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ABSTRACT 

As a result of the Covid-19 pandemic, public services have become more adaptive and interactive, where 

adequate digital technology is considered to support the improvement of public services during the pandemic. 

However, a significant obstacle is that there are still people who are not technologically literate and the 

ineffectiveness of digital services in various local government agencies. This study aims to explain how 

public services can be transformed through digital services towards good governance in Indonesia. Then, this 

research method uses a qualitative research approach where data sources are taken from various online media 

and research journals related to changes in public services through digital services and analyzed using the 

NVivo12 Plus application. This study found that in an effort towards good governance in Indonesia, the 

transformation of public services through digital services has been carried out by the Provincial Governments 

of West Java, Central Java, and DKI Jakarta. In an aspect of transparency, each government agency has 

carried out transparent procedures in digital services to the public. Then, in the aspect of accountability, each 

stakeholder in each agency has a good orientation in digital services and has various obstacles that need to be 

fixed to make it more optimal. Furthermore, effectiveness and efficiency, each government agency has won 

awards for public service innovations such as the Jogo Tonggo application in Central Java Province, the 

JAKI application in DKI Jakarta Province, and the PIKOBAR application in West Java. Therefore, public 

services through digital services will help the government towards good governance in Indonesia.  
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1. INTRODUCTION 

In 2019, countries in the world were shocked by 

the global pandemic, Covid-19 [1]. Covid-19 ini 

adalah jenis penyakit baru yang belum pernah 

dialami sebelumnya pada manusia [2]. This virus 

has a fast transmission rate and affects a high 

mortality rate for patients who are confirmed 

positive for Covid-19  [3] [4]. In addition, the 

Covid-19 virus, which humans so fear, finally 

entered Indonesia in March 2020 [5]. If seen from 

the map of the distribution of provinces in Indonesia 

exposed to Covid-19 on May 31, 2021, three 

provinces experienced the highest increase in the 

number of Covid-19 cases, namely West Java 

Province with 1,316 cases, Central Java 881 cases, 

and DKI Jakarta Province with 726 cases [6]. Thus, 

the rise of the COVID-19 pandemic has had a severe 

impact on all areas of human life, not only 
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threatening the health sector [7] but also various 

crippling aspects of social [8], political [9], 

economic [10], cultural [11], education [12], as well 

as religious aspects as a whole [13]. 

The presence of Covid-19 has created new 

problems in the direction of good governance [1] 

[14]. Even so, the government still has duties and 

obligations in realizing good governance through 

effective and efficient public services [15]. 

Nowadays, information disclosure and transparency 

are very crucial. This can be seen from the 

increasingly critical community responding to 

various incoming information and efforts to obtain 

transparent information [16]. So to balance this 

public awareness, the government then began to 

develop various ways so that the accessibility of 

information can be more easily enjoyed by all 

circles of society to show that governance is getting 

better [17]. In addition, the government is required 

to take real action in realizing good governance 

through public services in the Covid-19 era, a time 

when people need fast-paced services through the 

help of information technology called e-government 

[18].  

Then, in the context of governance in Indonesia, 

we will review the implementation of public 

services in the principles of good governance in 

three provinces with the highest number of Covid-

19 cases added on May 31, 2021. Then, this study 

will also focus on three indicators of the principle of 

good governance. Namely, transparency, 

accountability, and effectiveness, and efficiency 

carried out by the provincial governments of West 

Java, Central Java, and DKI Jakarta in providing 

public services in the Covid-19 era. Thus, this paper 

becomes an exciting matter to analyze how the 

government can realize good governance in public 

services in the Covid-19 era? Therefore, this 

research is here to analyze the transformation of 

public services through digital services towards 

good governance in Indonesia.   

 

2. RESEARCH METHODOLOGY 

This study uses a qualitative approach to 

collect data about a problem under study and 

analyze it systematically [19]. The data in this 

study comes from secondary data obtained from 

various government websites, books, journals, 

proceedings, and several national online news 

media contents such as detik.com, kompas.com, 

and liputan6.com. Then, the data collection 

technique in this study uses documentation 

techniques that focus on gathering news related to 

public services in the Covid-19 era in Indonesia by 

using the Ncapture feature in Chrome which is then 

inputted into the Nvivo 12 Plus application. 

Furthermore, the data analysis technique of this 

study uses the Nvivo 12 Plus application, which is 

an alternative in data processing so that it can be 

analyzed comprehensively [20] [21]. Thus, this 

article seeks to explain how public services through 

digital services in the Covid-19 era can be carried 

out towards good governance in Indonesia.    

 

3. BASIC THEORY 

3.1 Good Governance in Public Services 

In general, good governance has led to 

sustainable development [22]. However, the decline 

in the principle of accountability and the weakness of 

transparency caused by the low application of the 

principle of decentralization and the lack of analysis 

in government departments indicate the need to 

improve the process of good governance [23]. The 

policies taken by the government must be based on 

the principles of good governance so that this 

becomes an essential factor in the policymaking 

process [24]. Good governance in public services 

aims to provide satisfaction to the community and 

the welfare of the community in a government area 

[25]. The purpose of using the principles of good 

governance is to form a society that knows the 

concepts, principles, processes, and techniques of 

good governance management [26] and a continuous 

effort of all communities to achieve development and 

prosperity [27].  

In various literature, it is stated that good 

governance is an activity of government institutions 

to realize the ideals of the state based on the 

orientation of the interests of the community [28]. 

Internal control that is carried out appropriately for 

employees is one of the keys to successful good 

governance [29]. In general, good governance refers to 

accountability, participation, consensus, transparency, 

efficiency and effectiveness, responsiveness, equality 

and inclusiveness, and compliance with the rule of law 

[30]. In addition, good governance is also a key 

indicator to assess the performance of public institutions 

in the efficiency and effectiveness of resource 

management and public service administration [22] 

[31]. To promote good governance, civil society must 

comply with constitutional policies or orders and be 

supported by the government's role as a leader while its 

citizens follow [32]. Then, the trend shows that good 

governance is the best solution to accelerate 

development in the country's economic, political and 

social sectors [32].   
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3.2 Public Service Transformation Towards 

Digital Services in the Covid-19 Era 
  

The paradigm shift from non-digital to digital 

services in the government sector has gained 

increasing public preference in the past few years. 

This adds to the complexity of the problem and the 

increasingly difficult task of government authorities 

in providing electronic services [33]. Thus, 

electronic services are now the government's 

responsibility in carrying out its role to provide 

public services [34]. In short, the government must 

understand how electronic services affect the 

interaction between public authorities and the 

community in providing public services [33].  

Moreover, the government must produce an 

electronic innovation strategy in improving the 

services offered so that the level of recipient 

satisfaction is better [35]. Therefore, most 

governments in several countries have started 

looking for ways to utilize electronic technology 

and innovation to provide services and solve public 

problems [36]. Thus, electronic services can 

conceptualize digital-oriented services which are 

considered effective and efficient and can affect the 

quality of decisions and community satisfaction 

taken through the design of electronic service 

development [37]. However, various studies in the 

domain of e-services have been carried out even 

though they are still in the early stages of 

development, making it challenging to identify the 

dimensions, models, and quality of e-services [38]. 

Therefore, it requires further studies on electronic 

services, where the various institutional challenges 

faced in electronic services are becoming 

increasingly complex during the Covid-19 

pandemic.   

 

4. FINDINGS AND DISCUSSION 

Good governance is an issue that is often seen in 

the public sphere. This is due to the intensity of 

public demands for adaptive and responsive state 

administration in the government, legislative and 

judicial sectors [39]. During the COVID-19 

pandemic, Indonesia experienced considerable 

social changes, which required a change in the 

perspective of public services towards digital 

services, given that public access to government 

agency offices would be limited [40]. Then, if 

conventional services are not transferred to 

integrated electronic-based services, this will impact 

new clusters of Covid-19 cases. Thus, stakeholders 

must reform and optimize the vertical integration and 

horizontal integration models to help the community 

access public services in the New Normal without 

visiting government agencies [41].  

The Covid-19 pandemic is also momentum for 

the government to accelerate the government's digital 

transformation. The way of life of all levels of 

society is now required to adapt by utilizing 

information technology based on digital 

transformation [42]. In an effort towards good 

governance in Indonesia, the transformation of 

public services through digital services is believed to 

be an actual effort to be made in each province, such 

as West Java, Central Java, and DKI Jakarta, with a 

high number of Covid-19 cases. In this case, the 

variable from the principle of good governance has 

three leading indicators that need to be explored: 

transparency, accountability, effectiveness, and 

efficiency. 

 

4.1 Transparency of Public Services in DKI 

Jakarta, Central Java, and West Java 

Transparency is one of the principles in the 

realization of good governance. Therefore, a review 

of the transparency of public services is essential 

because the implementation of transparency will 

improve the performance of public services to the 

community [24]. In addition, transparency is also 

built on the free flow of information and must be 

directly accessible to the public with an interest in 

public services [32]. Based on data from several 

online media that have been coded through the Nvivo 

12 Plus software, the following results were found:  

Figure 1. Transparency of Public Services 

During the Covid-19 Pandemic 

 
Source: Analysis Results Using Nvivo 12 Plus, 

2021   

 

From Figure 1 above, it can be seen that the 

principle of public service transparency during the 

Covid-19 pandemic was dominated by DKI Jakarta 

Province (36.94%), followed by Central Java 
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(31.77%) and West Java (31.29%). Then, if 

explored in more detail regarding transparency of 

public services in each province, it is related to the 

disclosure of information that local people can 

access directly on the platform provided. For 

example, in the DKI Jakarta Province, a complete 

database was built on the website jaki.jakarta.go.id 

can be accessed through the JAKI (Jakarta Kini) 

application containing DKI Jakarta Provincial 

Government services such as Jakarta Responding to 

Covid, Jakwifi, Jaklapor, JakPangan, and JakSurvei. 

The Smart City framework that was built to respond 

to this pandemic offers a significant opportunity to 

provide access to information and advance public 

understanding in building a smart city ecosystem 

with technology, innovation, and collaboration, as 

well as being the basis for formulating policies for 

handling pandemics both on the health and social 

side in the form of distributing social assistance to 

support for small businesses.  

Then, Central Java Province has developed 

digital services that can be accessed through 

jogotonggo.jatengprov.go.id which the Central Java 

Provincial Government encouraged to mobilize the 

strength of the community and every community to 

rise during the Covid-19 Pandemic. Jogo Tonggo 

also prioritizes the active participation of citizens to 

protect each other from the transmission of Covid-

19 where if anyone is infected with the Coronavirus, 

it is hoped that residents can take care of each other 

by paying attention not giving negative stigma to 

those who are infected. The development of Jogo 

Tongo has also been applied in various fields such 

as Jogo Santri, Jogo Pasar, Jogo Kantor, and Jogo 

Plesiran. So, this change is a step by the government 

to create people who are increasingly concerned 

about the community in their environment and 

continue to be disciplined in implementing health 

protocols to prevent Covid-19 transmission. In 

addition, this concept also invites the public not to 

depend solely on the government.  

Furthermore, West Java Province has developed 

digital services that can be accessed through 

digitalservice.jabarprov.go.id which is aspired to be 

able to narrow the digital divide, assist efficiency 

and accuracy in data and technology-based 

policymaking, and revolutionize the use of 

technology in people's lives and government in 

West Java and features the Sapawarga application, 

West Java Open Data, Digital Village, West Java 

Covid Information and Coordination Center 

(Pikobar), and West Java Command Center, which 

were developed as a commitment to provide access 

to information and convenience to the public with 

digital technology. In terms of the transparency of 

public services implemented by the Provincial 

Governments of DKI Jakarta, Central Java, and West 

Java, it can be seen that the transparency aspect can 

be seen from the procedures and management 

procedures that can be carried out online and 

digitally based and continue to assist the community 

in public services regularly.   

 

4.2 Public Service Accountability in DKI 

Jakarta, West Java, and Central Java   

In the Covid-19 era, public services realized 

through digital services can promise better delivery 

of information and public service activities to the 

community [43]. However, of course, the principle of 

accountability in public services is fundamental 

because accountability is an indicator that can show 

related public services carried out by the government 

whether they are following the norms and values 

adopted by the community and whether the public 

service can accommodate the public needs that are 

needed actually [33]. Based on data from several 

online media that have been coded through the Nvivo 

12 Plus software, the following results were found:  

Figure 2. Public Service Accountability During 

the Covid-19 Pandemic 

 

Source: Analysis Results Using Nvivo 12 Plus, 

2021. 

Figure 2 above has reflected that the principle of 

public service accountability during the Covid-19 

pandemic was dominated by DKI Jakarta Province 

(37.95%), followed by West Java (33.19%), and 

Central Java (28.86%). If we explore further, the 

issue of public service accountability in each 

province includes the orientation aspect of public 

service providers in digital services to the 

community and various obstacles experienced by the 

government in accommodating the community's 

needs during the Covid-19 pandemic. In the DKI 

Jakarta Province area, each stakeholder has a good 

orientation in understanding the importance of digital 

services in the Covid-19 era, were to facilitate 

services to the community, a JAKI application 
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(Jakarta Kini) continues to be developed to be able 

to provide more optimal services in one application 

integrated. In addition, by taking into account the 

dominant active internet users aged 18-64 years, the 

main goal in creating the JAKI application is 

essentially the community at that age and 

encountering several obstacles related to the 

existence of people who are not technology literate 

and not all of them can access the internet, so that 

services directly is still ongoing until now while still 

paying attention to health protocols.  

Then, in the West Java Province, each 

stakeholder also has a good orientation in their 

understanding of adaptation to digital services, 

where to optimize services to the community in the 

Covid-19 era, the West Java Provincial Government 

continues to develop Jabar Digital Service with a 

PIKOBAR Application (Central Information and 

Coordination of West Java COVID-19) which has 

provided significant benefits to the community. In 

addition, West Java residents who have used this 

application can also provide input regarding the 

performance and actions of the local government 

regarding whether it is right on target in providing 

public services and what needs to be improved. 

However, some of the obstacles faced are related to 

the fact that there are still some people in West Java 

who do not know about the PSIKOBAR 

application, as well as various community 

complaints related to several village names in West 

Java that are not listed in the system and become a 

risky thing in the validity of the available data given 

the information provided—published in this 

application as a reference for the surrounding 

community.  

Furthermore, in the Central Java Province, every 

stakeholder in its realization also has a good 

orientation in terms of digital service 

transformation, where to optimize services to the 

community in the Covid-19 era, the Central Java 

Provincial Government continues to develop the 

"Jogo Tonggo" Program which has been intensified 

since in 2020, and the name was revised to "New 

Jogo Tongo" in 2021 to handle the impact of the 

Covid-19 pandemic more optimally. In this digital 

transformation, the Central Java Provincial 

Government has involved community participation 

in collaborating from the bureaucratic apparatus and 

local communities. Then, by knowing the level of 

development of handling Covid-19 starting from the 

village, information circulating has the validity of 

accountable data. However, various obstacles are 

faced, namely the limited availability of reliable 

human resources and the presence of internet 

network access problems in several villages, and 

various public assessments that still consider the 

implementation of the program not optimal and 

unable to accommodate community needs 

significantly.   

    

4.3 Effectiveness and Efficiency of Public 

Services in DKI Jakarta, West Java, and 

Central Java   

Effectiveness and efficiency is a process of each 

institutional activity in achieving outputs that meet 

needs with reliable resources [44]. Ideally, public 

services can be effective and efficient if the 

bureaucratic apparatus that provides services can 

guarantee the best service to the community as 

service recipients [45]. Then, the transformation of 

public services into digital services will support 

faster and more responsive public services in the 

Covid-19 era [43]. Based on data from several online 

media that have been coded through the Nvivo 12 

Plus software, the following results were found:  

Figure 3. Effectiveness and Efficiency of Public 

Services During the Covid-19 Pandemic 

 

Source: Analysis Results Using Nvivo 12 Plus, 2021. 

Figure 3 above has illustrated that, in principle, 

the effectiveness and efficiency of public services 

during the Covid-19 pandemic was dominated by 

Central Java Province (36.45%), followed by DKI 

Jakarta (32.72%), and West Java (30.84%). Then, if 

explored in more detail regarding the effectiveness 

and efficiency of public services in each province, it 

is related to the various awards for public service 

innovations produced by each province. In Central 

Java Province, the Jogo Tonggo program application 

has received an award from the Ministry of 

Administrative Reform and Bureaucratic Reform as 

the TOP 21 Public Service Innovation for COVID-19 

Handling [46]. Then, in the DKI Jakarta Province, 

through the JAKI application (Jakarta Kini), which is 

projected to become a city super-app that provides 

one-stop service to every citizen who lives and has 

activities in Jakarta. The role of the JAKI application 
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in facilitating services and the lives of the people of 

DKI Jakarta has been awarded as the first winner in 

the public service category in the Information and 

Communication Technology (ICT) competition held 

by the Ministry of Communication and Information 

Technology (Kemenkominfo) in the Indonesia 

Entrepreneur ICT (IdenTIK) event in 2020 [47].  

Furthermore, in the West Java Province during 

the COVID-19 pandemic, the PIKOBAR 

Application (West Java COVID-19 Information and 

Coordination Center) has been awarded the Special 

Award for Resiliency IDC Digital Transformation 

Awards (DTA) Indonesia 2020. The PIKOBAR 

application is a source of information on handling 

COVID-19 in West Java, It has several features that 

can make it easier for the public to get information 

and communicate with the COVID-19 Policy 

Committee and Regional Economic Recovery of 

West Java Province [46]. The superior features that 

residents widely use include data features of case 

information in West Java, nationally, globally, 

checking the distribution of cases, and self-

checking. In addition, the PIKOBAR application 

also has an anti-hoax feature (fake news). 

Fundamentally, although awards are not the most 

important thing in dealing with COVID-19 and 

public services, various awards will be able to 

illustrate that the transformation of public services 

into digital services that continue to be developed 

sustainably in the process will be able to touch the 

root of the problem and the benefits will be felt 

directly by the society. Thus, it can be seen that the 

transformation of public services through digital 

services during the Covid-19 pandemic is an effort 

that the government can make to achieve good 

governance in Indonesia. 

5.   CONCLUSION 

In an effort towards good governance in 

Indonesia, the transformation of public services 

through digital services is a crucial effort that the 

Provincial Governments have made of West Java, 

Central Java, and DKI Jakarta during the 

increasing number of Covid-19 cases being faced. 

In aspect transparency, the three provincial 

government agencies have carried out transparent 

procedures by providing online and digital-based 

public services and continuing to assist the 

community in adapting to changes in services 

while still complying with health protocols. In the 

aspect of accountability, every stakeholder in each 

agency has a good orientation in implementing 

digital services in the Covid-19 era, were able to 

facilitate services to the community, a digital 

application continues to be developed, has various 

obstacles that must be used as the basis for being 

able to provide services be more optimal. In terms 

of effectiveness and efficiency, various public 

service innovation awards have been won through 

the Jogo Tonggo program in Central Java province, 

the JAKI application in the DKI Jakarta province, 

and the PSIKOBAR application in West Java. 
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