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ABSTRACT

Background: West Java Province is advancing towards digital governance with the
West Java Digital Service. In 2023, it received the Indonesian Regional Government
Appreciation Award for Integrated Digital Transformation from B-Universe. The
revamped jabarprov.go.id portal provides an integrated one-stop public service
platform, enhancing public access to information and services. Integration across
regional, district, and city agencies has simplified portal management. The
government’s approach to digital transformation includes adopting an electronic-
based government system (SPBE) as part of its public communication strategy. This
study explores the effectiveness of digital transformation via SPBE for communication
advancement by the West Java Regional Government. It assesses its impact on public
accessibility and service efficiency. Methods: This study uses a case study method
and Focus Group Discussions with E-government managers in 28 cities/regencies
in West Java. Results: The study reveals that public communication encompasses
services for society, businesses, government, and ASN. Interaction processes
involve infrastructure development, information provision, two-way interaction,
and managing feedback. Information transactions include a complaint platform,
guidelines, complaint submission, verification, handling, confirmation, resolution,
and evaluation. Collaborations span government, society, the private sector, NGOs,
academia, and international partners. Public communication optimation improves
satisfaction, efficiency, transparency, accountability, and participation. Conclusion:
Digital transformation through SPBE enhances efficiency, transparency, and public
involvement, with government public relations crucial for supporting and optimizing
SPBE performance. Implication: The research implies that the government should
enhance information models for broader accessibility, which covers those with
physical or digital limitations, and facilitate two-way interactions through digital
platforms, Al, and Chatbots. Besides, education and socialization regarding SPBE
services are fundamental.
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INTRODUCTION

Today’s Public service challenges are
increasingly difficult and complex. In the
government  context, breakthrough and
innovative policies are required to overcome
problems and to improve the best public
services provided to society. In improving
public services, the role of e-government is
fundamental, and government organizations
must keep improving their understanding of
e-government implementation. In the digital era,
activities in any sector are made easier by the
presence of technology. Digital transformation
in the government context refers to the use of
digital technology to transform public services
for society (Curtis, 2019; Marius R. Busemeyer
(ed.) et al.,, 2022). Decisions and policies,
especially those regarding digitalization, must
be clear and firm to facilitate people’s welfare.

Digital transformation integrates all
service areas to produce changes that satisfy
service users. The United Nations, through the
“E-Government Survey 2020,” has released the
level of adoption of e-government systems by
countries. In the report, Indonesia ranked 88th
out of 193 countries implementing an electronic-
based government system (SPBE). Apart from
that, Indonesia’s digital transformation based on

INSEAD’s 2022 Global Talent Competitiveness

Index is still ranked 72nd, below Singapore

(2), Malaysia (32), the Philippines (62), and
Thailand (67). Indonesia’s digital skills are also
rated very low, at 5.70 out of 100 (Luky, 2022).

The strategic policy of the Indonesian
government in the digital transformation of
public service bureaucracy at the regional level
faces problems related to human resources,
infrastructure, and work culture. This shows
that digitalization in providing services still
needs to be further improved. Implementing an
SPBE has become a concern for all countries.
Indonesia still needs to catch up with other
ASEAN countries regarding the coverage and
quality of digital government services, digital
infrastructure, and human resource skills in
operating e-government services.

The acceleration of public services by
the government is facilitated through the
Bureaucratic Reform Program stipulated in
Presidential Regulation 81 of 2010 concerning
Grand Design for Bureaucratic Reform
2010-2025. The government issued a policy,
Presidential Regulation of the Republic of
Indonesia Number 95 of 2018, which stated that
all government agencies must use an SPBE as an
e-government integration. In particular, change
of SPBE in the area of management where the
implementation of systems, processes, and
work procedures that are transparent, effective,

efficient, and measurable are supported by

the implementation of SPBE followed by
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Monitoring and Evaluation in Regulation of
the Minister for Empowerment of Bureaucratic
Reform Apparatus Number 59 of 2020. SPBE
evaluation measures progress achievements and
improves the quality of SPBE implementation
in central and regional government agencies.

Public services are a series of activities
to fulfill service needs following statutory
regulations for every citizen and resident for
goods, services, or administrative services
as defined in Law No. 25 of 2009 concerning
Public Services. The government must respond
to society’s expectations and global challenges
triggered by change and progress, especially
in technology. The world has changed, and
activities are carried out using digital technology.
Society is becoming more thoughtful and well-
informed, so it tends to have more demand for
available public services.

Public information is an important factor
in public services. It is a continuous process
of providing services to society and making
decisions for the government, as stated in the

following quote:
“A characteristic ~ of  information
management in government is that it can
be thought of in lifecycle terms, a concept
long used by archivists. The stages of
the government’s information holdings
begin with its collection and production
and include wuse, storage, retrieval,
dissemination, protection, disposal,
and longer-term retention. Information
collected for one purpose can be reused for
other purposes, and information storage in
electronic databases opens up significant

possibilities and related issues for sharing
information and creating new information
and knowledge. Such information can be
retained as individual data elements, as data
combinations to support decision-making,
and, with the application of judgment, as
accumulated knowledge and wisdom”
(Brown, 2005).

E-Government is a technique that utilizes
technology. The ability to provide government
services and information online is quickly
becoming standard for governments in rich
and developing countries. The benefits of
include services,

e-government improved

access to information, and opennes and
transparency form of government, also the
capacity to be involved in several government
activities. The implementation of e-government
able to empower local citizens by providing
opportunities to learn new skills, obtain
new information, and get involved in local
government activities (Al-Rzoky et al., 2019;
Cegarra-Navarro et al., 2012; Enaifoghe &
Ndebele, 2023; Jun et al., 2014; Karpagavalli &
Mohanasoundari, 2017; Kavathkar et al., 2023).
Governance based on information technology
development and innovation requires human
resources competent in implementing SPBE,
a government administration that utilizes
information and communication technology
to provide services to users (Wulandari et al.,

2021).

E-governance is the use of information
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and communications by the public sector,
communications to improve the delivery of
information and services, encourage citizen
participation in decision-making processes and
make government more accountable, transparent
and effective. E-Government aims to involve,
enable, and empower citizens of companies,
governments, and other institutions. People
through E-Government benefit from electronic
services that are affordable, comfortable,
instant, efficient, transparent, and fair the entire
time; businesses benefit from shorter time in
registration of new business establishments, get
assistance in running an e-commerce business,
superior compliance with regulatory standards
for running a business, convenience and more
transparency when doing business with the
government via e-tender, and prevent corruption
during financial clearing from government
compensation by using e-banking. Government
institutions benefit from up-to-date information
to make sound policy decisions and regulatory
controls; fast handling of data provided for
better decision making; efficient management;
the spread of stronger regulatory norms; better
outcomes in regulatory mechanisms such as
taxation; higher performance in social sectors
such as health, education, and social welfare;
and develop a positive impression of dynamics

of modern government before the public

(Bokhari & Myeong, 2022; Noprisson, 2019).

Previous  studies regarding  digital
transformation related to service communication
have been done before, such as Pangandaheng et
al., 2022; Senyo et al. (2021) who conducted a
literature review in the business and government
sectors. They illustrated that in the context of
government, digital transformation requires the
commitment and leadership of all stakeholders.
The common strategy is the creation of public
values in digital transformation (economic,
administrative, societal, and democratic)
and the need to develop knowledge about
managing digital transformation projects in a
government context. Another study shows that
the development of digital government requires
support from structural, cultural, and technical
transformation of bureaucratic system. An
important strategy is to ensure the use of digital
technology, including policies, at all ranks
and levels of the bureaucracy. It is necessary
to design a framework and governance for
digitalization .

Regarding the effective use of digital
showed that the

transformation, a study

transformation ~ of the electronic-based
government system of the Ministry of Energy
and Mineral Resources experienced an increase
according to the expected target of “very
good” level. The optimization of integrated

information technology and strategic initiatives

improves the national SPBE and international

Digital transformation through electronic-based government system performance as public relations strategy
(Dedeh Fardiah, Ferry Darmawan, Rini Rinawati, Viky Edya Martina Supaat, Edwan Hadnansyah)



27 PRofesi Humas, Volume 9, No. 1, 2024, pp. 23-48

E-Government (Putra & Dhanuarta, 2021).
Similar research also illustrates that support
from the government and society in human and
financial resources is necessary. The benefits or
value of implementing E-Government within
the local government of Badung Regency can
already be experienced by society (Kadek et al.,
2022).

Public services through an -electronic-
based government system in Malang City are
successful through a network service model
optimization. An electronic-based government
system has proven to provide convenience for
the public. Changes in delivering public services
from the original “Old Public Administration”
system to “New Public Service.” It implements
an electronic-based government system with a
vertical and horizontal integration process so that
the transformation of public services through
electronic-based government has provided a lot
of benefits, input, and conveniences for today’s
society (Putra & Dhanuarta, 2021).

Otherresearch in Malang City shows thatthe
city faces organizational challenges and social
problems such as lack of leadership, resistance
to change, digital divide, digital literacy, and
social inclusion needs. Technological challenges
occur in terms of cybersecurity, updates, and
system scalability. This research also found that
Malang City Government needs a user-oriented

e-government approach to ensure data security

and privacy. Areas that need improvement

include complaint management, digital
training, and cyber security, with complaint
management as the most effective solution. The
implication of this research is the importance
of communication and understanding between
government bodies and the public (Windah et
al., 2023).

In general, the factors that drive the
success of the digitalization process of public
services are professionalism with public service
innovation, human resource capabilities,
and work experience (Alvarenga et al,
2020a). However, the inhibiting factors of an
organizational and cultural perspective are
leadership, coordination between divisions,
operational support, resistance to change, and
complicated bureaucracy (Sisilianingsih et al.,
2024).

Digital  transformation in  regional
government in Indonesia, based on a research
study on digital transformation of regional
government in the era of society 5.0: case
study in West Java Province, shows that digital
transformation is still relatively behind to other
countries, especially in Southeast Asia. This is
due to several inhibiting factors: implementation
needs human

standardization, inadequate

resources, uneven infrastructure, lack of

societal involvement, and lack of government

commitment (Setyasih, 2022). Similarly, other
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regions show a similar situation where SPBE
development shows a relatively low level of
maturity on top of high gap between the Central
and Local Governments (Arief & Abbas, 2021;
Dwitawati, 2021; Made Sukarsa et al., 2020;
Oktarina & Sukmawati, 2022; Payong & Soares,
2023; Rachmawati et al., 2022; Sulistiyanto et
al., 2023).
Research in India suggested that
e-government is a multidimensional construct
with customer orientation, channel orientation,
and technology orientation as antecedents.
Based on customer orientation and relationship
marketing theory, this research proposes that
citizen orientation is the most significant
factor influencing success in implementing
e-government projects, followed by channel and
technology orientation (Malodia et al., 2021).
Previous studies generally discussed the
role of digital transformation, the importance
of digital

transformation, effectiveness,

factors inhibiting and supporting digital
transformation, and stakeholder involvement
in digital transformation. None of them
implying investigation on the relationship
between public communication and digital
transformation by the government. At the same
time, it is prominent to bridge the government’s
internal and external communication. On

public communication area, the government

has regulated that all regional governments has

information management duties based on legal
basis as stated in Law No. 23 of 2014 concerning
Regional Government. Article 345, paragraph
(1) which reads, “Regional governments are
obliged to develop public service management
by referring to principles of public service.”
In addition paragraph (2) mentions, “Public
service management as referred to in paragraph
(1) includes: a. Consultation services b.
Counseling to society c. Internal supervision
d. Information management e. Management
of public complaints f. Implementation of
services g. Other public services, article 347,
reads, “Regional governments are obliged
to announce public service information as
intended in article 345 paragraph (2) letter c
to the public through media and places that the
wider society can access” (Law No. 23 of 2014,
n.d.). Government Public Relations (GPR)
plays a vital role in supporting and optimizing
the performance of SPBE. In this digital era,
PR functions as not only a messenger but also
a facilitator of change and innovation in public
communication through SPBE.

Consequently, this research examined the
public communication strategy by Regional
Apparatus  Organizations (OPD) through
SPBE. Specifically, it discussed the forms of
information, interaction processes, transaction
collaboration,

Pprocesses, performance

optimization, and public communication

Digital transformation through electronic-based government system performance as public relations strategy
(Dedeh Fardiah, Ferry Darmawan, Rini Rinawati, Viky Edya Martina Supaat, Edwan Hadnansyah)



29 PRofesi Humas, Volume 9, No. 1, 2024, pp. 23-48

and the role of government public relations
in strengthening public communication. It
aimed to provide input for local governments
to evaluate policies related to public service
communication and to improve Electronic-

Based Government Systems.

RESEARCH METHOD

This research focusing on public
communication by institutions within the West
Java Regional Government in the context of
digital transformation. The target is the public
communications manager in the West Java
Regional Apparatus Organization (OPD).

A qualitative study is used to discover
insights that cannot be achieved with
statistical procedures or other quantification
methods (focusing on measurement). Based
on the problems and research objectives, this
research used a qualitative method with a case
study model (Fardiah et al., 2023).It is a case
study with a single issue, which is the public
communication strategy to achieve digital
transformation within the Regional Government
Institution of West Java Province. It examined
the public communication strategy by the
Regional Apparatus Organization (OPD) for
digital transformation through an Electronic-

Based Government System in West Java. This

research is expected to provide a detailed and

in-depth description of how GPR supports the
digital transformation of public communication
through SPBE and provide practical
recommendations that other governments can
implement.

Some techniques to collect the data are
used in this research such as: (1) Interviews:
the researchers conducted interviews with
communication managers within the West Java
Provincial Government, the leading information
management sector at the provincial level,
and the West Java Provincial Communication
and Information Service; (2) Documentation:
researchers explored secondary databy searching
documents, websites, and applications related
to digital transformation; (3) Focus Group
Discussion (FGD): The researchers conducted
FGDs by gathering SPBE managers in 28 Cities/
Regencies around West Java, Bogor, Sukabumi,
Cianjur, Bekasi, Karawang, Purwakarta,
Subang, Bandung, Garut, Tasikmalaya, Ciamis,
Cirebon, Kuningan, Indramayu, Majalengka,
West Bandung, Pangandaran. Consisting of
9 City Governments such as Bandung City
Government, Bogor, Sukabumi, Cirebon,
Bekasi, Depok, Cimahi, Tasikmalaya, and
Banjar. The FGD was held on 28-29 May 2024
in Bandung City, lasting eight hours for two
days.

The data analysis technique for case studies

and also ethnography consists of a “detailed
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description” of the case and setting. If a case
displays the chronology of an event, the analysis
requires many data sources to determine the
evidence at each phase in the case’s evolution.
Moreover, the researchers should analyze
information for ‘“unique” case settings to
determine how the event occurred according to
the setting (Muda & Monggilo, 2020).

Yin (2018) divides three analysis
techniques for case studies: (1) pattern matching,
a pattern using matching logic. This logic
compares patterns based on empirical data with
the predicted ones (or with several alternative
predictions); (2) making explanations, which
analyzes data by an explanation about the
relevant case; and (3) time series analysis, which
is widely used for case studies with experimental
and quasi-experimental approaches.

In this research, data analysis was made by
explanations of data from data collection process
through interviews, documentation, and FGD.
This research uses explanatory techniques to

conduct qualitative data analysis and presented

in a detailed and systematic description.

RESULTS AND DISCUSSION

The development of Information and
Communication Technology (ICT) provides
opportunities for the government as a public

servant to develop the state apparatus and

bureaucracy through SPBE as stated in
Presidential Regulation Number 95 of 2018
concerning SPBE which contains government
administration  through information and
communication technology.

SPBE facilitates efficient and effective
government administration with transparency
and accountability in government
administration, development, and society. The
regional Government of West Java Province
implements SPBE by the SPBE Governance and
Management framework to provide maximum
service quality.

Electronic-Based Government System
implementation in West Java is regulated in
Governor Regulation Number 161 of 2022.
Article 11, paragraph 1, which states that the
Regional Government of West Java Province
Prepares an SPBE Plan Map as a guideline for
preparing and implementing integrated SPBE
between regional government and Central
government. SPBE Plan Map in implementation
is considered by assigning the direction of
policies, strategies, and initiatives in the National
SPBE Architecture and Plan Map, Regional
Government SPBE Architecture, Regional
Medium Term Development Plan (RPJMD) for
2018-2023, Regional Development Plan (RPD)
for 2024-2026 and other strategic planning

documents (Map of the West Java Provincial

Government’s Electronic-Based Government
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Figure 1 Conditions for SPBE implementation in West Java

System Plan for 2023-2028, 2023).
The SPBE Index for the Regional

Government of West Java Province experiences

fluctuations, resulting from the evaluation study

of the implementation and optimization strategy

of SPBE policy (Figure 1).

of  State

The  Ministry Apparatus

Empowerment and Bureaucratic Reform
(PANRB) announced the 2023 SPBE evaluation

results. 621 government agencies were
evaluated, of which 24 central and regional
governments received a satisfactory rating.
Based on the review, the SPBE index 2023 was

2.79, with a good predicate.

Based on the results of FGDs, the public
communication of City/Regency Government
representatives in West Java generally includes
the following components:

Public Communication Information through
SPBE Services; The ICT revolution provides
opportunities for the government to develop
innovation of state apparatus development
through SPBE or E-Government. This system
uses ICT to provide services to government
agencies, state civil servants, businesses,
society, and other parties. SPBE provides an
opportunity to realize open, participatory,
accountable

innovative, and government
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Figure 2 Public Communication Information through SPBE Services

administration, increase collaboration between
government agencies to achieve common goals,
improve the quality and achievement of public
services to broader society, and reduce the level
of authority abuse by collusion, corruption, and
nepotism.

SPBE is more than just using applications
or information systems in the daily operational

work of government activities. Moreover, it

covers several domains including information
technology (IT), and services. In the domain
of government activities, the scope of SPBE
includes the SPBE Master Plan, Business
Processes, SPBE Budgets and Expenditures,
and Electronic Data and Information. In
the IT Domain, SPBE includes Integrated
Intra-Government Networks,

Data Centers,

Government Service Connecting Systems,
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SPBE Service Applications, and Government

Information  Security. Meanwhile, SPBE

includes Electronic-Based Government
Administration Services and Electronic-Based
Public Services in the Service Domain (Figure
2).

The public communication information
through SPBE services in cities/regencies in
West Java covers diverse aspects, as depicted in
the chart above. The Government information
portal in the form of the official websites of
central and regional government that provide
information related to policies, programs,
services, and latest news. It also has online
complaint services in the form of platforms
that enable public to submit suggestions or
complaints regarding public services. The
official government social media used to convey
the latestinformation, to answer questions, and to
interact with public in real time. Simultaneously,
government mobile applications provide various
public services such as paying taxes, creating
documents, and health services, SPBE also has
management information systems (SIM) that
are used to manage internal government data
and information that can be accessed by civil
servants and officials government. Additionaly,
E-Procurement: electronic procurement system
is used for goods and services to increase

transparency and efficiency in the procurement

process. Moreover, there is also E-Planning and

E-Budgeting, an electronic-based planning and
budgeting systems that enable transparency
in preparing budgets and development plans.
In addition, government dashboard, a data
visualization platform that governments use to
monitor performance and make decisions based
onreal-time data, isalso available. Official Email
and Newsletter, using email and digital bulletins
to send important information to the public and
stakeholders are other feature available. Online
Discussion Forum is also available as a platform
where the public can participate in discussions
regarding public issues and government
policies. SPBE includes E-Meeting and Video
Conference technology to hold meetings
virtually, which reduces the need for face-to-
face meetings. There is also the introduction of
Integrated Service System as a one-stop service
center that utilizes technology to provide
various public services on one platform. The
whole SPBE service implementation facilitates
access to information, increases community
participation, and improves the quality of public
services. Furthermore, SPBE also supports the
achievement of good governance by increasing
government transparency and accountability.
Public Communication Interaction
Process through SPBE Services: The public
communication process through the SPBE

service in West Java Provincial and City/

Regency governments generally adopts an
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Figure 3 Public Communication Process through SPBE Services

interaction pattern to facilitate more efficient

and transparent communication between
government and society with steps in the
process in Figure 3.

SPBE Infrastructure Development involves
developing digital platforms such as websites,
mobile applications, and public service portals
that can be accessed by the public. It also
involves system integration by integrating
different systems in government agencies to
carry out a smoother data and information
exchange process.

The following method

provides information regarding public services,

policies, and regulations, which is done with
transparency through the SPBE platform so that
society can easily access and understand it.

The government’s interaction process
with society is also done in two ways: through
communication such as discussion forums,
chatbots, email, and social media. In this
interaction process, the public can provide input,
suggestions, complaints, or questions through
the channels provided. Input from society is
analyzed by an authorized team to identify

problems and opportunities for improvement

through an input and response management
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Figure 4 Public Communication Information Transaction Process through SPBE Services

mechanism. The government provides an
official response to input received directly from
the input provider and generally via the SPBE
platform.

The interaction process is transparent and
accountable by publishing follow-ups based on
public input. Apart from that, the government
also periodically reports the performance of
SPBE services and responses to public input.
Electronic-based public services are provided
online for easy public access. To ensure
society’s participation in using this service, the
government also does education and outreach to
increase public awareness about SPBE services.
It provides training and guidance to ensure
they can use SPBE services effectively. The
performance of public communications through
SPBE services is evaluated periodically to
ensure effectiveness and efficiency through
monitoring and evaluation activities so that the
government continues to develop and improve

SPBE services to meet the growing needs of

society. With the example, SPBE services can
enhance the quality of public communication,
strengthen relations between government
and society, while increasing public trust in
government.

Information

Public Communication

Transaction Process via SPBE Services:
Public communication plays an essential
role in increasing society’s involvement. The
government can listen to any aspirations,
input, and society’s needs by providing open
communication channels. This allows the
government to design policies more in line with
the actual needs of society, thereby creating
a more significant positive impact. One of
the public information transaction processes
between the government and the public is
online public service information complaint
transaction facilities, which enable the public
to submit complaints, suggestions, or input

regarding public services via digital platforms.

This process ensures that complaints can be
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submitted quickly, processed efficiently, and
followed up transparently. The information
transaction process in the form of public
complaints in provincial and city/district
governments in West Java is described in Figure
4.

The government generally provides an
official complaint portal accessed via a website,
mobile application, or another digital platform
equipped with security features to protect
users’ data and maintain the confidentiality of
complaints. In this process, the government
provides clear guidance on how to submit a
complaint, the types of complaints that can be
submitted, and procedures for handling them so
that many people take advantage of the online
complaint system facilitated by the government.
A complaint mechanism is usually used by
the public to fill out the form available on the
portal with the necessary information, such as
name, contact, description of the problem, and
supporting evidence. In this context, the system
assigns a unique reference number to each
complaint, which can be used to track the status
of the complaint.

Complaints from the public are processed
throughverification,andwhetherthisinformation
is valid or not is to be recorded in a database and
officially accepted for further processing. The

next step is organizing types of complaints to

be synchronized with the government unit or

agency responsible for handling the problem for
further processing. The next step is organizing
types of complaints to be synchronized with
the government unit or agency responsible for
handling the problem for further processing.
Complaint data is analyzed to identify patterns,
trends, and areas that require improvement and
then take necessary steps to resolve them. The
government updates information regarding
the progress of complaints by using tracking
methods and regularly updating information
so that the public knows what stage of the
complaint process has reached via email, SMS,
WhatsApp, or application notifications.

The following process is the follow-up
stage of handling, which involves conveying the
settlement results. At this stage, complainants
can provide feedback on how their complaint
was handled and whether they were satisfied
with the outcome. The response from the
complainant can later be used as evaluation
material so that the government can improve
the complaint-handling system and procedures
to increase effectiveness and efficiency. With
an excellent online-based public service
information complaint transaction mechanism,
the government can improve the quality of
public services, strengthen relationships with
society, and encourage public participation in
government processes (Alvarenga et al., 2020b;

Gil-Garcia et al., 2018; Lele & Goswami, 2017;
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Source: FGD Results, 2023

Figure 5 Public Communication Collaboration Model through SPBE Services

Omar et al., 2017).

Collaborative Form of Public
Communication through SPBE Services: This
form of public communication collaboration
through local government SPBE services at
the provincial and city/district levels involves
parties working together to improve the
effectiveness of communication and public
services. Collaboration includes cooperation
between government, society, the private sector,

(NGOs),

and even international collaboration. Figure 5

non-governmental  organizations

shows some models of collaboration.
The government and society collaborate

by providing a digital platform that allows the

public to participate in public consultations,

surveys, and discussion forums regarding
public policies and services. Complaints and
aspirations service accommodates the public
to be followed up by the government. This
collaboration is done through the principle of
information transparency, the availability of
open access to public data and information
through the SPBE portal so that the public can
monitor government performance and provide
constructive input.

Collaboration ~ between  government
agencies is done by integrating the systems
of their government agencies, which allows
for a more efficient exchange of data and

information. For example, the integration of

population data between the Department of
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Home Affairs and the Department of Education.
In addition, government institutions work
together to formulate and implement policies
that require cross-sector collaboration, such as
environmental or health policies. An integrated
emergency response team consisting of various
government agencies is sometimes created to
handle natural disasters or other emergencies.

Collaboration with the private sector
is through a partnership process where the
government collaborates with private companies
in digital infrastructure development projects,
such as internet networks in remote areas. In
developing technology, the government partners
up with technology companies to develop and
implement the latest technological solutions
in public services, such as e-government and
smart cities. Another form of collaboration
to help with the government’s limited budget
is through a Corporate Social Responsibility
(CSR) program, which allows private
companies to participate in CSR programs to
support the government in education, health,
and the environment.

Collaboration with Non-Governmental
Organizations (NGOs) initiated by working
together on community empowerment projects,
such as skills training, health, and education
programs, join implementing campaigns to

increase public awareness about important

issues, such as health, environment, and human

rights, as well as assisting in monitoring and
evaluating government programs to ensure
transparency and accountability. Another
collaboration is with academics and research
institutions, such as universities and research
institutions, conducting studies for fact-based
policymaking. Academics can also provide
consultation and advice to the government in
formulating more effective and efficient policies
and programs.

The collaboration that is significant in
this digital era is international collaboration,
local governments working together with
other countries and international organizations
in diverse projects, such as environmental
management, global health, and infrastructure
development, international cooperation in the
form of technology and knowledge transfer to
increase domestic technological capacity as
well as government sharing information and
best practices with other countries to increase
the effectiveness of public services and policies.
With public communication collaboration

through SPBE services, the government
can improve the quality of public services,
strengthen public trust, and achieve more
inclusive and sustainable development goals.
Optimizing public communication
performancethrough SPBE services: Optimizing
public communication performance through

SPBE services involves several strategies and
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Figure 6 Optimizing Public Communication Performance through SPBE Services

actions to increase the efficiency, effectiveness,
and quality of communication between the
government and the public. Figure 6 shows the
approach taken by local governments to achieve
optimization.

Effective and efficient public services are
essential in the current digital era. SPBE or
e-government offers opportunities to improve
public communication performance. SPBE
utilizes ICT to provide society with transparent,
responsive,andaccountableservices. Optimizing
public communication performance through
SPBE services is important for a more efficient,
transparent, and responsive government. With

the right strategy in developing technology,

integrating services, using data, developing

human resources, and maintaining security
and privacy, the government can improve the
quality of public services and earned the trust
of its public.

Effective implementation of SPBE can
significantly increase public satisfaction with
government services. By providing services
that are easily accessible, transparent, efficient,
and safe and involving the public in feedback
and consultation processes, government can
build trust and improve the quality of public
services. Continuous education, training, and
innovation in services and technology are also
the keys to achieving this goal successfully.
Effective and efficient public services are

important in the current digital era. SPBE or
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e-government offers opportunities to improve
public communication performance. SPBE
utilizes ICT to provide society with transparent,
responsive, and accountable services.
Increasing satisfaction can also be
achieved by providing complete, clear, and
easily accessible information regarding public
services, procedures, requirements, and
costs required and displaying a transparency
dashboard that shows the status and progress
of public service applications, automating the
service process to reduce completion time and
minimize errors man. In addition, an online
feedback system eases the public to voice
criticism, suggestions, and assessments of
services. In increasing user personalization,
services offered can be tailored to individual
needs and preferences, and notifications and
reminders regarding service status, deadlines,
and other important information are also added
via email or mobile applications. Another
important part is a security and privacy system
with strong cyber security to protect people’s
data.
Operational efficiency through SPBE
is a strategic step to improve government
performance and the quality of public services.
By utilizing technology, optimizing processes,
and increasing human resource capacity, the

government can provide better services to the

public at lower costs and faster. Successful

implementation requires commitment,

coordination, and ongoing evaluation to
ensure that efficiency goals are achieved. This
is done by automating and replacing physical
documents with digital documents to make
storing, searching, and sending information
easier.

Transparency and accountability are two
important principles in good governance.
Implementing an SPBE can significantly

improve these two principles through
information and communication technology.
This is done by providing public information
by giving a unique portal for transparency that
offers easy access to public information, such
as financial reports, budgets, audit results, and
procurement of goods/services, and provides
real-time information about the performance of
various government departments and programs.
Publication of government data must also be
open, where non-sensitive government data is
published openly in a format that is easy to access
and use by the public and third parties, allowing
the public to download, analyze, and visualize
government data. The government also provides
access to policy documents, regulations, and
decisions taken by the government online and
even involves the public in the decision-making
process through online public consultations,

discussion forums, and surveys.

Accountability is achieved through an
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e-audit system to facilitate a more efficient and
transparent internal and external audit process
and an electronic financial reporting system
to ensure the accuracy and transparency of
government financial reports. Meanwhile, in
terms of online complaint handling, which
allows the public to report complaints and
problems related to public services directly,
there is also a clear and transparent mechanism
for following up on complaints and providing
feedback to the public.

Previous research affirms that the electronic
governance model helps quickly dispose of
citizen complaints. One-sided communication
is a characteristic of traditional government.
Unilateral communication will lead to
corruption, time-consuming official rules, and
procedures, delays in decision-making, bribery,
undue favors to close people, no accountability,
more emphasis on documents and archives,
changing laws and regulations to assist, etc.
E-governance has helped the government
to overcome these problems. Citizens’ trust
in public institutions is restored. Access to
information and delivery of public services
changes when e-governance begins to be
implemented. Mechanisms for public service
delivery should not be created according
to government requirements but designed

according to the needs of citizens. Adopting

e-governance also changes the perspective of

a global society. This perspective is seen when
a country rises in rankings in major reports or
indices prepared by the UN, IMF, WB, UNDP,
UNESCO, etc. For an e-governance plan to
succeed, it needs a supportive atmosphere
conducive to shaping and delivering desired
results. The result of administrative reform
is only visible when existing deficiencies are
eliminated. Continuous evaluation of user
feedback can help in achieving success (Singh,
2023).
Digital  transformation  of  public
communication through SPBE is important in
improving efficiency, transparency, and public
participation in public services. In this digital
era, the role of GPR is not only as a messenger
but also as a facilitator of change and innovation
in public communication through SPBE.
GPR plays an important role in providing
healthy and positive information to the public
amidst the polemics over the development of
communication technology. Therefore, GPR
must provide information that pays attention
to pluralism and cultural sensitivity in the
community (Satira & Hidriani, 2021). The role
of government PR (GPR) is very important
in order for information to be well received
by the public, and creating reciprocity from
the community, which can also reach the

government. In its role, PR in government must

possessed a good communication skills in order
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to provide information to individuals or groups
and receiving information as well as aspirations
during the process, which will then become a
reference for the government in making policies
that are needed by the community (Kadarisman,
2021). GPR is a distinctive management
function that maintains a common path between
the government and its public, consisting of
activity

in communicating, understanding,

accepting, and cooperating . In West Java,
GPR utilizes the SPBE platform to integrate
various communication channels to make it
faster and in real-time by utilizing social media,
government portals, and mobile applications
that allow the government to interact directly
with the community. The research studies
conducted contain the principle of community
interaction and GPR (Afrilia et al., 2023;
Dunan, 2020; Meganck et al., 2020; Zagidullin
et al., 2021). In improving the accessibility of
public information, GPR also provides public
information easily accessible to the public
anytime and anywhere.

The West Java government’s GPR also uses
the principle of more personalized services in
public communication; through integrated West
Java Big data, the government tailors messages
andservicesbased onthespecificneedsofvarious
community groups, increasing the relevance
and effectiveness of communication. Therefore,

GPR uses multiple platforms to increase public

participation in government processes with
features such as e-participation, the public can
provide input, following consultations, and even
the public, can participate in decision-making
digitally. This is relevant to research conducted
in America about community involvement
in decision making (Liu & Horsley, 2007). In
crises, GPR also utilizes SPBE to provide fast
and accurate information to provide real-time
updates and manage crisis communications
more effectively, minimizing misinformation
and public concerns. This mechanism ultimately
helps build public trust and increase government
accountability in managing public policies and
services through optimizing technology to
develop innovations in public communication.
In line with research, Good Governance and
Public Relations are important for building trust
and positive relationships between government
and society. Good Governance involves a set
of practices and principles that ensure that
decision-making is transparent, accountable,
and responsive to citizens’ needs. An effective
Public Relations strategy can help governments
communicate their policies and actions to the
public clearly and compellingly. This can help
build trust and understanding, essential for
good governance (Anggraini & Maulida, 2023;
Aribisala et al., 2023; BHOI, 2023).

In implementing SPBE, GPR utilizes

chatbots for information services, live streaming
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for government events, and interactive
applications for two-way communication with
the public. Based on the results of previous
research, there are two communication
strategies that GPR can use in the era of the
Industrial Revolution 4.0, content automation
and digital storytelling and supporting experts in
the fields of public relations, data analysis, and
data learning. The ability of public relations can
support the implementation of communication
strategies (Dunan & Mudjiyanto, 2020). Social
media and official websites can be maximized
as a source of information when a crisis
occurs, in addition to press release activities,
media gatherings, public hearings, and press
conferences. Turning crises into opportunities
and providing added value to positive imaging
is something that public relations must do.
Therefore, all communication channels must
be organized and managed properly. Crisis
communication  strategies must consider

the diversity of communication platforms

(Takariani et al., 2020).

CONCLUSION

This research focuses on aspects of public
communication through SPBE, which shows
that public communication information is in the
form of services for society, business entities,
civil servants.

government services, and

The interaction processes are infrastructure

development, information provision, two-way
interaction, input and response management,
transparency and accountability, online-
based public services, education, outreach,
and evaluation and development. The
information transaction process consists of
providing a complaint platform, guidelines
for using the platform, submitting public
complaints, verifying and receiving public
complaints, handling complaints, confirming
and communicating, resolving complaints,
and evaluating and improving the system.
Collaboration includes government and
society, government institutions, the private
sector,

non-governmental organizations

(NGOs), academics, research institutions,
and international collaboration. Optimizing
public communication performance increases
public satisfaction, operational efficiency,
transparency, and accountability, and it involves
good public participation.

The research implies that the government
must consistently improve and diversify
information forms in order for information
to reach all groups massively, covering those
with physical or digital limitations. The
government should also strengthen the two-
way interaction process with society through
digital platforms to build more responsive and
participatory communication, develop chatbots

and Al to handle various requests and questions
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more effectively, and conduct educational

campaigns on using SPBE services and their
benefits for society. Furthermore, optimization
of information transaction processes and
continuous collaboration in building a platform
are vital.

This research focuses on the context

of public communication in government

organizations in cities/districts. Therefore, more

in-depth research in each region is required.
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