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INTRODUCTION

The digital transformation of public administration has become a pivotal strategy for improving efficiency,
transparency, and responsiveness in public service delivery (Afifah et al., 2025). In Indonesia, initiatives such
as the E-Sambat application in Pasuruan City reflect governmental efforts to leverage digital technologies
in order to streamline administrative processes and strengthen citizen engagement (Viola & Fitrianto, 2022).
These developments mirror global trends in which governments increasingly adopt e-government solutions
to respond to the expectations of digitally literate populations.

Despite notable progress, the implementation of e-government in Indonesia continues to face significant
challenges. Scholars have identified infrastructural disparities, limited levels of digital literacy among citizens,
and bureaucratic resistance to change as persistent obstacles (Aminullah, 2025). Moreover, the effectiveness
of digital transformation efforts often depends not only on technological readiness but also on digital
leadership, defined as the capacity of public sector leaders to envision, direct, and sustain organizational
change through digital innovation (Aldhi et al., 2025).

Existing studies have examined technical and infrastructural aspects of e-government, yet there remains
a notable lack of research on the human and leadership dimensions, particularly within local government
contexts (Anshori & Enceng, 2024; Hatidja & Sulana, 2025; Lorefio & Bari, 2025). The literature increasingly
emphasizes the importance of digital leadership in fostering innovation, managing organizational resistance,
and aligning technological initiatives with public service objectives (Ttrk, 2023). However, empirical
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evidence on how digital leadership shapes service effectiveness at the municipal level in Indonesia is limited.
Pasuruan City, with its socio-economic diversity and administrative challenges, provides a valuable case for
exploring this relationship.

The present study addresses this gap by investigating the implementation of the E-Sambat application
in Pasuruan City, with particular attention to how digital leadership influences the effectiveness of public
service delivery. This focus is especially important given that local governments face resource constraints,
uneven digital literacy, and context-specific bureaucratic hurdles that complicate digital transformation.
Understanding how leadership navigates these challenges is essential for ensuring both the effectiveness and
sustainability of e-government initiatives.

By examining this case, the study offers empirical evidence of the impact of digital leadership on e-
government outcomes, develops a conceptual framework linking leadership practices to service
effectiveness, and provides recommendations for policy and practice. In doing so, it seeks to advance the
scholarly discourse on digital transformation in public administration while offering practical insights for
local governments striving to enhance service delivery through technology.

LITERATURE REVIEWS

Digital Transformation in Public Administration

Digital transformation in public administration refers to the integration of digital technologies into
governmental processes with the aim of enhancing efficiency, transparency, and responsiveness in service
delivery. It is not merely the adoption of new technologies but a broader reconfiguration of institutional
practices, organizational culture, and citizen—government interactions. Scholars note that digital
transformation has shifted governance models toward more open, patticipatory, and data-driven systems,
positioning technology as a catalyst for reform and innovation in the public sector (Alvarenga et al., 2020;
Aminullah, 2025).

Digital technologies play a pivotal role in reshaping how governments deliver services and interact with
citizens. They streamline administrative processes, reduce the need for face-to-face interactions, and expand
access to public services across diverse populations. The integration of platforms for online licensing, tax
filing, and citizen complaint management illustrates how efficiency can be achieved by minimizing
bureaucratic delays. In parallel, transparency is strengthened through real-time information sharing and
accountability mechanisms, while responsiveness improves as governments can address citizen concerns
more rapidly and systematically (Firman et al., 2024). These developments align with global trends in e-
government adoption, where technological innovation is increasingly seen as indispensable to modern
governance.

In Indonesia, digital transformation has become a core element of administrative reform. National and
municipal governments have implemented initiatives aimed at reducing bureaucratic complexity and
increasing citizen participation through digital platforms. Programs such as electronic identification cards,
e-taxation systems, and smart city projects demonstrate the country’s commitment to embedding technology
within governance structures. Pasuruan City’s E-Sambat application, for example, represents an effort to
institutionalize citizen engagement through a digital grievance mechanism, illustrating how localized
initiatives contribute to the broader national agenda for digital reform. The rise of smart city frameworks in
cities such as Jakarta, Surabaya, and Bandung further highlights the ambition of Indonesian policymakers to
create technology-enabled urban ecosystems that foster efficiency, innovation, and citizen-centric
governance.

While these initiatives signal promising advancements, the success of digital transformation is not
determined by technological deployment alone. Institutional design, organizational capacity, and leadership
remain crucial in ensuring that digital tools achieve their intended outcomes. In particular, effective digital
leadership is necessary to guide innovation, manage change, and align technological initiatives with broader
objectives of public service delivery. This perspective underscores the need to examine the interplay between
digital technologies and human factors in shaping the trajectory of governance reforms.

E-Government Implementation and Public Service Effectiveness

E-government refers to the use of digital technologies by public institutions to enhance service delivery,
improve efficiency, and strengthen accountability. Its implementation has been widely recognized as a
critical pillar of digital transformation in the public sector, enabling governments to modernize
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administrative processes and meet the evolving expectations of citizens. By digitizing bureaucratic functions,
e-government initiatives are designed to reduce transaction costs, increase transparency, and foster more
responsive forms of governance. Pawitan et al. (2025) emphasizes that e-government systems hold the
potential to transform public services from conventional, paper-based models into modern, technology-
enabled platforms that significantly improve quality and accessibility.

The effectiveness of e-government initiatives, however, is shaped by multiple factors, including
technological infrastructure, human capacity, and citizen readiness. Empirical studies have shown that the
success of these systems depends not only on the deployment of technology but also on the institutional
ability to manage change and encourage citizen adoption. For example, Prayogo (2022) finds that the
implementation of e-government services in Semarang City’s Land Office was mediated by levels of
infrastructure readiness, the digital skills of public servants, and leadership commitment. These findings
highlight the interconnectedness of technological and organizational capacities in determining public service
effectiveness.

From the perspective of citizens, e-government platforms have been associated with improved access to
services, reduced processing time, and greater transparency in administrative procedures. Gil et al., (2022)
observes that such platforms facilitate more direct communication between governments and citizens,
enhancing responsiveness and accountability. In Indonesia, the deployment of digital services such as online
licensing applications and grievance mechanisms like E-Sambat in Pasuruan City illustrate the extent to
which citizen engagement has become a central goal of digital governance. Assegaf (2021) further stresses
that e-government systems are most effective when they address inclusivity, ensuring that citizens across
demographic groups can access and benefit from digital services.

Despite these gains, challenges remain in achieving comprehensive effectiveness. Persistent digital
divides, limited awareness, and uneven service quality across platforms continue to undermine the full
potential of e-government. Moreover, fragmented departmental systems often generate inefficiencies and
confusion among both public servants and users. These limitations underscore the importance of moving
beyond a purely technological lens to consider institutional strategies and leadership in strengthening the
outcomes of digital transformation.

As such, while e-government initiatives represent a crucial mechanism for enhancing public service
effectiveness, their long-term sustainability and impact hinge on the ability of governments to integrate
digital tools with effective governance practices. This calls attention to the role of digital leadership in
bridging technical capabilities and institutional objectives, ensuring that digital initiatives are aligned with
broader goals of efficiency, transparency, and citizen engagement.

Digital Leadership in the Public Sector

Digital leadership has emerged as a central determinant of successful digital transformation in public
administration. Unlike traditional leadership, which emphasizes hierarchical control and procedural
management, digital leadership requires the capacity to foster innovation, manage change, and integrate
technology into strategic visions of governance. It entails not only technical proficiency but also a mindset
oriented toward adaptability, collaboration, and data-driven decision-making (Hardi et al., 2023; Ttrk, 2023).
In this sense, digital leadership functions as a bridge between technological possibilities and organizational
realities, ensuring that the adoption of digital tools translates into tangible improvements in public service
effectiveness.

Recent studies highlight that digital leadership is critical for cultivating an organizational culture that
supports innovation. Leaders in the public sector play a pivotal role in creating conditions where civil
servants are encouraged to experiment with digital solutions and adopt new work practices. Wouters et al.,
(2023) demonstrate that digital leaders who establish shared strategies and foster consensus are more
successful in aligning digital initiatives with the broader objectives of public service delivery. In contexts
where resistance to change is prevalent, leaders serve as change agents who not only champion technological
adoption but also mitigate fear and skepticism among staff.

In Indonesia, scholarship on digital leadership has begun to explore its role in e-government
development. Balaji (2025) argue that leaders who actively embrace digital tools can accelerate
transformation by enhancing transparency, accountability, and citizen engagement. Similarly Afandi et al.,
(2025) find that in Sumedang District, leaders who cultivated a digital mindset among public officials were
able to drive more effective outcomes than those who focused solely on technical infrastructure. Advances
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this discourse by proposing a conceptual model of digital leadership tailored to Indonesia’s governance
context, identifying twenty factors and sixty assessment indicators that can be used to evaluate leadership
effectiveness in digital governance.

These findings suggest that digital leadership is not merely about managing technology but about
reshaping governance practices to harness the potential of digital transformation. In local government
contexts, where resource limitations and bureaucratic inertia can impede progress, leadership that prioritizes
innovation and inclusivity becomes indispensable. Leaders who articulate a clear digital vision, invest in staff
capacity building, and encourage interdepartmental collaboration can significantly enhance the effectiveness
of e-government initiatives.

The literature therefore underscores the need to situate leadership at the center of discussions on digital
transformation in public administration. While technology provides the tools for modernization, it is the
human capacity to lead, inspire, and align these tools with citizen-oriented goals that ultimately determines
success. This perspective reinforces the necessity of examining how digital leadership operates in local
contexts such as Pasuruan City, where unique socio-economic and bureaucratic challenges shape the
trajectory of e-government implementation.

Challenges in Local Government Digital Transformation

Although digital transformation offers significant potential for enhancing public service delivery, its
implementation within local government contexts often encounters structural, technical, and socio-cultural
barriers. These challenges are particularly pronounced in developing countries, where disparities in
infrastructure and human resource capacities complicate the adoption of digital tools. Porfirio et al. (2021)
argue that resistance to change, insufficient digital infrastructure, and limited digital skills among public
servants remain critical obstacles to successful transformation. Such batriers not only delay implementation
but also restrict the ability of digital systems to achieve long-term sustainability.

In Indonesia, these challenges are evident across municipalities where e-government platforms have
been introduced. Limited and uneven internet access continues to constrain digital adoption, particularly in
rural or remote areas. Kumar et al. (2025) report on cyberattacks affecting more than 230 government
agencies highlights the fragility of existing digital infrastructure and the pressing need for stronger data
governance and cybersecurity measures. At the human resource level, civil servants frequently lack adequate
training to operate and innovate with digital systems, resulting in fragmented implementation and uneven
service quality. Bureaucratic culture further compounds these issues, as rigid administrative hierarchies and
procedural inertia hinder the flexibility required for digital reforms.

Citizens themselves also face challenges in accessing digital government services. The digital divide,
particularly among elderly populations, low-income groups, and rural residents, continues to create
inequities in service utilization (Assegaf, 2021). Without targeted digital literacy initiatives, large segments of
the population risk being excluded from the benefits of e-government platforms, undermining the
inclusivity of digital reforms. Moreover, the persistence of intermediaries such as brokers who assist citizens
in navigating online platforms illustrates that technological adoption is uneven and often dependent on
socio-cultural factors.

Local governments also grapple with issues of interdepartmental coordination. Fragmentation across
agencies results in overlapping systems, redundant processes, and user confusion. Prasetyo et al. (2024)
emphasize that aligning digital strategies with policy support and infrastructure readiness is essential to
overcoming these inefficiencies. Without such alignment, the benefits of digital transformation remain
limited, despite significant investments in technology.

These challenges underscore the importance of moving beyond a purely technological perspective to
one that incorporates institutional design, leadership capacity, and citizen inclusion. Addressing
infrastructural limitations, enhancing digital literacy, and overcoming bureaucratic resistance require a
holistic approach that integrates both technological and human dimensions. It is within this complex
environment that digital leadership becomes particulatly significant. Leaders must navigate resoutrce
constraints, foster collaboration across departments, and promote a culture of innovation that can overcome
resistance and sustain reform.

By recognizing these challenges as contextual factors, the literature highlights the need to examine how
digital leadership interacts with such barriers to shape the effectiveness of e-government. This recognition
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directly informs the development of a conceptual framework that situates digital leadership and contextual
challenges as key determinants of successful digital transformation in local governance.

Conceptual Framework

The review of existing scholarship highlights three interrelated dimensions that shape the effectiveness of
digital transformation in public administration: digital leadership, e-government implementation, and public
service effectiveness. While technological initiatives such as online platforms and complaint systems provide
the infrastructure for digital governance, their success depends on the capacity of leadership to articulate a
clear vision, foster innovation, and guide organizational adaptation. At the same time, contextual challenges
such as limited digital literacy, infrastructure disparities, and bureaucratic resistance moderate the extent to
which e-government systems achieve their intended outcomes.

Drawing on this synthesis, the present study proposes a conceptual framework that situates digital
leadership as the primary driver of e-government implementation, which in turn influences public service
effectiveness. Digital leadership is understood not only as the capacity to manage technological change but
also as the ability to shape institutional culture, build human capacity, and ensure strategic alignment
between digital tools and governance objectives. E-government implementation represents the
operationalization of these strategies through platforms such as the E-Sambat application, which enable
citizen engagement and streamline administrative processes. Public service effectiveness is the ultimate
outcome, captured in dimensions such as transparency, efficiency, and citizen satisfaction.

However, the relationship between these constructs does not occur in isolation. Contextual challenges
play a significant role in shaping the strength and direction of the links. Digital divides, fragmented systems,
and socio-cultural barriers may weaken or delay the impact of leadership and technology on service delivery.
Recognizing these moderating factors ensutes a more realistic and nuanced understanding of digital
transformation in local government contexts.

Digital Leadership E-Government Public Service
(Vision, Innovation, Implementation Effectivness
Capacity Building) (E-Sambat, (Transparency, Efficiency,

Online Services) Citizen Engagement)
v

Contextual Challenges
(Digital Literacy, Infrastucture,
Bureouttatic Resistance

Figure 1. Conceptual Framework

The proposed conceptual framework is illustrated in Figure 1. It depicts digital leadership as the
foundational driver that facilitates e-government implementation, which subsequently enhances public
service effectiveness. Contextual challenges are positioned as moderating factors that influence the
outcomes of e-government initiatives. This framework guides the analysis in the subsequent sections of the
study by linking empirical findings to broader theoretical and policy debates on digital transformation in
public administration.

METHODS

This study employed a qualitative case study design to investigate the implementation of digital
transformation through the E-Sambat application in Pasuruan City. The case study approach was chosen
because it allows for an in-depth, contextualized exploration of complex social phenomena within their real-
life settings, thereby providing insights that go beyond surface-level observations. The primary aim of the
research was to examine how digital initiatives are experienced and perceived by both public servants and
citizens, as well as to identify the institutional and social challenges that shape the outcomes of e-government
adoption.
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The participants consisted of two main groups, namely public servants involved in the planning,
management, and execution of e-government services in Pasuruan City, and citizens who had accessed or
attempted to access digital public services. Purposive sampling was used to select participants who were
directly relevant to the study objectives, ensuring that respondents possessed sufficient knowledge or
experience of the E-Sambat system. Public officials were drawn from key government departments such as
the Department of Population and Civil Registration (Dispendukcapil), the Department of Communication
and Informatics (Diskominfo), and the Department of Investment and One-Stop Integrated Services
(DPMPTSP). Citizens were selected to represent different demographic backgrounds in order to capture a
diversity of perspectives regarding digital service access and usage.

Data were collected through semi-structured interviews, non-participant observations, and documentary
analysis. The interviews provided detailed accounts of participants’ experiences, their perceptions of service
quality, and the challenges encountered when interacting with digital platforms, as well as their
recommendations for improvement. Observations were conducted in government service centers to
examine the interactions between citizens and staff and to better understand how the digital platforms
functioned in practice. Documentary sources, including government reports, internal memos, and public
communication materials, were analyzed to complement primary data and to provide an institutional
perspective on e-government policies and practices. All interviews were audio-recorded with informed
consent, transcribed verbatim, and anonymized to protect participant confidentiality.

Thematic analysis was applied to the data following the six-phase approach developed by Braun & Clarke
(2006), which includes familiarization with the data, the generation of initial codes, the identification and
review of themes, the refinement of theme definitions, and the production of a coherent account of the
findings. To enhance the credibility and dependability of the study, triangulation was employed by
comparing insights obtained from interviews, observations, and documents. In addition, member checking
was carried out by sharing preliminary interpretations with selected participants to ensure the accuracy of
the analysis and to validate key findings.

The study adhered to established ethical protocols to safeguard participant rights and maintain research
integrity. Informed consent was obtained from all participants prior to data collection, and confidentiality
was ensured by anonymizing identifying details and securely storing transcripts and recordings. Participation
was voluntary, and respondents were informed of their right to withdraw at any stage without negative
consequences. These measures were implemented to uphold ethical standards and to build trust with
participants throughout the research process.

RESULTS AND DISCUSSION

The findings of this study are presented thematically in line with the analytical framework developed through
Braun & Clarke (2006) approach. The results highlight how digital leadership, e-government
implementation, public service effectiveness, and contextual challenges are interrelated in shaping the
outcomes of digital transformation in Pasuruan City. Insights were derived from the perspectives of public
servants and citizens, as well as through documentary analysis and field observations. The thematic structure
reveals not only the perceived benefits of the E-Sambat application but also the obstacles that hinder its
optimal use.

To provide a holistic representation of these findings, a thematic network analysis was conducted to map
the relationships between the major themes and their associated sub-themes. The network demonstrates
how digital leadership serves as a central driver that influences the implementation of e-government
initiatives, which in turn affects the effectiveness of public service delivery. At the same time, contextual
challenges, such as limited digital literacy, infrastructure constraints, and bureaucratic resistance, act as
moderating factors that shape the strength and sustainability of these relationships.
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Figure 2. Network Analysis

Figure 1 illustrates the thematic network analysis of the study’s findings. Digital leadership is positioned
as a central hub that supports innovation and capacity building, feeding directly into the implementation of
digital systems such as E-Sambat and online licensing services. These implementations then contribute to
improved transparency, efficiency, citizen engagement, and accountability. However, the network also
reveals how contextual challenges intersect with these processes, constraining their overall impact on public
service effectiveness.

Public Servants’ Perceptions of E-Government Implementation

Interviews with public servants in Pasuruan City revealed a generally positive perception of the E-Sambat
application and its role in fostering more transparent and responsive governance. Many officials described
the platform as a significant step toward reducing reliance on face-to-face interactions, thereby streamlining
bureaucratic processes and enhancing accountability. By digitizing complaint handling, the system was seen
as reducing delays, making service provision more efficient, and offering a clear record of citizen grievances
and government responses. This aligns with previous findings that emphasize the role of e-government
platforms in improving administrative efficiency and transparency in local government contexts (Prasetyo
et al., 2024).

Despite these benefits, several limitations were consistently noted by public servants. One recurrent
theme was the incomplete integration of E-Sambat with other digital systems used by different departments.
Officials explained that this fragmentation resulted in duplication of work and inefficiencies, as complaints
sometimes had to be re-entered or manually forwarded to other offices. Such institutional gaps highlight
the challenge of building interoperability across digital platforms within decentralized bureaucratic
structures.

Another important concern voiced by public officials was the uneven digital competence of civil servants
themselves. While some staff adapted quickly to the new system, others struggled with digital tools, resulting
in inconsistent service quality. This reinforced the perceived need for continuous capacity building and
training initiatives to ensure that all employees could effectively use the platform. Without such support, the
sustainability of e-government initiatives was seen as uncertain.

Public servants also stressed the importance of leadership commitment in overcoming these obstacles.
Respondents noted that visible support from department heads and municipal leaders played a key role in
encouraging adoption among staff. Conversely, in areas where leadership engagement was weaker,
implementation appeared slower and less effective. This observation supports the notion that digital
transformation is as much about institutional culture and leadership as it is about technological innovation
(Leso et al., 2023).
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Overall, public servants viewed E-Sambat as a meaningful innovation that improved accountability and
responsiveness in local governance. However, they were equally clear that challenges of system integration,
staff capacity, and leadership commitment remained unresolved and would need to be addressed for the
application to reach its full potential.

Citizens’ Experiences with Digital Services

The perspectives of citizens who had engaged with digital services in Pasuruan City offered important
insights into both the benefits and limitations of e-government initiatives. For many respondents,
applications such as E-Sambat were seen as highly convenient tools that reduced the need for in-person
visits to government offices. Citizens noted that the ability to submit complaints or service requests online
saved considerable time and resources, particularly for those who previously faced long queues or complex
bureaucratic procedures. Younger and more digitally literate participants especially emphasized that the
system improved accessibility and encouraged more active interaction with local government. These positive
experiences echo prior findings that digital platforms can enhance citizen satisfaction by improving
responsiveness and accountability in service delivery (Burton, 2025).

However, the benefits of these services were not uniformly experienced across the population. Older
citizens, rural residents, and individuals with lower levels of digital literacy frequently expressed frustration
when attempting to use E-Sambat and other online systems. Several participants indicated difficulties in
navigating the interface, understanding system instructions, or troubleshooting errors, which led them to
abandon the application or rely on intermediaries such as younger family members. This reliance on others
underscores the persistence of a digital divide, wherein sections of the population remain excluded from the
full advantages of e-government services. These findings reinforce arguments by Assegaf (2021) that
inclusivity and digital literacy are essential for ensuring equitable access to digital governance.

Observational data from service centers further highlighted these disparities. While some citizens
demonstrated confidence and autonomy in using digital platforms, others continued to depend on manual
assistance or offline processes, undermining the promise of seamless service delivery. In particular,
individuals from rural areas reported that unstable internet connectivity created barriers to consistent usage,
which contributed to skepticism regarding the reliability of digital channels.

Despite these limitations, most citizens acknowledged that e-government initiatives had improved
overall service responsiveness. Many described receiving faster replies to complaints and observed a greater
degree of accountability from government officials compared to the pre-digital era. At the same time, they
stressed that the system’s potential could only be realized if efforts were made to simplify platform design,
expand digital literacy programs, and strengthen infrastructure in underserved areas.

Taken together, these findings suggest that while citizens generally view digital services as a welcome
innovation, unequal access and limited digital capacity hinder inclusive participation. The effectiveness of
e-government initiatives in Pasuruan City therefore rests not only on technological adoption but also on the
capacity of local authorities to ensure that all demographic groups can benefit equitably from digital
transformation.

Perceived Improvements in Public Service Delivery

Across both public servants and citizens, there was a shared perception that the introduction of digital
platforms had led to notable improvements in public service delivery in Pasuruan City. Interviewees
consistently highlighted faster response times, more efficient complaint handling, and reduced bureaucratic
procedures as key outcomes of the E-Sambat system. Several respondents emphasized that the ability to
track complaints online created a greater sense of accountability, as citizens could monitor the progress of
their submissions rather than relying on informal inquiries or repeated office visits.

These perceptions align with broader national trends in digital governance, where municipalities such as
Makassar and Serang have reported comparable improvements in responsiveness and efficiency following
the adoption of e-government platforms. Pasuruan’s receipt of a Digital Innovation Award in 2022 further
illustrates the extent to which these initiatives have been recognized as enhancing local governance practices.

Quantitative indicators from the Government of Pasuruan City also support these perceptions, as shown
in Table 1. The results demonstrate that citizens and officials rated most dimensions of service effectiveness
highly, with system quality and information quality receiving the strongest evaluations. User satisfaction also
scored at a very good level, reflecting the perceived benefits of digital platforms in improving transparency
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and reducing delays. However, the relatively lower score for net benefits indicates that while the system is
appreciated for its immediate improvements, its long-term impact on broader socio-economic outcomes
remains limited.

Table 1. Public Service Effectiveness Indicators in Pasuruan City

Indicator Mean Score Standard Deviation Interpretation
System Quality 4.35 0.42 Very Good
Information Quality 4.28 0.47 Very Good
Service Quality 4.22 0.50 Good
User Satisfaction 4.30 0.45 Very Good
Net Benefits (Impact) 4.15 0.53 Good

Source: Government of Pasuruan City, 2024

The table underscores how digital platforms are perceived as enhancing the technical and informational
quality of services, which are fundamental to user satisfaction. However, the lower evaluation of net benefits
points to the need for further integration of digital systems across departments and a stronger alighment
between digital initiatives and broader development goals. Without addressing these issues, the
transformative potential of e-government risks being confined to incremental improvements rather than
producing systemic change in governance and citizen well-being.

Challenges and Opportunities for Improvement

Although the E-Sambat application has been widely acknowledged as an important innovation in Pasuruan
City, participants emphasized that its potential has not yet been fully realized. Both public servants and
citizens identified persistent challenges that hinder the sustainability and inclusiveness of e-government
initiatives. One of the most frequently mentioned barriers was the digital literacy gap. Older citizens and
those from rural areas continued to struggle with navigating online platforms, often requiring the assistance
of younger family members or intermediaries. This digital divide not only limits equal access to public
services but also undermines the principle of citizen empowerment that e-government is intended to
promote.

Infrastructure limitations also surfaced as a critical issue. Inconsistent internet connectivity in certain
districts was reported to disrupt access and discourage citizens from relying on digital platforms. These
infrastructural gaps also constrained public servants, who occasionally faced technical interruptions that
delayed complaint resolution and reduced the credibility of digital services. Participants pointed out that
unless these connectivity issues are systematically addressed, the advantages of e-government will remain
unevenly distributed.

A further challenge was the fragmentation of digital systems across departments. Public officials
explained that the lack of integration between applications used by different government offices created
inefficiencies and duplication of work. For example, some complaints submitted through E-Sambat had to
be re-entered into other platforms manually, delaying the process and confusing citizens. This problem was
recognized by both staff and citizens as an obstacle that reduced confidence in the system.

Despite these structural and cultural constraints, participants also proposed several opportunities for
improvement. Public servants and citizens alike called for expanded digital literacy programs that could
empower both government employees and community members to engage more effectively with digital
platforms. Officials highlighted the need for regular training sessions and user-friendly manuals, while
citizens suggested that outreach initiatives in villages could help close the digital divide. Another opportunity
identified was the development of stronger interdepartmental coordination. Participants recommended the
establishment of a unified platform that could consolidate services and provide a more seamless experience
for users. In addition, investment in internet infrastructure, particularly in underserved areas, was viewed as
essential to expanding the reach and reliability of e-government initiatives.

These recommendations reflect broader insights from national studies, such as those of Prasetyo et al.,
(2024), which stress the importance of aligning digital strategies with policy support and infrastructure
readiness. They also underscore the pivotal role of leadership in addressing institutional resistance and
driving the adoption of inclusive practices. Taken together, the findings suggest that while Pasuruan City
has made significant progress in advancing digital governance, sustained improvements will require a holistic
approach that integrates technical development, human capacity building, and organizational reform.
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Discussion

The findings of this study provide valuable insights into the dynamics of digital transformation in Pasuruan
City, with particular attention to the interplay between digital leadership, e-government implementation,
public service effectiveness, and contextual challenges. The results confirm that digital platforms such as E-
Sambat can significantly enhance transparency, efficiency, and citizen engagement. At the same time, they
reveal that technological adoption alone is insufficient; leadership commitment, institutional integration,
and inclusive capacity building remain essential for achieving sustainable outcomes.

One of the central contributions of this research lies in demonstrating the pivotal role of digital
leadership in shaping e-government initiatives at the local level. Public servants consistently emphasized that
visible support and direction from municipal leaders were critical in motivating staff and accelerating the
adoption of digital tools. This finding aligns with prior studies that argue digital leadership is indispensable
in steering public sector organizations through change, fostering innovation, and aligning technology with
service objectives (Ttirk, 2023). In the case of Pasuruan City, leadership served as the driver that transformed
digital platforms from mere technical systems into tools for accountability and responsiveness.

Citizen perspectives further underscore the importance of inclusivity in digital governance. While
younger and more digitally literate populations praised the convenience and accessibility of E-Sambat, older
citizens and rural residents faced significant barriers related to digital literacy and connectivity. These
observations reflect global concerns about the digital divide, which, if left unaddressed, risks reinforcing
inequalities rather than reducing them (Assegaf, 2021; Dewayani, 2024). The reliance on intermediaries also
suggests that without targeted literacy initiatives, digital transformation may inadvertently exclude vulnerable
groups. For policymakers, this finding highlights the necessity of coupling digital innovation with citizen
education programs and infrastructural investments.

The findings also revealed structural issues within local government institutions, particularly the lack of
integration across departmental systems. Fragmentation led to inefficiencies and confusion, undermining
confidence in digital platforms. This echoes the concerns of Porfirio et al. (2021) and Prasetyo et al. (2024),
who stress that digital strategies must be aligned with institutional design and infrastructure readiness. The
Pasuruan case illustrates that while local governments may successfully launch digital initiatives, their
effectiveness is diminished if these systems remain siloed. Stronger interdepartmental coordination and
unified platforms are therefore necessary to achieve the full benefits of digital transformation.

From a theoretical standpoint, the thematic network analysis confirms the utility of situating digital
leadership at the center of discussions on e-government. The results demonstrate that leadership is not
merely a supporting factor but an active driver that influences both implementation and outcomes.
Moreover, the moderating role of contextual challenges highlights that leadership effectiveness is contingent
upon socio-technical conditions such as digital literacy, infrastructure, and bureaucratic culture. This finding
enriches the literature by illustrating how leadership interacts with local constraints to shape the trajectory
of digital governance in practice.

Practically, the study points to several pathways for strengthening e-government initiatives. Leadership
development programs should be prioritized to equip municipal officials with the skills to manage
technological change and foster a culture of innovation. Investments in infrastructure and digital literacy
programs are also essential to ensure equitable citizen participation. Finally, interdepartmental integration
should be pursued to reduce fragmentation and streamline service delivery. These measures together can
enhance the sustainability of digital transformation efforts in Pasuruan and serve as a model for other
municipalities facing similar challenges.

In summary, the discussion highlights that digital transformation is a multi-dimensional process that
extends beyond technology to encompass leadership, institutional reform, and citizen empowerment. While
the E-Sambat platform demonstrates the promise of e-government in improving public service delivery, its
effectiveness ultimately depends on the capacity of leaders to navigate challenges, build inclusive systems,
and align digital innovation with public needs. This case thus contributes to the broader discourse on public
administration reform by emphasizing that successful digital governance requires not only technological
adoption but also adaptive leadership and socio-institutional support.

CONCLUSION
This study examined the implementation of digital transformation in Pasuruan City through the E-Sambat
application, focusing on the role of digital leadership in shaping e-government effectiveness. The findings
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demonstrate that digital platforms can enhance transparency, accountability, and citizen engagement, but
also reveal that these outcomes depend heavily on leadership commitment, organizational capacity, and
infrastructural readiness. Public servants acknowledged improvements in efficiency and responsiveness,
while citizens generally welcomed the convenience of digital services. However, persistent issues such as
digital literacy gaps, fragmented systems, and uneven connectivity continue to limit the inclusivity and
sustainability of these initiatives.

The research highlights the centrality of digital leadership in guiding organizational adaptation and
fostering innovation. Leaders who actively support capacity building and cross-departmental collaboration
were seen as critical to ensuring successful outcomes. At the same time, the study underscores the
moderating influence of contextual challenges, which shape how technology translates into improved
governance.

Several limitations must be noted. The analysis was based on a single case study within one municipality,
which restricts the generalizability of the findings. Future studies could adopt comparative approaches
across multiple cities or regions to examine variations in digital leadership practices. Longitudinal research
would also provide insights into the sustainability and long-term impact of e-government on public service
delivery.
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