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Abstract. This study analyzes the impact of the @sapawarga_jabar Twitter account on 

digital-based public services for smart city development in West Java, Indonesia. Using a 

qualitative approach, the study examines the content and effectiveness of the Twitter 

account in delivering public services. Data analysis is conducted using the 

@sapawarga_jabar Twitter account and Nvivo 12 Plus software. Findings demonstrate 

that the account provides services related to car tax payments, employment, health 

information, and regional infrastructure development. Engagement rates peaked in March 

2022, indicating active user participation and information dissemination. The study also 

identifies both positive and negative impacts, highlighting improved access to services 

and limitations due to internet access. Overall, the research contributes insights into the 

role of social media in enhancing digital public services for smart city initiatives in West 

Java. These findings can guide policymakers in optimizing social media platforms for 

effective public service delivery and smart city development.  

Keywords: Digital era; Public service; Social Media ;Twitter   

1 Introduction 

Public services, including community engagement, become a strategic and critical part when 

good governance is in place (Flynn & Brennan, 2020). In the context of public services, 

innovation is the result or result of the process of evaluating and improving complaints, 

grievances, and contributions from the community as service users (Pratama, 2020). This 

means that community participation strongly influences the innovation potential of service 
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providers (Thaung Htet, 2021). The more actively communities are involved in improving 

public services, the more opportunities governments have to innovate (Rodr, 2021). Digital 

public service innovation has the following benefits (Pali & Schuilenburg, 2020): Firstly, 

simply and equitably, where public services are more accessible and where the general public 

can feel their benefits; Secondly, through service needs, the innovations created can meet 

service conditions and requirements; Thirdly, effectively, accurately and intentionally; 

Fourthly, efficiently, quickly and cheaply. 

With the rapid development of information technology and the increasing number of Internet 

users (Verma et al., 2023), the role of social media is to send and receive information that is 

easily accessible to ordinary people (Romanelli, 2020). Government public service providers' 

use of social media is a governance innovation to maximize technological opportunities 

(Kencono, 2021). Social media is a digital platform that allows users to participate, share and 

connect without space or time restrictions (Durst, 2019). The social media used by the West 

Java Provincial Government is @sapawarga_jabar. Twitter is a communication tool 

commonly used by governments to disseminate relevant information quickly and efficiently 

(Gotlib et al., 2019), such as obtaining various aspirations, information, and public services 

or complaints from the public (Wahab et al., 2020). However, the state's use of social media 

requires a professional and measurable approach, and good management of social media can 

increase public satisfaction with the public services provided by public service providers 

(Fialová et al., 2021). 

In the digital age, the West Java provincial government has introduced an innovation called 

Super Apps Sapawarga (Hu et al., 2021). This is a kind of integrated innovation to enable 

people to digitally and quickly access various public services in West Java in collaboration 

with the Department of Communications and Information, Regional Planning and 

Development Agency, Labor and Immigration Department, and Department of Health. 

Sapawarga Super Apps offers a variety of transactional, informational, and interactive 

services in one application in an easier way. In addition, Sapawarga is integrated with Pikobar 

regarding Covid-19 services (Ismunandar et al., 2020) and online motorcycle tax services 

(Chen & Silva, 2021). 

Super Apps Sapawarga will help people in West Java to express their hopes, get information 

and improve public services such as bureaucratic difficulties, administrative complexities, 

and lack of information in 2022 through the Twitter social network @sapawarga_jabar 

(Nurhuda et al., 2021). It is planned to become popular as a portal for dealing with Sapawarga 

and seeks to harness community digital opportunities for the public good, including optimal 

and equitable public services, infrastructure, and aspirations of communities and government 

decision-makers in various areas of government (Hidayati, 2020). Sapawarga as a form of 

concern for the West Java government, get even better. Sapawarga is the evolution of e-

government in policy and regulatory development in West Java, where the government offers 

the convenience of one-touch community participation and an active role in communicating 

its wishes (Nabila & Junitasari, 2021). 

However, like a previous study by (Budhirianto & Sumiaty, 2022), the Sapawarga application 

has been described as a means of communicating and informing the public about the Covid-

19 pandemic. The target audience for the Sapawarga application is still limited as it is located 

in Chibogo Village, Lembang District, Bandung Province. Through Twitter, the researchers 

hope that all regions and groups in the West Java region will benefit from this application. 

Additionally, existing functionality has been updated to provide easy access to public 

services in one application. However, the above information and results need further 

investigation. Therefore, the focus of this research question is the strength of Twitter 

@sapawarga_jabar and its relevance to public services such as Covid-19 issues, 
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infrastructure, tax payments, government information, and public communication in 

communicating job listings. in the reaction. Researchers use Twitter @sapawarga_jabar to 

provide quality public services. Therefore, it is hoped that the information obtained from the 

results of this study can be used as a reference for Indonesian government agencies to inform 

the public using digital opportunities as a communication medium. 

2 Method 

This research is qualitative research with a descriptive approach (Enworo, 2023). Qualitative 

research is constructivism assuming that reality has many facets, interactive, and exchanges 

of social experiences to be interpreted by each individual (Bogna et al., 2020). This study 

uses the Nvivo 12 Plus software as an analytical tool (Verdugo-Alonso et al., 2022). 

Furthermore, researchers use the NCapture feature which functions to capture content 

originating from Twitter @sapawarga_jabar (Swasty & Mustafa, 2022). NCapture that can 

be included is a capture made with the NCapture function as a standard NVivo application 

that is installed automatically in Google Chrome when NVivo is installed. NCapture makes 

it easy to get research data related to the analysis of social media content without having to 

read and analyze posts one by one.  

3 Basic Theory  

3.1 Digital Public Service 

Digital public service refers to the production of public services using digital technology, 

where interactions with public sector organizations are mediated through information 

systems (Kubina et al., 2021). Society demands transparency, efficiency, and accountability 

from public institutions (Hasna, 2022). Increased adoption of digital technologies is a key 

part of government responses to these demands and can bring significant benefits to local and 

national economies at large (Gohari et al., 2020). Digital public services are becoming more 

and more important to society as they make life on earth easier and faster (Große-Bley & 

Kostka, 2021). The positive effects of digital services in various areas are reduced personal 

costs associated with carrying out activities, efficient use of time, and increased work 

efficiency and transparency in the private or public sector (Yin et al., 2022). 

The public service process requires the existence of a concept or innovation in the delivery 

of services to the public (Tassabehji et al., 2019). One form of service media that can be used 

as a government tool is the use of social media. Social media contains a variety of information 

that is shared with others using information and communication technology resources 

(Alexopoulou et al., 2022). The contribution of social media can be considered creative by 

providing positive and negative responses and promoting the improvement of information 

and communication technology which aims to make it easier for people to access information 

(Criado & Gil-Garcia, 2019). There are many types of social media, one of which is Twitter 

microblogging (Al-Sarem et al., 2019). Twitter is one of the social media that currently 

attracts a lot of public interest. This media allows the public to access information more 

easily, so this media is the choice to increase understanding or to meet user needs (Bolici et 

al., 2020). 

Implementing public services in the digital age requires a technocratic approach. Digital-

based approaches to society must therefore be adapted to the agendas, needs, and preferences 

of communities (Wirtz et al., 2021). In an unforeseen situation like the Covid-19 pandemic, 
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using available digital technologies such as Twitter to deliver public services through social 

media is extremely important and effective in terms of technical planning, and it is important 

to involve participants efficiently and cost-effectively (Agostino et al., 2020). 

3.2 Social Media in Government 

The use of social media in government aims to build engagement and connections between 

the government and hard-to-reach groups such as marginalized or indifferent groups (Hamid 

et al., 2022). Marginalized groups are groups that have little direct access to the government, 

and indifferent groups are groups that deliberately withdraw from the government, such as 

youth and women's groups (Prabowo et al., 2021). Governments have an interest and priority 

in promoting the use of social media to increase the transparency, accountability, and 

efficiency of information and government services (Ninčević Pašalić et al., 2021). The 

intended openness leads to interaction to solve government challenges in various sectors 

(Slipets, 2022). The government in the modern era is helped by the rapid development of 

information technology with the internet making distance and time effective (Demydov et 

al., 2020). Transparency and speed are very important to provide services to the public 

without forgetting the responsibility for performance (Twizeyimana & Andersson, 2019). 

The internet has become a tool for the government to provide fast and easy services, and 

involve the public to monitor the course of public services, therefore, there are benefits of 

social media in government (Santos et al., 2021), including (1) encouraging government 

efficiency by using social media, can be achieved effectively wider and faster with artificial 

intelligence technology used as a tool in the data analysis process. (2) restoring public trust 

that has collapsed in an all-digital era where people find it difficult to filter hoax news 

information on social media Twitter can create a sense of distrust with the government's 

digital track record, so it will be more personal and communicative. (3) facing the changing 

times, the government saves more budget, competent staff, and advanced bureaucracy, and 

(4) means of communication in conveying aspirations, criticisms, and suggestions from the 

public. 

4 Findings and Discussion 

4.1 Content Analysis Hashtags from Twitter Sapawarga @sapawarga_jabar 

 
The primary purpose of using social media is to disseminate information about government public 

services to the general public (Hashim & Mohamad Salleh, 2021). Social media platforms act as 

intermediaries between the two. This feature is integrated with Twitter and makes it easy for users to 

follow interesting topics (Mokgolo & Dikotla, 2021), because: 
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Fig. 1. Content Analysis from Twitter Account 

 

On Twitter, social media account Sapawarga @sapawarga_jabar. Nothing related to public 

service is separate from transparency, accountability, responsibility, and a rising voice. A 

form that implements the functions and benefits of Super Apps Sapawarga itself as a 

communication medium to disseminate public service information from the West Java 

Provincial Government to the public. This information includes 4 public services available 

on the sapawarga application: firstly, is the Motor Vehicle Tax (Sambara) payment service 

which can make it easier for the public to make tax payment transactions online (Träskman, 

2022), secondly, job search services (Si Juara) can make it easier for the public to get 

information related to job vacancies that match their interests and competition, thirdly health 

information services related to the Covid-19 pandemic (Pikobar) more factually and 

accurately that can easily obtain information related to the Covid-19 pandemic (Ismunandar 

et al., 2020), and fourthly hamlet greeting services related to aspirations in regional 

infrastructure development so that it is even better. Sapawarga Super Apps is a form of 

Electronic Government (E-Gov) development which is one of the innovations developed by 

the Provincial Government of West Java and is managed by the Office of Communication 

and Informatics. Jabar Champion is the goal of the West Java Government in realizing data-

based policy making, accelerating government digital transformation, and making people's 

lives easier with digital technology (Chandra, 2021). 

4.2 Narrative Analysis of the word West Java 
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Fig. 2. Narrative of Public Service in Twitter Account 

Sapawarga application is created, maintained, and used for the people of the West Java 

region, so the most common word is 'West Java'. West Java Governor Ridwan Kamil wants 

to achieve his goals by supporting information and technology-based city services and 

responsive, adaptive, and innovative decision-making through JabarJuara (Romanelli, 2020). 

This implementation, called Jabar Super Apps, is a modification of it Sapawarga application 

originally developed by the West Java provincial government to convey people's wishes 

directly to the governor through the hamlet. Transforming Sapawarga into a great app is about 

providing more effective, efficient, and publicly accessible information and public services. 

Super Apps Sapawarga is an integrated public service application that enables the general 

public to digitally and faster enjoy various public services in West Java. This application was 

developed to realize West Java's vision of becoming a digital state with better governance 

and public services through data, design, and technology. Sapawarga is an attempt by the 

governor of West Java to become more intimate as a medium of two-way communication 

between the government and the people. While social media currently exists as a forum for 

direct interaction between the governor and the local community, Sapawarga is a more 

inclusive West Java that exists as a communication tool for people and as an aspiration 

fulfillment, a communication bridge, and a gateway to public services. online. 

4.3 Interaction Intensity on Sapawarga Twitter Activity @sapawarga_jabar 

 

Fig. 3. Intensity Interaction of Twitter Account 

This data shows the activity intensity of the Sapawarga Twitter account @sapawarga_jabar 

which is managed and is under the auspices of the West Java Provincial Government from 

2021 to 2022 (Nguyen & Pham, 2020). In the data index above the Sapawarga application 

will be introduced to the public in December 2021 as a communication tool that is integrated 

with Pikobar in disseminating information on services related to Covid-19 in West Java, but 

at that time the enthusiasm and response to public services in the field of health in the 

community was still small, this is evidenced by the percentage in December 2021 which only 

obtained 0.22%, this could occur due to a lack of socialization of the sapawarga application 

through social media Twitter. Whereas from January to April 2022 public interest fluctuated 

greatly towards the enthusiasm for spreading information about Covid-19, it was proven that 

in January it gained 7.78% and fell by 0.02% in February 2022 to 7.75 while in March it 

increased by 1.57% to 9.32% because in March the community has benefited from the 

information obtained, such as being a center for disseminating information that is more 

relevant and updated, the covid-19 schedule, consultations with doctors and requests for 

vitamins needed later. From May to July 2022 there has been a significant increase, this is 
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due to the addition of features to the sapawarga application such as making it easier to pay 

taxes, and get job vacancies information, to simplify population matters which are then 

disseminated via social media Twitter @sapawarga_jabar, despite the increase in May and 

June only differed by 0.02% from 8.83% to 8.85%, meaning that the community's response 

to public services in various fields is still expected. So that the highest peak is in July 2022 

with a gain of 9.35%. Finally, from August to December 2022 there was a decrease in 

interaction and response from the public towards the use of social media @sapawarga_jabar. 

This is because the public can obtain the same information from different social media 

accounts which are still under the auspices of the West Java Provincial Government. 

 

 

 

5 Conclusion 

Digitalization in the public sector aims to make it easier for people to access services. With 

the convenience of this service, it is hoped that it can change the stigma of public distrust of 

poor government public services. People's trust in the government is like plain paper, with a 

bad stigma on government services, the plain paper is like crumpled paper. The digitization 

of public services is the government's effort to restore the initial situation like plain paper 

where people have trust in the government. The West Java Provincial Government through 

the Sapawarga Super Apps is socialized using the social media Twitter Sapawarga 

@sapawarga_jabar to the public to introduce and disseminate forms of public service 

communication information in the health sector, government bureaucracy, etc. The results 

obtained in this study include: 

The content aims to make it easier to search for keywords or topics on Twitter Sapawarga 

@sapawarga_jabar where 4 indicators are important topics of public service, including 

transparency, accountability responsibility, and a rising voice. Word Cloud from the word 

"West Java" indicates that the target scope and objectives are only for people who are in the 

West Java region, both in cities and regencies. The findings that there is still minimal use in 

the district area because there are still areas that have not been reached by the internet. Even 

though to access this application requires an internet network. The intensity of the Sapawarga 

Twitter account @sapawarga_jabar starts in 2021 in December. Then there was fluctuating 

interaction between the Government and the public in January-April 2022. In May-June it 

experienced a decline, this was because the public could access information not only on one 

Twitter account but there were still many other Twitter social media accounts, the peak was 

in July 2022 will get 9.35% meaning that the intensity and interaction from the community 

will increase rapidly because the information that is disseminated provides benefits related 

to Covid-19 such as vaccination doses. 

Significant interaction patterns on the social media platform Twitter are very influential in 

the dissemination of public service information which includes: Information related to Covid-

19, Infrastructure, and Taxes to Job Vacancies. The conclusion from the Sapawarga account 

@sapawarga_jabar is that the use of Twitter to disseminate information in support of public 

services is still low or not maximized. 

 

E3S Web of Conferences 440, 03007 (2023)

ICEnSO 2023
https://doi.org/10.1051/e3sconf/202344003007

7



 

 

 

 

 

 

 

 

References 

1. Agostino, D., Arnaboldi, M., & Lema, M. D. (2020). New development: COVID-19 as 

an accelerator of digital transformation in public service delivery. Public Money and 

Management, 0(0), 1–4. https://doi.org/10.1080/09540962.2020.1764206 

2. Al-Sarem, M., Boulila, W., Al-Harby, M., Qadir, J., & Alsaeedi, A. (2019). Deep 

learning-based rumor detection on microblogging platforms: A systematic review. 

IEEE Access, 7, 152788–152812. https://doi.org/10.1109/ACCESS.2019.2947855 

3. Alexopoulou, S., Åström, J., & Karlsson, M. (2022). The grey digital divide and welfare 

state regimes: a comparative study of European countries. Information Technology and 

People, 35(8), 273–291. https://doi.org/10.1108/ITP-11-2020-0803 

4. Bogna, F., Raineri, A., & Dell, G. (2020). Critical realism and constructivism: merging 

research paradigms for a deeper qualitative study. Qualitative Research in 

Organizations and Management: An International Journal, 15(4), 461–484. 

https://doi.org/10.1108/QROM-06-2019-1778 

5. Bolici, F., Acciarini, C., Marchegiani, L., & Pirolo, L. (2020). Innovation diffusion in 

tourism: how information about blockchain is exchanged and characterized on twitter. 

TQM Journal. https://doi.org/10.1108/TQM-01-2020-0016 

6. Budhirianto, S., & Sumiaty, N. (2022). Aplikasi sapawarga sebagai media komunikasi 

dan informasi kepada masyarakat terkait pandemi covid-19. Intelektiva, 3(5), 35–53. 

7. Chandra, A. M. (2021). The Role of Relawan Jabar Juara in Succeeding Ridwan Kamil-

UU Ruzhanul Ulum in 2018 West Java Governor Election. 2(1), 1–11. 

8. Chen, Y., & Silva, E. A. (2021). Smart transport: A comparative analysis using the most 

used indicators in the literature juxtaposed with interventions in English metropolitan 

areas. Transportation Research Interdisciplinary Perspectives, 10. 

https://doi.org/10.1016/j.trip.2021.100371 

9. Criado, J. I., & Gil-Garcia, J. R. (2019). Creating public value through smart 

technologies and strategies: From digital services to artificial intelligence and beyond. 

International Journal of Public Sector Management, 32(5), 438–450. 

https://doi.org/10.1108/IJPSM-07-2019-0178 

10. Demydov, I., Baydoun, N. A., Beshley, M., Klymash, M., & Panchenko, O. (2020). 

Development of basic concept of ict platforms deployment strategy for social media 

 

E3S Web of Conferences 440, 03007 (2023)

ICEnSO 2023
https://doi.org/10.1051/e3sconf/202344003007

8



marketing considering tectonic theory. EUREKA, Physics and Engineering, 2020(1), 

18–33. https://doi.org/10.21303/2461-4262.2020.001101 

11. Durst, M. (2019). Internet of things-enabled smart governance and the sustainable 

development of innovative data-driven urban ecosystems. Geopolitics, History, and 

International Relations, 11(2), 20–26. https://doi.org/10.22381/GHIR11220193 

12. Enworo, O. C. (2023). Application of Guba and Lincoln’s parallel criteria to assess 

trustworthiness of qualitative research on indigenous social protection systems. 

Qualitative Research Journal. https://doi.org/10.1108/QRJ-08-2022-0116 

13. Fialová, J., Bamwesigye, D., Łukaszkiewicz, J., & Fortuna-Antoszkiewicz, B. (2021). 

Smart cities landscape and urban planning for sustainability in brno city. Land, 10(8). 

https://doi.org/10.3390/land10080870 

14. Flynn, M. A., & Brennan, N. M. (2020). Mapping clinical governance to practitioner 

roles and responsibilities. Journal of Health Organization and Management, 35(9), 18–

33. https://doi.org/10.1108/JHOM-02-2020-0065 

15. Gohari, S., Ahlers, D., Nielsen, B. F., & Junker, E. (2020). The governance approach 

of smart city initiatives. Evidence from trondheim, Bergen, and Bodø. Infrastructures, 

5(4). https://doi.org/10.3390/infrastructures5040031 

16. Gotlib, D., Kulisiewicz, T., Muraszkiewicz, M., & Olszewski, R. (2019). SMART 

GOVERNANCE in the CAPITAL CITY of WARSAW with the USE of ICT and 

GEOINFORMATION TECHNOLOGIES. In E. C., A. R. A., C. V., Z. S., L. R., & R. 

M. (Eds.), 4th International Conference on Smart Data and Smart Cities, SDSC 2019 

(Vol. 4, Issue 4/W9, pp. 49–56). Copernicus GmbH. https://doi.org/10.5194/isprs-

annals-IV-4-W9-49-2019 

17. Große-Bley, J., & Kostka, G. (2021). Big Data Dreams and Reality in Shenzhen: An 

Investigation of Smart City Implementation in China. Big Data and Society, 8(2). 

https://doi.org/10.1177/20539517211045171 

18. Hamid, R. S., Abror, A., Anwar, S. M., & Hartati, A. (2022). The role of social media 

in the political involvement of millennials. Spanish Journal of Marketing - ESIC, 26(1), 

61–79. https://doi.org/10.1108/SJME-08-2021-0151 

19. Hashim, H., & Mohamad Salleh, M. A. (2021). Communication Strategy Analysis of 

COVID-19 Pandemic’s Public Service Announcement (PSA) Production. Jurnal 

Komunikasi: Malaysian Journal of Communication, 37(4), 88–103. 

https://doi.org/10.17576/JKMJC-2021-3704-06 

20. Hasna, S. (2022). Tindakan Kolektif Masyarakat Jaringan Di Indonesia: Aktivisme 

Sosial Media Pada Aksi #Gejayanmemanggil. Interaksi: Jurnal Ilmu Komunikasi, 

11(1), 25–34. https://doi.org/10.14710/interaksi.11.1.25-34 

21. Hidayati, A. N. (2020). Upaya Pemerintah Desa Dalam Menanggapi Dampak Covid-19 

Di Desa Sukajaya Kecamatan Sumedang Selatan Kabupaten Sumedang. Jurnal Politik 

Pemerintahan Dharma Praja, 13(1), 14–35. https://doi.org/10.33701/jppdp.v13i1.1044 

22. Hu, W., Zhang, T., Deng, X., Liu, Z., & Tan, J. (2021). Digital twin: a state-of-the-art 

review of its enabling technologies, applications and challenges. Journal of Intelligent 

Manufacturing and Special Equipment, 2(1), 1–34. https://doi.org/10.1108/jimse-12-

2020-010 

23. Ismunandar, D., Yanto, Riana, D., Fatmawati, Hertyana, H., & Triantori, V. (2020). 

User Satisfaction Analysis of Pikobar Covid19 Website Using the Webqual Method. 

Journal of Physics: Conference Series, 1641(1). https://doi.org/10.1088/1742-

6596/1641/1/012029 

 

E3S Web of Conferences 440, 03007 (2023)

ICEnSO 2023
https://doi.org/10.1051/e3sconf/202344003007

9



24. Kencono, D. S. (2021). Is Smart Governance Internal Collaboration Works on the 

Implementation of the Smart City Yogyakarta? 10th International Conference on 

Public Organization, ICONPO 2020, 717(1). https://doi.org/10.1088/1755-

1315/717/1/012028 

25. Kubina, M., Šulyová, D., & Vodák, J. (2021). Comparison of smart city standards, 

implementation and cluster models of cities in North America and Europe. 

Sustainability (Switzerland), 13(6). https://doi.org/10.3390/su13063120 

26. Mokgolo, M. M., & Dikotla, M. A. (2021). The management of disciplinary cases in 

the South African public service post-2009 to the 2018 era. Africa’s Public Service 

Delivery and Performance Review, 9(1), 1–9. https://doi.org/10.4102/apsdpr.v9i1.525 

27. Nabila, N., & Junitasari, A. (2021). Optimalisasi Dana Bansos di Masa Pandemi Covid-

19 di Mekarbaru, Desa Alamendah. Proceedings Uin Sunan …, 88(Desember). 

https://proceedings.uinsgd.ac.id/index.php/proceedings/article/view/1451 

28. Nguyen, L. P., & Pham, V. H. T. (2020). Trade of ICT products, government, and 

economic growth: Evidence from East Asia-pacific region. Journal of Asian Finance, 

Economics and Business, 7(8), 175–183. 

https://doi.org/10.13106/JAFEB.2020.VOL7.NO8.175 

29. Ninčević Pašalić, I., Ćukušić, M., & Jadrić, M. (2021). Smart city research advances in 

Southeast Europe. International Journal of Information Management, 58. 

https://doi.org/10.1016/j.ijinfomgt.2020.102127 

30. Nurhuda, N., Darwiyanto, E., & Widowati, S. (2021). Implementation of Analytical 

Hierarchy Process (AHP) for Determining Priority of Software Assessment in West 

Java Provincial Government Based on ISO/IEC 25010 (Case Study: Sapawarga 

Application). Journal on Computing, 6(1), 23–40. 

https://doi.org/10.34818/indojc.2021.6.1.525 

31. Pali, B., & Schuilenburg, M. (2020). Fear and Fantasy in the Smart City. Critical 

Criminology, 28(4), 775–788. https://doi.org/10.1007/s10612-019-09447-7 

32. Prabowo, P. A., Supriyono, B., Noor, I., & Muluk, M. K. (2021). Special autonomy 

policy evaluation to improve community welfare in Papua province Indonesia. 

International Journal of Excellence in Government, 2(1), 24–40. 

https://doi.org/10.1108/ijeg-06-2019-0011 

33. Pratama, A. B. (2020). The landscape of public service innovation in Indonesia: A 

comprehensive analysis of its characteristic and trend. Innovation and Management 

Review, 17(1), 25–40. https://doi.org/10.1108/INMR-11-2018-0080 

34. Rodr, M. P. (2021). Identification of research trends in emerging technologies 

implementation on public services using text mining analysis. 

https://doi.org/10.1108/ITP-03-2021-0188 

35. Romanelli, M. (2020). Analysing the role of information technology towards 

sustainable cities living. Kybernetes, 49(7), 2037–2052. https://doi.org/10.1108/K-07-

2019-0516 

36. Santos, R. F., Oliveira, M., & Chaves, M. S. (2021). Are you getting full benefits from 

the use of social media? A review combining the concepts of social media, social capital 

and knowledge sharing. Revista de Administração Da UFSM, 14(2), 349–368. 

https://doi.org/10.5902/1983465939226 

37. Slipets, V. (2022). Priorities and Ways To Improve the Interaction of Local Authorities 

and Self-Government in the Process of Improving the System of Territorial 

Organization of Power in Ukraine. Public Administration and State Security Aspects, 

Vol.1/2022, 93–104. https://doi.org/10.52363/passa-2022.1-10 

 

E3S Web of Conferences 440, 03007 (2023)

ICEnSO 2023
https://doi.org/10.1051/e3sconf/202344003007

10



38. Swasty, W., & Mustafa, M. (2022). NCapture and field observation to determine the 

SME food souvenir packaging as multiple case studies. Embracing the Future: Creative 

Industries for Environment and Advanced Society 5.0 in a Post-Pandemic Era, March 

2018, 205–209. https://doi.org/10.1201/9781003263135-41 

39. Tassabehji, R., Hackney, R., & Maruyama, T. (2019). Evaluating digital public 

services: A contingency value approach within three exemplar developing countries. 

Information Technology and People, 32(4), 1021–1043. https://doi.org/10.1108/ITP-

08-2017-0260 

40. Thaung Htet, A. (2021). Factors Influencing Community Participation of Youth Affairs 

Committee Members in Mon State Myanmar. International Journal of Islamic Business 

and Management Review, 1(1), 35–47. https://doi.org/10.54099/ijibmr.v1i1.39 

41. Träskman, T. (2022). Smartness and thinking infrastructure: an exploration of a city 

becoming smart. Journal of Public Budgeting, Accounting and Financial Management, 

34(5), 665–688. https://doi.org/10.1108/JPBAFM-12-2020-0200 

42. Twizeyimana, J. D., & Andersson, A. (2019). The public value of E-Government – A 

literature review. Government Information Quarterly, 36(2), 167–178. 

https://doi.org/10.1016/j.giq.2019.01.001 

43. Verdugo-Alonso, M. Á., Crespo-Cuadrado, M., Caballo-Escribano, C., Sánchez-

Gómez, M. C., Martín-Cilleros, M. V., & Sánchez-García, A. B. (2022). Analysis of 

Discrimination and Denial of the Rights of Women with Disabilities with the Help of 

the Nvivo Software. Lecture Notes in Networks and Systems, 466 LNNS, 227–247. 

https://doi.org/10.1007/978-3-031-04680-3_15 

44. Verma, A., Dandgawhal, P. S., & Giri, A. K. (2023). Impact of ICT diffusion and 

financial development on economic growth in developing countries. Journal of 

Economics, Finance and Administrative Science. https://doi.org/10.1108/JEFAS-09-

2021-0185 

45. Wahab, N. S. N., Seow, T. W., Radzuan, I. S. M., & Mohamed, S. (2020). A Systematic 

Literature Review on the Dimensions of Smart Cities. 5th International Conference on 

Civil and Environmental Engineering for Sustainability, IConCEES 2019, 498(1). 

https://doi.org/10.1088/1755-1315/498/1/012087 

46. Wirtz, B. W., Müller, W. M., & Schmidt, F. W. (2021). Digital Public Services in Smart 

Cities – an Empirical Analysis of Lead User Preferences. Public Organization Review, 

21(2), 299–315. https://doi.org/10.1007/s11115-020-00492-3 

47. Yin, J.-H., Song, H.-Y., & Zeng, K.-X. (2022). Does a smart business environment 

promote corporate investment? a case study of Hangzhou. PLoS ONE, 17(7 July). 

https://doi.org/10.1371/journal.pone.0269089 

 

 

 

 

E3S Web of Conferences 440, 03007 (2023)

ICEnSO 2023
https://doi.org/10.1051/e3sconf/202344003007

11


