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Abstract

This study explores the nexus between digital governance and
transparency in Indonesia, emphasizing the impact of open data
initiatives on strengthening governmental accountability. It aims to
evaluate how effectively these initiatives foster public trust and
contribute to more efficient governance. Employing a qualitative
research design, the study utilizes case studies of open data
programs implemented across various government institutions.
Data collection involved document analysis, in-depth interviews,
and public questionnaires to assess citizen perceptions and
engagement with open data platforms. The results suggest that
open data significantly enhances transparency and facilitates
public oversight of government activities, aligning with global
observations that open data fosters participatory governance
(Janssen et al.,, 2012). The availability of real-time, accessible
information empowers citizens to monitor government actions
actively and promotes civic involvement (Zuiderwijk & Janssen,
2014). However, challenges such as inconsistent data quality,
limited digital literacy, and bureaucratic resistance remain critical
obstacles to maximizing the impact of these initiatives. Moreover,
this paper contributes to the growing body of literature on digital
governance by presenting empirical insights from Indonesia,
an understudied context in open data research. It underscores
the transformative potential of open data in promoting
transparency and offers policy recommendations to strengthen
implementation frameworks, thus advancing more accountable and
citizen-centric governance.
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1. INTRODUCTION

In recent years, the intersection of technology and
public administration has become a focal point in
governance discourse, particularly within developing
Therise of digital
governance, defined as the strategic integration of
information and communication technology (ICT) in

nations (Kierkegaard, 2009).

the public sector, is increasingly viewed as
a transformative approach to enhance governmental
transparency and accountability (Lnenicka &
Nikiforova, 2021). In Indonesia, a country marked by
ethnic diversity and ongoing economic challenges,
open data initiatives have gained momentum as
instruments to strengthen governance systems. These
efforts facilitate the dissemination of public
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information and empower citizens to actively
participate in oversight, thereby increasing political
responsiveness and institutional trust (Rajamade-
Soosaar & Nikiforova, 2024).

Digital governance includes various components
such as e-governance, which supports the delivery of
public services through digital tools, and open data,
which refers to the systematic release of
government-held data for public access (Ho & Ni,
2004). These mechanisms are built on the premise
that enhanced information accessibility leads to
greater citizen engagement, improved institutional
accountability, and more substantial public
confidence in government (Ansell & Torfing, 2021).
In response to longstanding issues like bureaucratic
inefficiency and corruption, Indonesia has made
meaningful progress toward a more participatory and
transparent governance model through the adoption
of open data policies (Young et al., 2020).

The Indonesian government has acknowledged
the need to leverage open data to enhance
transparency and foster accountability in public
administration. In 2014, it initiated the Open Data
Indonesia program aimed at making governmental
data accessible to the public. This initiative is part of
a larger initiative to increase transparency and fight
against corruption in Indonesia’s political system. To
ensure the utility of such data, the government
seeks to establish a participatory environment where
citizens, civil society organizations, and private
sector actors can monitor governmental activities,
offer policy input, and hold public officials
accountable for their decisions and conduct (Jaeger
& Matteson, 2009). However, the connection between
open data and accountability is complex. While open
data empowers the public to scrutinize government
performance, assess policy outcomes, and expose
inefficiencies or corruption, the act of releasing data
itself may be perceived as a form of accountability.
In such contexts, open data initiatives compel public
institutions to be more transparent and responsive,
making them a critical component of efforts to
promote accountability in governance (Casady
et al., 2020; Young et al., 2020).

However, using open data initiatives in
Indonesia is not without problems. Despite
the government’s efforts to increase its openness,
factors still limit the effectiveness of the open data.
These include issues with the data, the digital divide,
and the public’s lack of knowledge about
the existing open data (Tjondronegoro et al., 2022;
World Bank, 2023). In addition, the effectiveness of
these initiatives depends on the government
representatives’ willingness to open up and engage
with citizens in the process (Kim et al., 2009; United
Nations Office on Drugs and Crime [UNODC], 2021).
The interaction of these factors has implications
that need to be addressed to determine
the effectiveness of open data in enhancing
government accountability in Indonesia. The debate
on digital governance and transparency has been
developing fast in the last few years, and scholars
have been examining the implications of open data
for democracy, people’s participation, and public
sector reform (Organization for Economic Co-operation
and Development [OECD], 2023). Research shows
that open data «can enhance government
accountability by giving citizens the necessary tools
to exercise oversight and advocacy (Mulgan, 2007;
Transparency International, 2023). For instance,
studies have shown that transparency improves
the delivery of public services since public officers
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tend to be efficient if their performance is open to
the public (Open Contracting Partnership, 2024).

Given the country’s specific post-colonial
context, Indonesia’s digital governance and
transparency issue is especially relevant. Indonesia’s
shift from an authoritarian regime to a democratic
system at the close of the 20th century was
a turning point in its governance as it sought to
eliminate tyranny and corruption. The process of
democratization that has followed has been
accompanied by increasing recognition of the need
for transparency and accountability as key attributes
of effective governance (World Economic Forum, 2018).
Thus, open data initiatives are technological
solutions and a shift towards a more transparent
and responsive government (Linkov et al., 2018).
This paper examines the link between digital
governance, open data policies, and government
accountability in Indonesia. It will identify how
the use of open data increases transparency and
accountability and the advantages and
disadvantages that come with it (Algazo et al., 2021).
In this study, the role of open data in improving
good governance in Indonesia will be analyzed and
discussed based on the perceptions of various
stakeholders, which include government officials,
civil society organizations, and citizens (Kirana &
Majid, 2022).

The study uses primary and secondary data
sources, including government publications,
academic research, and case studies showcasing
effective open data initiatives in Indonesia. It will
also incorporate best practices and lessons from
countries  with  similar  digital governance
frameworks to assess how these strategies can be
further strengthened in the Indonesian context
(Open Government Partnership, 2023a;
Tjondronegoro et al., 2022). The research ultimately
seeks to contribute to the ongoing discourse on
digital governance and transparency, offering
insights for policymakers, practitioners, and
scholars on the potential of open data to foster
greater government accountability (Bertot et al., 2010;
Janssen, 2011; OECD, 2023; World Bank, 2023).

In summary, digital governance and open data
initiatives present a timely and strategic opportunity
for Indonesia to address longstanding issues of
transparency and accountability (Asogwa et al., 2022;
Zeleti et al.,, 2016). These initiatives are not only
designed to reform administrative systems but also
aim to shift the mindsets of both public officials and
citizens, fostering a culture of openness and trust
(Open Government Partnership, 2023b; UNODC,
2021). The success of such efforts, however,
depends on the active collaboration of all
stakeholders, including government agencies, civil
society, and the private sector, to overcome
persistent challenges in data accessibility, quality, and
usability (Lourenco, 2016; Tjondronegoro et al., 2022;
Matheus & Janssen, 2013; World Bank, 2023).
As Indonesia continues strengthening its democratic
institutions, integrating open data into governance
will play a crucial role in developing a more citizen-
centric and responsive government (OECD, 2023;
Jopang et al, 2024). In addition, the research
questions are:

RQI: How do digital platforms influence
transparency and accountability in government
decision-making processes?

RQZ2: What are the effects of digital governance
on citizen trust in government transparency?
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The remainder of this paper is organized as
follows. Section 2 reviews the relevant literature to
establish the theoretical framework for digital
governance. Section 3 outlines the research
methodology, detailing the qualitative approach
employed. Section 4 discusses the research results,
and Section 5 provides an in-depth analysis.
Finally, Section 6 offers the conclusion, outlines
practical implications, and suggests directions for
future research.

2. LITERATURE REVIEW

The foundation of Indonesia’s digital governance
initiatives is built upon open data and government
accountability principles. These efforts should be
understood as complex, multi-dimensional
developments influenced by administrative structures
and historical, social, and political dynamics
(OECD, 2023; Khairunnisa et al., 2024). Persistent
challenges such as bureaucratic inefficiency and
corruption, which have long plagued Indonesian
public institutions, continue to shape how digital
reforms are implemented (OECD, 2019;
Tjondronegoro et al., 2022). The country’s legacy of
centralized governance and bureaucratic secrecy
remains relevant in present-day discussions about
transparency and citizen engagement. Moreover,
Indonesia’s  significant digital divide presents
another barrier to inclusive digital transformation
(Cho & Choi, 2004). Limited access to technology and
uneven levels of digital literacy among citizens
undermine trust in government initiatives and
restrict meaningful public participation (Sutrisno
etal., 2024; World Bank, 2023). This reinforces
the urgent need for policy approaches that are
inclusive and responsive to the population’s diverse
capabilities and access levels, ensuring that digital

governance benefits all segments of society
(Heeks, 2005).

2.1. Digital governance in Indonesia

The integration of digital technologies has

significantly transformed governance and public
administration globally, including in Indonesia
(Vargas-Murillo et al, 2025). With the rapid
expansion of the digital economy, the Indonesian
government has the opportunity to harness digital
tools to improve institutional efficiency and citizen
engagement (Marwan et al., 2022). Building on prior
research, this study explores various forms of digital
democracy and examines how Indonesian
government institutions utilize these models to
support public administration reforms. Through
qualitative methods such as document analysis, field
observations, and stakeholder interviews, evidence
suggests that digital democracy has been
successfully incorporated into Indonesia’s
governance and public service delivery systems
(Syamsiar, 2023; Cahlikova & Mabillard, 2019).
Innovative digital technologies have facilitated more
efficient communication and information exchange
among governmental bodies, legislators, civil society
organizations, and citizens (Weerakkody et al., 2017,
Tjondronegoro et al., 2022). Furthermore,
implementing these technologies has played a crucial
role in enhancing the accessibility, responsiveness,
and overall quality of public services in Indonesia.
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2.2. Open data initiative in Indonesia

Open data portals primarily serve as platforms for
accessing raw datasets, whereas web-based
applications are typically developed for more
targeted, practical use cases (Matheus et al., 2023).
Despite the increasing focus on digital transparency,
there remains a limited understanding of the most
effective strategies for realizing open government
objectives (Tai, 2021). Although transparency
through digital tools appears straightforward, its
implementation is often complex and demanding
(Bertot et al., 2010). While mechanisms such as open
budgeting have shown success in specific sectors
(Lourenco, 2023), expanding these practices to
broader domains remains a significant challenge.
Luna-Reyes et al. (2014) point out that many open
government platforms fail to deliver meaningful
outcomes; some are difficult to navigate, while
others offer only an idealized representation of
government-public interaction. To improve usability
and impact, the design of government websites must
align with user expectations and public preferences
(Matheus et al., 2018). Supporting this view, Machova
and Lnenicka (2017) argue that incorporating a
range of website functionalities can enhance digital
transparency and public engagement.

A key advantage of open data initiatives lies in
their potential to enhance government
accountability. Making official data accessible to
the public allows citizens to monitor how decisions
are made and resources are utilized (Bhatnagar, 2003).
For instance, transparency in public spending data
enables communities to observe how budgets are
allocated and to challenge any instances of
inefficiency or misappropriation (UNODC, 2021;
Open Contracting Partnership, 2024). This visibility
encourages a culture of accountability as public
officials become increasingly conscious of being
observed and evaluated by citizens. Furthermore,
open data significantly contributes to promoting
civic engagement. In Indonesia, where citizen
involvement in policymaking has historically been
limited, the availability of open data catalyzes
increased participation. It empowers individuals to
identify local issues, advocate for reforms, and
engage in informed dialogue with authorities (Open
Government Partnership, 2023a; Tjondronegoro
et al., 2022). This participatory approach not only
enhances democratic processes but also provides
valuable feedback to decision-makers about
the public’s preferences and needs. Ultimately,
implementing open data fosters a more interactive
and inclusive governance framework, bridging
the gap between government institutions and
the people they serve (World Bank, 2023).

Open data initiatives are increasingly vital in
expanding the concept of open government by
emphasizing transparency, accountability, and active
citizen participation (UNODC, 2021; OECD, 2016).
These initiatives are essential to democratic
governance, as they empower the public to engage
with governmental processes, monitor public
resource usage, and influence decision-making.
However, the effectiveness of such programs
depends on their ability to adapt to context-specific
challenges, including Indonesia’s distinct political,
legal, and cultural landscape (Streib & Navarro, 2006).
As Indonesia continues to integrate open
government practices, stakeholders have stressed
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the importance of establishing a comprehensive
legal framework to guide the management and
dissemination of public sector information. These
principles emphasize the need for accessible,
understandable, and meaningful data that can be
easily used by the public (Shim & Eom, 2009;
Syamsiar, 2023). When effectively implemented,
such frameworks lay the foundation for stronger
governance and serve as preventive measures
against corruption. In light of the persistent
corruption and misuse of power in national and
local government institutions, open data principles
are essential for restoring public trust and fostering
greater accountability (Algazo et al., 2021).

3. RESEARCH METHODOLOGY

This section outlines the methodological framework
used to assess the impact of open data on
government accountability in Indonesia. It provides
a detailed explanation of the research strategy,
including data collection and analytical procedures.
A qualitative approach was adopted to obtain
comprehensive insights from Kkey stakeholders
directly involved in or influenced by open data
initiatives (Denzin & Lincoln, 2018; Miles
et al, 2013). Given that open data remains
arelatively new area in Indonesia (Gil-Garcia
et al, 2017), especially within the context of
governance, an exploratory qualitative design was
deemed suitable for uncovering the nuances of this
emerging phenomenon (Creswell & Poth, 2017).

This approach allows the study to explore
participants’ attitudes, perceptions, and experiences
regarding data transparency (Algazo et al., 2021) and
its influence on government accountability. It also
considers broader contextual factors that may shape
or inform these perspectives, thereby adding depth
to the interpretation. Using thematic analysis,
the study engages with the theoretical framework to
analyze how individuals perceive the role of open
data in fostering accountability within government
institutions. Furthermore, it emphasizes
the importance of situating these perceptions within
Indonesia’s socio-political context to gain a holistic
understanding (Janssen et al, 2017). Due to
the novelty of the topic and its evolving nature,
an exploratory design was essential in uncovering
key insights into the relationship between open data
and governance.

This study employed purposive sampling to
ensure the selection of participants who could
provide rich, relevant insights on the topic (Ahmad &
Wilkins, 2024). In qualitative research, this method
allows researchers to intentionally select individuals
with in-depth knowledge or experience related to
the subject matter (Ahmad & Wilkins, 2024; Palinkas
et al, 2015). The sample consisted of Kkey
stakeholders, including government officials,
representatives from civil society organizations, and
members of the public. Participants were selected
based on specific criteria: direct involvement in or
familiarity with open data initiatives, active
governance or civic engagement roles, and
the capacity to offer diverse viewpoints on how open
data influences government accountability. This
approach was intended to comprehensively
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understand the topic by
perspectives from across
(Nikolopoulou, 2022).

This study utilized a questionnaire to collect
comprehensive insights into the impact of open data

incorporating varied
stakeholder groups

initiatives on governmental accountability
(Nikolopoulou, 2022). A total of 281 participants
completed the questionnaires, providing

a substantial dataset for analysis. In addition to
surveys, the research incorporated case studies and
interviews, employing a semi-structured format. This
approach allowed for a flexible interview schedule,

enabling  the exploration of  participants’
perspectives while permitting them to introduce
additional topics and themes for discussion.

The semi-structured interview format is particularly
advantageous in qualitative research, as it balances
the consistency of structured interviews with
the depth and adaptability of unstructured
conversations. This method facilitates the collection
of comparable, reliable data while allowing
interviewers to delve deeper into specific issues
raised by  participants, thereby  enriching
the understanding of the research questions
(Brinkmann & Kvale, 2014).

The interview guide was designed following
an in-depth review of relevant literature and
theoretical models concerning open data and
government accountability (Brinkmann & Kvale, 2014).
It featured open-ended questions to explore
participants’ perspectives on the influence of open
data initiatives on governmental accountability,
the mechanisms through which this influence
operates, and other contextual factors that may
shape this relationship. Interviews were conducted
in person or via video conferencing, depending on
the availability and preferences of the participants.
This adaptable approach enabled the inclusion of
diverse voices across various locations, thus
enriching the study’s representativeness. Prior to
each interview, participants were informed about
the study’s objectives, the voluntary nature of their
participation, and their right to withdraw at any
point without consequence. Informed consent was
obtained from all participants, and they were
assured that their identities would remain
confidential and their responses anonymous (Braun
& Clarke, 2006).

4. RESULTS

This study demonstrates that open data initiatives
have played a significant role in strengthening
government accountability in Indonesia. A detailed
evaluation of various open data platforms and their
implementation across different governmental
sectors revealed transparency and improvements in
public engagement. The results indicate that open
data practices contribute to greater accountability,
as evidenced by increased access to public
information, more responsive behavior from
government agencies, and enhanced public trust.
These outcomes suggest that digital governance is
valuable for advancing a more transparent and
accountable administration in Indonesia.
The following data, obtained through questionnaire
responses, further support this conclusion:
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Table 1. Data from questionnaires

Item

Results

No. Total | No. Item Results Total
Respondent 281 people
Male 62.30% Digital governance Disagree 3%
9 services do not misuse Strongly
1 Gender Female 37% personal information disagree 0.20%
Prefer not to say 0.70% Strongly agree 33.50%
18-25 years 7.10% Digital governance Agree 51.20%
26-35 years 28.50% 10 services comply with Neutral 12.80%
2 Age 36-45 years 49.10% personal data Disagree 2%
~ protection laws Strongly
46-55 years 13.20% disagree 0.50%
56-70 years 2.10% Strongly agree 32%
Student 9% igital d Agree 54.40%
Government Digital governance an
employee 78.60% 11 personal data are Neutral 12.10%
3 Job Ent POy 1% necessary for Di 0.80%
ntrepreneur 6 its function : tlsgrglrgela; .80%
Freelance 11.4 : 0.70%
disagree
. Strongly agree 51.60% Digital governance and Strongly agree 38.40%
4 gﬁg%l a%g;g;ncag (:n?ll(% Agree 44.80% 12 transpzslren_cy ian Agree 56.20%
work easier Neutral 3.60% provide timely Neutral 5.40%
information
N Strongly agree 49.50% Digital governance and Strongly agree 33.50%
A.H act_lv_ltles are faster Agree 45.60% transparency formation Agree 58%
5 with digital governance 13 are relevant to the
and transparency Neutral 4.90% needs Neutral 8.20%
Digital governance and Strongly agree 47% . Strongly agree 42%
6 transparency are very Agree 47.30% %fg?i etgs()s\é?rvl\/eﬁ}ai\fgl? Agree 50.90%
unportsza(l)gg?; social Neutral 5.70% 14 and whenever they Neutral 6%
o want - 3
Digital governance feels StrorAl‘gly agree 37.4006 _ Disagree 1.10 d
. ) gree 50.50% Digital governance and Strongly agree 37.40%
7 comfortable in making N I 0.30% ) 2.80%
transactions 'eutra 10.30% 15 transparency give Agree 54.80%
Disagree 1.80% satisfaction in finding Neutral 7%
. Strongly agree 32% the latest information Disagree 0.80%
sDelr%itgé fgg:ﬁ?grgli Agree 47.70% Efficiency and Strongly agree 40.60%
8 confidentiality of Neutral 16.70% 16 implementation for Agree 54.40%
personal information Disagree 3.60% digitﬂ agr?svpe;?;?:; and Neutral 5%
. Strongly agree 29.20% Digital governance and Strongly agree 38.80%
9 Selr)\:i%l;:l dg(:);inririlscsse Agree 50.20% 17 transparency, Agree 54.40%
personal information Neutral 17.40% accompanied by Neutral 6.80%
) support services )
Ongoing surveys examining public perceptions digitalizing government services to enhance

of digital governance and technology in Indonesia

accessibility and efficiency. While

the overall

reveal broad support across demographic groups,
including age, gender, and occupation, for advancing
digital infrastructure and e-government services.
Respondents consistently emphasized the importance
of making digital technologies accessible to all
segments of society. Recommendations include
expanding public access to free Wi-Fi, offering digital
literacy and technology training for small and
medium-sized enterprises (SMEs), and enhancing
public services through user-friendly digital
platforms (Akomea-Frimpong, Jin, & Osei-Kyei, 2022).
The results highlight varying perspectives on digital
governance, though overall sentiment remains
positive. Across different demographic categories,
there was a shared optimism regarding the potential
of digital technology and its effective management.
The surveys further underscore a public consensus
on strengthening e-governance systems to improve

sentiment expressed in the responses was largely
positive, neutral, and critical comments indicate that
current digital initiatives may still fall short in
addressing key challenges. This study offers more
profound insight into public perceptions of digital
governance and underscores the need for ongoing
engagement in an environment marked by rapid
technological change.

The data gathered highlights the urgent need to
strengthen Indonesia’s digital infrastructure and
governance capabilities. A common theme among
participants was a general awareness of the benefits
of digital transformation (Al-Mahameed, 2024).
However, the repeated emphasis on workforce
development revealed a significant concern: the lack
of adequately trained personnel. Even the most
advanced technological solutions may not produce
the desired outcomes without sufficient human

service delivery and ensure inclusivity in Indonesia’s  capacity. The recommendations offered by
digital transformation. respondents reflect strategic approaches aimed at

Moreover, participant feedback strongly overcoming these limitations, emphasizing
emphasized human capital development, inclusion, education, and active governmental

highlighting the necessity of equipping individuals
with appropriate skills and knowledge to manage
and utilize modern technologies effectively.
Respondents proposed several practical measures,
including providing free public Wi-Fi, educational
seminars, and awareness campaigns tailored to
support SMEs adopting digital business practices
(Al-Mahameed, 2024; Akomea-Frimpong, Jin, &
Osei-Kyei, 2022). Additionally, they advocated for
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intervention as foundational steps toward building
a digitally inclusive society. Below is a direct quote
from one of the participants, offering further insight
into these findings:

“The most important thing is to prepare human
resources for this because no matter how
sophisticated the technology is, without the support of
human resource capabilities, it will be useless”
(Sammy, personal communication, June 20, 2024).
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This quotation highlights the pivotal role of
human resources in ensuring the effective use of
technology. It reinforces the importance of investing
in human resource development as a foundational
element for successfully implementing new
technological systems. The ability to adopt and
utilize digital tools efficiently relies heavily on
the workforce’s skills and competencies, regardless
of the sophistication of the technology itself. Even
the most advanced innovations may fail to achieve
their intended outcomes without adequately
trained personnel. Therefore, organizations must
prioritize continuous training and professional
development initiatives that strengthen human
capital and support the optimal deployment of
technological solutions.

“Free fast WiFi in every public facility in every
environment” (Rose, personal communication,
June 18, 2024).

The evidence indicates a clear need for
enhanced infrastructure to improve digital
accessibility. Ensuring the availability of high-speed,
free Wi-Fi in all public spaces would significantly
increase access to digital tools and resources,
promoting digital inclusion among various segments
of the population. Such an initiative has
the potential to expand educational access,
streamline the delivery of government services, and
stimulate local economic activity by drawing in both
residents and visitors. Additionally, improved digital
infrastructure can drive economic growth by
enabling seamless interaction with online platforms.
Investing in this public infrastructure demonstrates
a strong commitment to modernizing service
delivery and narrowing the digital divide, fostering
a more connected and informed society.

“Increase the number of seminars or outreach
for SMEs so that they understand digital business”
(Jasmine, personal communication, June 19, 2024).

The findings highlight the importance of
educational initiatives to support small businesses
in adapting to the digital economy. As digital
technologies transform the business landscape,
SMEs must evolve to remain competitive. Expanding
the availability of seminars and outreach programs
tailored to SMEs is essential in enhancing their
understanding of digital business practices. These
initiatives can provide valuable knowledge in digital
marketing, online commerce, and data-driven
decision-making, equipping SMEs with the tools
needed for sustainable growth. By fostering a culture
of continuous learning, such programs help bridge
the digital skills gap and facilitate the successful
integration of digital strategies within SME operations.

5. DISCUSSION

5.1.Digital platforms significantly enhance
transparency and accountability in governmental
decision-making processes

Digital platforms are essential in advancing
transparency and accountability within
governmental decision-making processes. By

offering accessible information on public policies,
budgets, and administrative actions, these platforms
enable citizens to make informed decisions and
actively engage with political leaders. Recent studies
have emphasized social media’s and digital tools’
transformative  potential in fostering civic
participation (Furman, 2019). These platforms allow
users to share opinions, raise concerns, and pose
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questions directly to government representatives,
creating a more interactive form of governance
(Open Government Partnership, 2023b). This two-
way communication empowers the public and
cultivates a culture of accountability, wherein public
officials are more responsive to citizen input and
more attuned to societal expectations (The
University of Chicago Institute for Climate and
Sustainable Growth, n.d.; United Nations
Educational, Scientific and Cultural Organization-
International-Institute for Educational Planning
[UNESCO-IIEP], n.d.).

In addition, digital platforms play a crucial role
in advancing open data initiatives and improving
the ability of citizens to scrutinize governmental
decisions. This functionality is essential for fostering
trust between the public and the government by
promoting a participatory approach to governance
(Bhatnagar, 2003). An evaluation of data collected in

Indonesia  regarding  the  application and
development of digital technologies reveals
acomplex and nuanced understanding of

stakeholder perspectives, concerns, and aspirations.
The analysis highlights several core areas of focus
for this research, including data security, platform
usability, accessibility, and the governance of digital
systems. These findings underscore the urgency of
addressing these factors to optimize digital platform
usage and reinforce government transparency and
accountability (Kaushal et al., 2024). Furthermore,
the study captures a range of respondent perspectives,
offering a comprehensive view of public sentiment
regarding digital governance and outlining
the potential benefits and risks associated with
ongoing digital transformation (Cho & Choi, 2004).

5.1.1. Data security concerns

A prominent concern expressed by respondents is
the urgent need to enhance data security measures
(Rajaméde-Soosaar & Nikiforova, 2024). Participants
voiced significant apprehension regarding the ability
of both government institutions and private sector
entities to safeguard the privacy of the personal data
they collect. This skepticism is rooted in past
incidents involving data breaches and the perception
that current regulatory frameworks are inadequate
for ensuring data protection (Aji Nugroho et al., 2023).
As a result, many individuals experience discomfort
when engaging in digital interactions due to fears
about misusing or mishandling their information.

To address these concerns, respondents
recommended the implementation of more stringent
security protocols, including encryption
technologies, periodic security audits, and
transparent data management practices. There was
astrong consensus among participants that
the government should establish and enforce
comprehensive data protection policies in alignment
with global standards. Additionally, many
emphasized the importance of launching public
education initiatives to raise awareness about digital
rights and inform users how to protect their data.
This collective call for stronger data security
represents a crucial step toward rebuilding public
trust in digital platforms and promoting safer
engagement in the digital environment.

5.1.2. User experience and accessibility

In addition to concerns about data security,
a significant portion of participant feedback focused
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on the usability of digital services. Respondents
emphasized the importance of designing user-
friendly interfaces and offering clear instructions to
help individuals navigate digital platforms
effectively. They noted that overly complex systems
and poor navigational design can discourage users,
particularly those with limited digital literacy, from
engaging with digital tools (Bertot et al., 2010).
As a result, the need for intuitive design was
strongly reinforced, along with recommendations
for conducting usability testing to ensure that
platforms are accessible and easy to use for
the intended audience.

Participants also stressed the critical role of
efficient customer support systems in fostering
trust and satisfaction. They indicated that when
users encounter technical difficulties, prompt and
accessible assistance is vital for maintaining
confidence in digital services. Suggestions included
implementing real-time support tools such as
chatbots and dedicated helplines to efficiently
address user inquiries and resolve issues. Another
key area of concern was accessibility. Several
respondents highlighted the need to improve
internet infrastructure, especially in remote and
underserved regions, by expanding coverage and
reliability. To bridge the digital divide, it was
recommended that the government provide free
public Wi-Fi in communal areas. Overall, participants
recognized that wuniversal internet access is
a fundamental requirement to ensure that all
citizens benefit equally from digital public services
(Cahlikova & Mabillard, 2019).

5.1.3. Infrastructure and server capabilities

In addition to improving accessibility, participants
highlighted the urgent need to strengthen digital
infrastructure, particularly server performance and
reliability (Mensah et al., 2021). Many respondents
expressed dissatisfaction with frequent service
interruptions and slow system responses, negatively
impacting their overall user experience. To address
these challenges, there was a strong call for
increased investment in robust server infrastructure
to ensure continuous availability and optimal
functionality of digital services (Kierkegaard, 2009).
Such infrastructure upgrades are essential to
accommodate the growing demand for online
platforms and to ensure that users can engage with
digital services seamlessly and without disruption.

5.1.4. Digital literacy and training programs

The findings also  highlighted a  shared
understanding among participants regarding
the urgent need to strengthen digital literacy across
all sectors of society. Respondents strongly
recommended the development of inclusive and
comprehensive training initiatives aimed at
improving digital competencies among the general
public and the workforce (Badran, 2021; Kirana &
Majid, 2022). Special emphasis was placed on
creating targeted programs for SMEs to help them
better understand digital business strategies and
effectively incorporate technology into their daily
operations. Participants proposed collaborative
efforts among government bodies, academic
institutions, and private sector actors as a practical
pathway for designing and delivering these training
programs. By empowering individuals and businesses
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with essential digital skills, such efforts can foster
innovation, boost productivity, and contribute
meaningfully to national economic development.

5.1.5. Integration of government services

A prominent theme emerging from the data was
the widespread call for integrating all government
digital services into a unified platform. Participants
expressed  dissatisfaction with the current
fragmented system, noting that navigating multiple
disconnected applications often leads to confusion
and inefficiency. A centralized platform was seen as
a necessary solution to enhance the user experience
by offering streamlined, convenient, and accessible
access to a range of public services. Among
the suggestions put forward was creating
a comprehensive digital portal allowing citizens to
access various services, submit applications, and

retrieve relevant information more efficiently
(Kusumasari, 2018).
Additionally, several respondents advocated

implementing a single digital identity system for all
online government transactions. Such a system
would simplify procedures, reduce redundancies,
and enhance data security by minimizing
the number of platforms storing sensitive personal
information. Adopting a centralized and secure
digital infrastructure would improve usability and
reinforce data protection mechanisms across
government services (Nafi’ah, 2022).

5.2. Digital governance enhances citizen trust by
promoting transparency and accountability in
government operations

Digital governance has the potential to significantly
influence public trust in government transparency
(OECD, 2019). When implemented effectively, it
enhances the accessibility and dissemination of
information, allowing citizens to comprehend
governmental  actions and  decision-making
processes better. This increased visibility can foster
greater public trust as individuals feel more
informed and included in governance activities.
Moreover, digital platforms can contribute to
improved accountability by enabling real-time
monitoring of government performance and
facilitating prompt responses to public concerns.
However, concerns related to data privacy and
the potential misuse of personal information for
unethical purposes can undermine these benefits
(Streib & Navarro, 2006). Therefore, ensuring robust
data protection protocols is essential. With strong
security measures, digital governance systems
can promote transparency and accountability,
ultimately strengthening citizens’ confidence in
public institutions.

5.2.1. Transparency and accountability

The findings further emphasized the critical
importance of transparency and accountability in
the governance of digital technologies (Lnenicka
et al., 2024). Respondents highlighted the necessity
for government agencies to be open and transparent
in managing data and making decisions related to
digital services (Syamsiar, 2023). A commonly
proposed solution was the development of
accessible feedback and reporting mechanisms that
would allow users to voice their concerns, report
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issues, and offer suggestions for service
improvement. This study also explores the concept
of accountability within digital governance, noting
that government institutions must ensure their
digital services are secure but also inclusive and
user-centric. To achieve this, clear regulations
regarding data management practices should be
established, including penalties for organizations
that fail to protect user data or provide substandard
digital services adequately (Young et al., 2020).
Implementing such measures would help build
public trust and enhance the effectiveness of digital
governance frameworks.

5.2.2. International collaboration and benchmarking

Finally, the data revealed a strong interest among
respondents in learning from the digital governance
experiences of other countries. Many participants
emphasized the importance of benchmarking
Indonesia’s  digital government performance,
particularly in terms of security and service
efficiency, against international models (Zeleti
et al., 2016). This comparative and collaborative
approach was seen as a valuable strategy for
knowledge exchange and adopting best practices,
which could significantly enhance the quality and
reliability of digital public services in Indonesia.
Given the current momentum around digital
transformation in government and public
administration, continued inquiry into how global
insights can inform Indonesia’s progress is relevant
and necessary (Wirtz et al., 2022).

As illustrated throughout the discussion, digital
transformation encompasses far more than adopting
new technologies; it represents a complex,
multidimensional process shaped by historical,
social, political, and administrative influences. This
analysis also considers the broader implications of
the insights presented, particularly in relation to
digital governance frameworks. It critically evaluates
the proposed solutions, assessing their strengths
and limitations, and situates them within
the existing academic discourse on e-governance.
In the Indonesian context, digital governance is not
anovel initiative. Instead, it emerges from
a longstanding effort to address systemic
bureaucratic inefficiencies and persistent corruption
(Gil-Garcia et al.,, 2017). As the discussion rightly
notes, these enduring institutional challenges have
intensified the push for modernization through
digital technologies. However, it is important to
recognize that the development and implementation
of digital governance strategies cannot be separated
from the broader socio-political realities of the country.

In addition, the social implications of
the digital divide are particularly pronounced in
Indonesia, where significant disparities exist in
access to technology and the Internet between urban
and rural communities (Aulia & Kurniawan, 2018;
Nafi’ah, 2022). These inequalities limit the reach of
digital services, shape levels of citizen engagement,
and influence public trust in government-led digital
initiatives. The text appropriately acknowledges
these challenges, which is crucial in the context of
developing inclusive policies for a population
characterized by varying degrees of digital literacy
and access (Heeks, 2005). Addressing this divide
remains essential for future digital initiatives to
ensure that all citizens, regardless of their
geographic or socioeconomic background, can
access and benefit from public digital services.
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Bridging this gap is vital to fostering meaningful
civic participation and reinforcing the legitimacy of
government efforts (Machova & Lnenicka, 2017,
Shim & Eom, 2009).

6. CONCLUSION

This study reveals that Indonesian citizens express
significant concern regarding the effectiveness of
digital governance, data security, and the usability of
digital services. One of the central findings is
the public’s growing emphasis on the protection of
personal data, reflecting a broader global concern
with digital privacy. Respondents also underscored
the importance of accessible, user-friendly interfaces
and equitable access to digital platforms,
particularly as government services increasingly
digitalized. These insights point to the need for
a comprehensive strategy that combines
infrastructure development, digital literacy
programs, and the seamless integration of public
services to build an inclusive and robust digital
ecosystem. The findings provide actionable insights
for policymakers, industry stakeholders, and
educators to strengthen Indonesia’s digital
transformation. Addressing citizens’ concerns and
recommendations, especially regarding security,
accessibility, and ease of wuse, can support
the development of a trustworthy digital environment.
This requires sustained investments in public digital
infrastructure, equitable access to the Internet, and
user-centered digital service design. A coordinated,
whole-of-government approach that integrates user
feedback will be vital to improving
the responsiveness and accountability of public
institutions in the digital era.

This study contributes to the growing literature
on digital governance in developing countries by
offering grounded perspectives from citizens. While
it proposes valuable strategies for improving
governance through digital technologies,
the analysis also reveals gaps in implementation and
highlights the need for empirical validation.
In particular, the historical, political, and socio-
cultural dimensions of Indonesia’s  digital
transformation must be more explicitly addressed in
public policy and academic research. Understanding
these contextual layers is key to shaping inclusive
and sustainable governance frameworks. Several
areas for further investigation emerge from
the findings. Future studies should examine
the long-term impact of open data initiatives on

public trust and accountability in Indonesian
governance, conduct case studies of practical
applications of open data mechanisms to

understand how they influence public oversight,
assess the readiness and effectiveness of training
programs designed to enhance digital skills among
public officials and citizens, explore the relationship
between digital literacy and the adoption of open
data tools, especially in rural or underserved
communities, perform comparative studies with
other countries that have successfully implemented
open data strategies, identifying best practices and
lessons learned, investigate the role of user
experience and accessibility in improving digital
service engagement and public satisfaction.

The open data initiative represents a significant
step toward enhancing Indonesia’s transparency,

accountability, and civic engagement. However,
persistent challenges, including digital inequality,
limited awareness, and infrastructural gaps,
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continue to hinder its full potential. Addressing governance landscape. Only through inclusive,
these issues requires ongoing collaboration between evidence-based policymaking and adaptive learning
government, academia, civil society, and the private  can Indonesia realize the transformative promise of
sector. Scholars and practitioners must actively open data and digital governance.

monitor, analyze, and shape the evolving digital
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