of information 

technology in Sesumpu Village can be more focused and provide significant benefits to the 

community. 

Overall, the management strategy in improving the implementation of information technology 

in Sesumpu Village must be based on a holistic approach that includes all important elements—

from hardware, software, human resources, to infrastructure. This approach will not only 

improve the efficiency and quality of public services but also support transparency, 

accountability, and inclusiveness of services, as expected from the implementation of E-

Government. With the right strategy, Sesumpu Village can become a model for effective 

implementation of information technology at the local level. 

Sesumpu Village has shown a commitment to improving public services through the 

implementation of information technology. However, the success of this effort requires priority 

on the procurement of additional devices, development of technology-based applications, 

infrastructure improvements, and increasing human resource capacity. With an integrated 

strategic approach, Sesumpu Village can become a model for the implementation of 

information technology at the local level that supports efficiency, transparency, and 

accessibility of public services. 

This strategy, if implemented well, will not only improve the quality of public services but also 

support the achievement of better governance, as expected in the implementation of E-

Government in Indonesia. The implementation of information technology in Sesumpu Village 

is influenced by various interrelated supporting and inhibiting factors. These factors play an 

important role in determining the success of implementing information technology to improve 

public services. Based on the interview results, supporting factors include government policy 

support, availability of technological devices, enthusiasm of village staff, and community 

participation. On the other hand, inhibiting factors include limited human resources, inadequate 

infrastructure, and low technological literacy among certain communities. 

Government policy support is one of the main drivers of the implementation of information 

technology in Sesumpu Village. Programs such as Smart City provide clear direction in the use 

of technology for public services. This is relevant to the research of Yohanes et al. (2022), 

which shows that government policies and budget allocations are internal factors that influence 

the success of the implementation of E-Government. Support from the city government, such 

as the provision of technological devices and applications, is also recognized by informants as 

an important element in supporting village operations. 

The enthusiasm of village staff to learn new technologies is also an important capital in this 

transformation process. Informants stated that despite limited technical capabilities, village 

staff showed a strong willingness to adapt. This is consistent with the research of Putri et al. 
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(2024), which highlights that internal organizational commitment can help overcome 

challenges in implementing information technology. 

In addition, community participation that is starting to get used to using technology-based 

services makes a positive contribution. The positive response of residents to digital-based 

services reflects a good acceptance of this transformation. As stated in the research of Pratama 

et al. (2020), the willingness of the community to adapt to technology is one of the supporting 

factors for the success of implementing information technology-based systems. 

However, the implementation of information technology in Sesumpu Village also faces various 

obstacles. One of the main obstacles is the limited human resources who do not understand 

technology. Informants stated that some village staff still need intensive training to operate 

technological devices properly. Yohanes et al. (2022) also noted that developing human 

resource competencies is a key factor in ensuring the success of implementing information 

technology. 

Inadequate infrastructure, such as often unstable internet networks, is also a significant 

obstacle. Dependence on weak internet networks slows down system performance and hinders 

smooth service delivery. This is similar to the findings of Putri et al. (2024), who noted that 

limited technological infrastructure is one of the main challenges in implementing digital-based 

public services. 

Low technological literacy among certain communities, especially groups that are not familiar 

with digital devices, is also a challenge in ensuring the accessibility of technology-based 

services. Pratama et al. (2020) recommend a socialization and training program for the 

community to improve digital literacy, so that all levels of society can make maximum use of 

information technology. 

To overcome these various obstacles, a strategic approach is needed that includes routine 

training for staff, infrastructure improvements, and education for the community. Informants 

suggested more intensive training for staff so that they can operate technological devices with 

confidence. Putri et al. (2024) also recommend strengthening training as a solution to improve 

human resource competency. 

Improving internet network infrastructure is an important priority to ensure the stability and 

smooth operation of technology-based systems. In addition, educational programs for the 

community must be designed inclusively so that they can reach groups that are less familiar 

with technology. This step is in accordance with the recommendations of Pratama et al. (2020), 

which emphasize the importance of socialization and training for the community to overcome 

the digital divide. The success of the implementation of information technology in Sesumpu 

Village is highly dependent on the synergy between supporting factors and strategies to 

overcome obstacles.  

Government policy support, staff enthusiasm, and community participation are the main pillars 

in strengthening the implementation of information technology. On the other hand, challenges 

such as limited human resources, weak infrastructure, and low technological literacy must be 

overcome through training, infrastructure improvements, and educational programs. With a 

holistic approach, the implementation of information technology in Sesumpu Village can run 

more optimally, supporting the efficiency and inclusiveness of technology-based public 

services. 

Conclusion 
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Information technology management in Sesumpu Village has significantly enhanced public 

services by streamlining administrative processes and improving communication through 

digital applications. Services such as document management have become more efficient, but 

some services, like citizen complaints, still rely on manual systems. To fully digitalize services, 

further development of the system is necessary. Key strategies for improving IT 

implementation include investing in advanced devices, developing online applications, 

upgrading internet networks, and providing regular staff training. While there is support from 

the government and enthusiasm from staff, challenges such as limited technological 

understanding, unstable internet, and insufficient facilities persist. Addressing these issues 

through staff training, better infrastructure, and increasing community technological literacy 

will ensure smoother implementation and greater benefits for the community. 

References  

Adam, I., & Fazekas, M. (2021). Are emerging technologies helping win the fight against 

corruption? A review of the state of evidence. Information Economics and Policy, 57, 

100950. https://doi.org/10.1016/j.infoecopol.2021.100950  

Afzal, A., Khan, S., Daud, S., Ahmad, Z., & Butt, A. (2023). Addressing the digital divide: 

Access and use of technology in education. Journal of Social Sciences Review, 3(2), 

883-895. http://dx.doi.org/10.54183/jssr.v3i2.326  

Agustina, S. D., Purwanti, I., Baity, L. N., Oktaviani, L., & Jannah, R. (2024). Peran teknologi 

informasi dalam meningkatkan efisiensi pelayanan publik. Al–A’mal: Jurnal 

Manajemen Bisnis Syariah, 4(2), 141. https://www.ejournal.an-nadwah.ac.id 

Ahmad, Z. H., Alfayn, M. A. N., & Istiqoh, A. E. (2022). Analisis upaya strategis dalam 

memaksimalkan penerapan pelayanan publik berbasis e-Government di desa. Jurnal 

Ilmiah Universitas Batanghari Jambi, 22(3), 1432–1437. 

https://doi.org/10.33087/jiubj.v22i3.2143 

Al-Adwan, A. S., Li, N., Al-Adwan, A., Abbasi, G. A., Albelbisi, N. A., & Habibi, A. (2023). 

Extending the technology acceptance model (TAM) to Predict University Students’ 

intentions to use metaverse-based learning platforms. Education and Information 

Technologies, 28(11), 15381-15413. https://doi.org/10.1007/s10639-023-11816-3  

Amir, M., & Liwaul, S. (2023, December). The Ability of Local Government Apparatus 

Resources In The Implementation of E-Government. In SSIK 2023: Proceedings of the 

Regional Seminar on Community Issues, SSIK 2023, 20 September 2023, Kendari, 

Province of Sulawesi Tenggara, Indonesia (p. 183). European Alliance for Innovation. 

http://dx.doi.org/10.4108/eai.20-9-2023.2340991  

Chaoub, A., Giordani, M., Lall, B., Bhatia, V., Kliks, A., Mendes, L., ... & Zorzi, M. (2021). 

6G for bridging the digital divide: Wireless connectivity to remote areas. IEEE 

Wireless Communications, 29(1), 160-168. 
http://dx.doi.org/10.1109/MWC.001.2100137  

Chatterjee, S., Bhattacharjee, K. K., Tsai, C. W., & Agrawal, A. K. (2021). Impact of peer 

influence and government support for successful adoption of technology for vocational 

education: A quantitative study using PLS-SEM technique. Quality & Quantity, 1-24. 

https://link.springer.com/article/10.1007/s11135-021-01100-2  

Darmawan, D. (2012). Pendidikan teknologi informasi dan komunikasi. Bandung: PT Remaja 

Rosdakarya. 

https://doi.org/10.1016/j.infoecopol.2021.100950
http://dx.doi.org/10.54183/jssr.v3i2.326
https://www.ejournal.an-nadwah.ac.id/
https://doi.org/10.33087/jiubj.v22i3.2143
https://doi.org/10.1007/s10639-023-11816-3
http://dx.doi.org/10.4108/eai.20-9-2023.2340991
http://dx.doi.org/10.1109/MWC.001.2100137
https://link.springer.com/article/10.1007/s11135-021-01100-2


   

1044 

ISSN 2721-0987 (Print), ISSN 2721-124X (Online) 
Copyright © 2024, Journal La Bisecoman, Under the license CC BY-SA 4.0 

Darmawan, D., Anjanarko, T. S., & Masithoh, N. (2023). Transformasi pelayanan publik: 

Memahami peran kompetensi pegawai kecamatan dan teknologi informasi dalam 

meningkatkan kepuasan publik. Jurnal Satyagraha, 6(2), 262. 

http://ejournal.universitasmahendradatta.ac.id/ 

Ekram, I., Tuanaya, W., & Wance, M. (2022). Pemanfaatan teknologi informasi dalam 

pelayanan publik Kantor Manunggal Satu Atap Provinsi Maluku. Journal of 

Governance and Social Policy, 3(2), 1–13. 

https://doi.org/10.24815/gaspol.v3i2.26209 

Fahm, H. P. (2023). Information technology adoption in Lagos state, Nigeria: a study exploring 

the adoption of e-Government web portal (Doctoral dissertation, Northcentral 

University). 

Galego, D., Moulaert, F., Brans, M., & Santinha, G. (2022). Social innovation & governance: 

a scoping review. Innovation: The European Journal of Social Science 

Research, 35(2), 265-290. http://dx.doi.org/10.1080/13511610.2021.1879630  

Goshovska, V., Danylenko, L., Hachkov, A., Paladiiichuk, S., & Dzeha, V. (2021). Problems 

of applying information technologies in public governance. International Journal of 

Computer Science & Network Security, 21(8), 71-78. 
https://doi.org/10.22937/IJCSNS.2021.21.8.10  

Harahap, F. Z. M., & Nasution, M. I. P. (2024). Evaluasi efisiensi layanan publik dengan 

teknologi informasi. Musytari: Neraca Manajemen, Ekonomi, 1(1), 11. 

https://doi.org/10.8734/mnmae.v1i2.359 

He, A. J., & Ma, L. (2021). Citizen participation, perceived public service performance, and 

trust in government: Evidence from health policy reforms in Hong Kong. Public 

performance & management review, 44(3), 471-493. 
https://doi.org/10.1080/15309576.2020.1780138  

He, W., Zhang, Z. J., & Li, W. (2021). Information technology solutions, challenges, and 

suggestions for tackling the COVID-19 pandemic. International journal of 

information management, 57, 102287. 
https://doi.org/10.1016/j.ijinfomgt.2020.102287  

Julianti, D. (2024). Strategi kebijakan penguatan pelayanan publik dan pengawasan perizinan 

berusaha dengan aplikasi berbasis teknologi informasi. Kybernology: Jurnal Ilmu 

Pemerintahan dan Administrasi Publik, 2, 324. https://journal.wiyatapublisher.or.id/ 

Kassen, M. (2022). Blockchain and e-government innovation: Automation of public 

information processes. Information systems, 103, 101862. 
https://doi.org/10.1016/j.is.2021.101862  

Longo, J., & Dirsehan, T. (2024). The evolution of public administration in the digital era: From 

e-government to digital government. In The Routledge International Handbook of 

Public Administration and Digital Governance (pp. 17-31). Routledge. 
http://dx.doi.org/10.4324/9781003458081-2  

Maulana, A., Indriati, F., & Hidayah, K. (2022). Analysis of Bureaucratic Reform Through 

Delayering of Government Institutions in Indonesia. Jurnal Borneo 

Administrator, 18(2), 155-170. http://dx.doi.org/10.24258/jba.v18i2.1003  

Moleong, L. J. (2016). Metodologi penelitian kualitatif. Bandung: Remaja Rosdakarya. 

http://ejournal.universitasmahendradatta.ac.id/
https://doi.org/10.24815/gaspol.v3i2.26209
http://dx.doi.org/10.1080/13511610.2021.1879630
https://doi.org/10.22937/IJCSNS.2021.21.8.10
https://doi.org/10.8734/mnmae.v1i2.359
https://doi.org/10.1080/15309576.2020.1780138
https://doi.org/10.1016/j.ijinfomgt.2020.102287
https://journal.wiyatapublisher.or.id/
https://doi.org/10.1016/j.is.2021.101862
http://dx.doi.org/10.4324/9781003458081-2
http://dx.doi.org/10.24258/jba.v18i2.1003


   

1045 

ISSN 2721-0987 (Print), ISSN 2721-124X (Online) 
Copyright © 2024, Journal La Bisecoman, Under the license CC BY-SA 4.0 

Mugellini, G., Della Bella, S., Colagrossi, M., Isenring, G. L., & Killias, M. (2021). Public 

sector reforms and their impact on the level of corruption: A systematic 

review. Campbell Systematic Reviews, 17(2), e1173. https://doi.org/10.1002/cl2.1173  

Mukhsin. (2020). Peranan teknologi informasi dan komunikasi menerapkan sistem informasi 

desa dalam publikasi informasi desa di era globalisasi. Teknokom, 3(1), 7. 

https://doi.org/10.31943/teknokom.v3i1.43  

Pratama, R. H., Hakim, A., & Shobaruddin, M. (2020). Pelayanan publik berbasis teknologi 

informasi dan komunikasi (TIK), elektronik rukun tetangga/rukun warga (e-RT/RW): 

Studi e-government di Kelurahan Ketintang Kecamatan Gayungan Pemerintah Kota 

Surabaya. Jurnal Administrasi Publik (JAP), 3(12), 2128–2134. 

Putri, F. L. S., Iffat, E., Irwanto, M., Iman, M. F., Sutrisno, S., & Hermawan, S. (2024). 

Pelayanan publik berbasis online di desa (Studi pada Desa Permisan Kecamatan 

Jabon). Journal of Economic, Business, and Accounting (COSTING, 7 (4), 10467–

10481. https://doi. org/10.31539/costing. v7i4. 11141. 

Stroppe, A. K. (2023). Left behind in a public services wasteland? On the accessibility of public 

services and political trust. Political Geography, 105, 102905. 

https://doi.org/10.1016/j.polgeo.2023.102905  

Sugiyono. (2018). Metode penelitian kuantitatif, kualitatif, dan R&D. Bandung: Alfabeta. 

Suprianto, B. (2023). Literature review: Penerapan teknologi informasi dalam meningkatkan 

kualitas pelayanan publik. Jurnal Pemerintahan dan Politik, 2, 123–128. 

https://doi.org/10.36982/jpg.v8i2.3015  

Taufiqurokhman, T., Pathony, T., Damanik, F. H. S., Nurhakim, A., & Judijanto, L. (2023). 

Transformasi e-government: Mengevaluasi dampak digitalisasi terhadap pelayanan 

publik. Jurnal Cahaya Mandalika, 3(2), 1796–1803. 
https://doi.org/10.36312/jcm.v3i2.2390  

Yohanes, Herawati, N., & Sunyata, L. (2022). Strategi penerapan teknologi informasi di 

Pemerintah Kabupaten Sintang Provinsi Kalimantan Barat. Jurnal Tesis PMIS-

UNTAN-PSIAN. 

Yudhistyra, W. I., & Nugroho, E. (2023). Lima metode perencanaan strategis sistem informasi 

dan teknologi informasi untuk pengembangan e-government. In Seminar Nasional 

Teknologi Informasi dan Komunikasi 2014 (SENTIKA 2014) (p. 236). Universitas 

Gadjah Mada. 

 

 

 

https://doi.org/10.1002/cl2.1173
https://doi.org/10.31943/teknokom.v3i1.43
https://doi.org/10.1016/j.polgeo.2023.102905
https://doi.org/10.36982/jpg.v8i2.3015
https://doi.org/10.36312/jcm.v3i2.2390

