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Abstract. E-participation is a strategic factor in the era of digital governance and open 
government. The aim of this study is to describe e-readiness and the effectiveness 
of e-participation in Indonesia. This study focuses on social and economic aspects, 
VSHFL¿FDOO\�RQ�JURXSV�RI�IRUPDO�ZRUNHUV�ZKR�DUH�DFFXVWRPHG�WR�XVLQJ�,&7��,QIRUPDWLRQ�
and Communication Technology). The method used is qualitative with informants from 
¿IW\�VL[�GLVWULFWV�FLWLHV� LQ�,QGRQHVLD��4XDOLWDWLYH�GDWD�DQDO\VLV�VWHSV�DUH�FDUULHG�RXW�WR�
REWDLQ�¿QGLQJV��7KH�UHVXOWV�RI�WKH�VWXG\�VKRZ�WKDW�H�SDUWLFLSDWLRQ�KDV�QRW�EHHQ�HIIHFWLYH�
in two-way forms and community involvement. The e-readiness of this community group 
is constrained by income, network infrastructure, and motivation in e-participation. This 
VWXG\�¿QGV�WKDW�WKH�GHYHORSPHQW�RI�H�SDUWLFLSDWLRQ�VWDJHV�LV�LQ�OLQH�ZLWK�WKH�GHYHORSPHQW�
of e-government and digital government stages, as well as rules in conventional 
SDUWLFLSDWLRQ��)XO¿OOLQJ�EDVLF�QHHGV�FDQ�EH�D�PRWLYDWLRQ�IRU�H�SDUWLFLSDWLRQ�DQG�LQFUHDVH�
the perception of openness. 
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Introduction

Participation is believed to be the core 
value of open government. Open government 
is a new perspective in the information age, 
DQ� LQQRYDWLRQ� WKDW� DLPV� WR� VROYH� FRPSOH[�
public policy problems by changing the 
traditional form of public service provision 
to a new form that is more innovative, 
technology-based, open,  and prioritizing 
SDUWLFLSDWLRQ� DQG� FROODERUDWLRQ� �0HLMHU��
Lips, & Chen, 2019)contributing to public 
knowledge, or replacing traditional forms of 
public service provision. These innovative 
open and collaborative organizational forms 
in cities seem to point toward not only a 
wide variety of digitally connected actors 
but also to a fundamentally different and 
more invisible role of government in these 
arrangements. We argue that the recently 
emerging paradigm of New Public Governance 
�13*�� 7KH� HVVHQFH� RI� RSHQ� JRYHUQPHQW�
LV� WUDQVSDUHQF\� DQG� SDUWLFLSDWLRQ� �0HLMHU��
Curtin, & Hillebrandt, 2012). Transparency 

revolves around freedom of information, 
active dissemination of information, access 
to documents and usability of the website. 
Meanwhile, participation is about interactive 
policy-making, consultation, dialogue, and 
stakeholder engagement. Transparency is 
also an essential element of 21st-century 
GHPRFUDF\��*DYHOLQ��%XUDOO��	�:LOVRQ��������

E-participation is a strategic factor to 
increase citizen participation in the era of 
digital governance and open government 
�6DQIRUG� 	� 5RVH�� ������� (�SDUWLFLSDWLRQ�
LV� GH¿QHG� DV� WKH� XVH� RI� FRPPXQLFDWLRQ�
information technology to support 
GHPRFUDWLF� GHFLVLRQ�PDNLQJ� �0DFLQWRVK��
2004; Medaglia, 2012). This is related to 
opportunities that enable consultation and 
dialogue between government and citizens 
XVLQJ�YDULRXV�,&7�WRROV��0HGDJOLD��������

The implementation of public 
participation and also e-participation in 
realizing Open Government in Indonesia has 
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been supported by various regulations, such 
as the Regional Government Law, Government 
Regulation on Public Participation in the 
Implementation of Regional Government, 
the Public Information Disclosure Law, 
Presidential Regulation on Electronic-Based 
Government Systems, and Presidential 
Decree concerning Electronic Based 
*RYHUQPHQW� 6\VWHP� �63%(��� ,QGRQHVLD�
also commits through the Indonesia Open 
Government Partnership National Action 
Plan. In the 2018-2020 Action Plan, the 
Indonesian government emphasizes 
action on data transparency, data update, 
data publication, data integration, public 
participation, and quality improvement of 
complaint handling of public services. 

However, the implementation of public 
participation in Indonesia still does not 
meet the ideal goal of participation. The 
8QLWHG�1DWLRQ��������VWDWHG�WKDW�,QGRQHVLD¶V�
e-participation is still at the lowest level. At 
the national level, the type of e-participation 
is at the level of e-information, while at the 
local level, the level of e-participation is 
at citizen feedback and complaint systems 
�VHFRQG� OHYHO��� ,QGRQHVLD¶V� H�SDUWLFLSDWLRQ�
LQGH[�EDVHG�RQ�7KH�8QLWHG�1DWLRQ�LV��������
�UDQNLQJ�����LQ�������KDG�D�YDOXH�RI��������
�UDQNLQJ����� LQ�������DQG�������� �UDQNLQJ�
�����LQ�������7KH�:RUOG�%DQN�DOVR�SURYLGHV�
H�SDUWLFLSDWLRQ� LQGH[� RI� ,QGRQHVLD�� QDPHO\�
����� LQ� ������ DQG� VWLOO� ����� LQ� ������ 7KLV�
value is low when it is compared to other 
FRXQWULHV� LQ�$VLD��VXFK�DV�6LQJDSRUH��LQGH[�
RI��������3KLOLSSLQHV��LQGH[�RI��������0DOD\VLD�
�LQGH[�RI��������9LHWQDP��LQGH[���RI������DQG�
,QGLD��LQGH[�RI�������

Previous studies on e-participation 
LQ� ,QGRQHVLD� KDYH� H[DPLQHG� D� ORW� DERXW�
ZHEVLWHV��FRPSODLQW�V\VWHPV��/$325��3XEOLF�
Complaint and Aspiration Service), social 
media, and musrenbang��'HYHORSPHQW�3ODQ�
Discussion). Some research in big cities shows 
that the use of technology and social media 
has changed the shape of the relationship 
EHWZHHQ�VRFLHW\�DQG�JRYHUQPHQW��3XUQRPR��
Nurmandi, Prianto, Solahudin, & Jaenuri, 
������ 6XWULVQR� 	� $NEDU�� ������� +RZHYHU��
QRW�PDQ\�SHRSOH�XVH�H�SDUWLFLSDWLRQ��$WQDQ��
2018), and not all local governments get 
EHQH¿W� IURP� VRFLDO�PHGLD� �3XUQRPR� HW� DO���
������� 7KH� ZHEVLWH� DOVR� VWLOO� LJQRUHV� WKH�
H[LVWHQFH� RI� WKH� FRPPXQLW\�� WKHUH� LV� QR�
room for participation, so that the website 
has not been able to promote e-democracy 
�5LQDOGL�	�<XDUGDQL��������� /LNHZLVH�� WKHUH�
are still many problems in musrenbang 

DQG� WUDQVSDUHQF\� �3XUQRPR� HW� DO��� �������
The implementation of e-participation in 
Indonesia faces many challenges, namely 
from the digital divide, the lack of skills 
and education of the poor to be factors 
LQKLELWLQJ� H�SDUWLFLSDWLRQ�� �6DUL�� +LGD\DQWR��
Purwandari, Budi, & Kosandi, 2018)

On the other hand, e-participation 
studies have focused a lot on technology 
development, e-participation platforms, the 
use of internet and social media. Most of the 
e-participation research uses quantitative 
methods. The weakness of previous research 
is the lack of descriptions of the moderating 
variables, such as cultural and social 
GLPHQVLRQV� �5RGUtJXH]�%ROtYDU�� $OFDLGH�
Muñoz, & Cobo, 2018; Zolotov, Oliveira, & 
Casteleyn, 2018).Therefore, Zolotov et al. 
������� VXJJHVWHG� WR� LQFOXGH� FXOWXUDO� DQG�
social factors in e-participation studies. 

The difference between this research 
and previous research is that it will evaluate 
e-participation with the framework of the 
theory of evaluating e-participation from a 
social and economic perspective. As stated 
E\�=RORWRY�HW�DO����������WKHUH�KDV�QRW�EHHQ�
much research on e-participation from a social 
perspective. This research will also focus 
more on groups of formal workers who are 
accustomed to using ICT. This specialization 
was conducted because previous research 
�DV�FRQGXFWHG�E\�6DUL�HW�DO���������UHYHDOHG�
the lack of skills and education of citizens 
in e-participation. Thus, this study of 
e-participation, apart from emphasizing 
social and economic perspectives, also 
focuses on groups of formal workers who 
are already accustomed to using ICT. This 
VSHFLDOL]DWLRQ� LQ� IRUPDO� ZRUNHUV� LV� WR� ¿QG�
out other aspects that can determine the 
effectiveness of e-participation, other than 
education and skills.

Comprehensively, evaluation of 
e-participation is carried out from e-readiness 
to the effectiveness of e-participation. This 
research is in line with research from The 
8QLWHG�1DWLRQV��������ZKLFK�KDV�GHYHORSHG�
the Measurement and Evaluation Tool for 
Citizen Engagement and e-Participation 
�0(7(3��� +RZHYHU�� WKHUH� DUH� GLIIHUHQFHV�
in indicators between METEP and research 
conducted by the author, especially in the 
e-readiness indicator. 

E-readiness refers to the degree to 
which organizational and social networks are 
prepared to accept the innovation process 
made possible by ICT. The e-Readiness 
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assessment aims to provide benchmarks 
DQG�PHDVXUH�WKH�SURJUHVV���9LVFXVL��%DWLQL��	�
Mecella, 2010). There are various models of 
e-readiness assessment. Many e-readiness 
assessments have been conducted from the 
technical aspects of ICT. Of all 94 e-readiness 
articles, there are several factors measuring 
e-readiness, namely infrastructure and 
connectivity, human resources, networked 
world enablers, IT applications, ICT use, 
EDUULHUV�WR�,&7�XVH�DQG�H[WHUQDO�HQYLURQPHQW�
UHDGLQHVV� �+DQD¿]DGHK�� +DQD¿]DGHK�� 	�
Bohlin, 2013). Several study focused on 
e-readiness in measuring organizational 
H�UHDGLQHVV� �$EGXOZDKLG�� 6DOPDQ��	�2XGD��
2019; Alghamdi, Goodwin, & Rampersad, 
������ 0ROOD� 	� /LFNHU�� ������ 2JXQ\HPL� 	�
Johnston, 2012). Another study proposed 
a measurement of e-readiness from the 
IDFWRUV� WKDW� LQÀXHQFH� XVHU� DFFHSWDQFH�
of technology and environmental factors 
�'DGD���������)URP�WKH�VRFLDO�DQG�HFRQRPLF�
aspects, that e-readiness in the Social and 
(FRQRPLF� &RQWH[W� ,QGLFDWRUV� �6(&,�� LV� D�
different step compared to other e-readiness 
PHDVXUHPHQWV��9LVFXVL�HW�DO���������

E-participation effectiveness is 
DERXW� HQJDJLQJ� FLWL]HQV� XVLQJ� ,&7� �8QLWHG�
Nations, 2013). E-participation is about 
empowering citizens to participate more 
deeply and broadly in policy making. United 
1DWLRQV� ������� VXJJHVWV� H�SDUWLFLSDWLRQ� DV�
the process of engaging citizens through 
ICT, decision making and service design in 
order to make it participatory, inclusive and 
deliberative. This interaction involves citizens, 
public administration, and politicians. The 
effectiveness of participation is based on a 
two-way interaction. Citizens are involved at 
DOO� VWDJHV� RI� GH¿QLQJ� SUREOHPV�� LGHQWLI\LQJ�
VROXWLRQV��DQG�GHYHORSLQJ�SULRULWLHV��%DVVOHU��
Brasier, Fogle, & Taverno, 2008; Sheedy, 
Mackinnon, Pitre, & Watling, 2008)the hope 
is that this tool will provide a good overview 
RI�WKH�EUHDGWK�RI�WKH�¿HOG�±�ERWK�WKH�FRQFHSWV�
DQG� WKH� PHWKRGV� ±� DQG� VXSSO\� DPSOH�
UHVRXUFHV��SDUWLFXODUO\�RQOLQH�UHVRXUFHV�

There are various forms of 
SDUWLFLSDWLRQ��DV�VWDWHG�E\�$UQVWHLQ���������
2(&'� �������� DQG� ,$3�� �������� /LNHZLVH��
there are various forms and levels of 
e-participation, such as e-informing, 
e-consulting, e-involving, e-collaborating, 
DQG�H�HPSRZHULQJ��$EX�6KDQDE�	�$O�'DORX¶��
������� DOVR� H�LQIRUPDWLRQ�� H�FRQVXOWDWLRQ��
DQG� H�GHFLVLRQ�PDNLQJ� �8QLWHG� 1DWLRQV��
2014). Another study suggests e-enabling, 
H�HQJDJLQJ��DQG�H�HPSRZHULQJ��0DFLQWRVK��

2004). Of these various forms, some are 
one-way and two-way.

The problem statement from this 
research is that e-participation in Indonesia 
has not been going well. Apart from that, 
there has not been much research done to 
H[SORUH� WKH� WKHRU\� RI� H�SDUWLFLSDWLRQ� IURP�
a social perspective. Based on this, the aim 
of this paper is to describe e-participation 
in Indonesia from a social and economic 
perspective. Evaluation of e-participation 
is conducted from e-readiness to the 
effectiveness of e-participation. To achieve 
this goal, the guidance theory used is the 
6RFLDO� DQG� (FRQRPLF� &RQWH[W� ,QGLFDWRUV�
�6(&,��EDVHG�RQ�9LVFXVL�HW�DO����������DV�ZHOO�
as the effectiveness of e-participation based 
RQ�7KH�8QLWHG�1DWLRQV���������6KHHG\�HW�DO��
��������DQG�%DVVOHU�HW�DO���������

Research Methodology

 Based on the research objective, 
which is to evaluate e-participation from 
a social and economic perspective, this 
research uses a qualitative method. A 
qualitative method is used to systematically 
describe the phenomenon of e-participation 
EDVHG� RQ� H[SHULHQFHV�� SRLQWV� RI� YLHZ�� RU�
individual behavior. With this method, 
WKHUH� LV� DQ� H[SORUDWLRQ� RI� PHDQLQJ�� WU\LQJ�
WR� H[SODLQ� ZK\� D� SKHQRPHQRQ� FDQ� RFFXU��
Another purpose of using this method is to 
generate a new concept at the end of the 
study.

The technique of determining 
LQIRUPDQWV�VDPSOLQJ� XVHG� D� SXUSRVLYH�
VDPSOLQJ� PHWKRG� �QDPHO\� IRUPDO� ZRUNHUV�
who are accustomed to using ICT) and 
convenience sampling. Convenience 
sampling is a form of qualitative sampling 
that occurs when people are invited to 
participate in research because they 
are willing in terms of access, time, and 
ZLOOLQJQHVV� �:KLWHKHDG� 	� +DUGLQJ�� �������
The primary data collection technique was 
carried out by means of interviews and 
E\� XVLQJ� RSHQ�HQGHG� TXHVWLRQV� �YLD� HPDLO�
and Google Form) and depending on the 
responses of informants who were interested 
LQ� SDUWLFLSDWLQJ�� ,QIRUPDQWV� DUH� IURP� ���
GLVWULFWV�FLWLHV� FRYHULQJ� ��� SURYLQFHV� LQ�
Indonesia. The provinces are Nanggroe Aceh 
Darussalam, North Sumatra, South Sumatra, 
West Sumatra, Lampung, Bengkulu, Riau, 
Riau Islands, Bangka Belitung Islands, DKI 
Jakarta, West java, Central Java, East Java, 



MIMBAR,  Vol. 37, No. 1st  (June, 2021), pp. 138-149

141Accredited by Sinta Rank 2 based on Ristekdikti No.10/E/KPT/20

Bali, West Nusa Tenggara, South Kalimantan, 
North Kalimantan, West Kalimantan, Central 
Kalimantan, East Kalimantan, Central 
6XODZHVL�� DQG�:HVW� 3DSXD�� 7KHUH� ZHUH� ���
LQIRUPDQWV� IURP� WKH� FRPPXQLW\�� DQG� ���
informants from the local government.

Data analysis was performed after 
reaching the point of data saturation. The 
steps in data analysis include: making 
transcripts, reading the entire data, coding the 
transcripts that have been made, and making 
interpretations. In the coding process, every 
data that has been obtained was coded and 
then put into the theme category. There are 
three theme categories in this research data 
analysis: the data reduction theme group, 
the theme based on the guidance theory, 
and the theme outside the guidance theory 
ZKLFK�VHUYHV�DV�D�¿QGLQJ��7KH�QH[W�VWHS� LV�
to make interpretations or meanings of the 
data by comparing the data with the theory. 

Results And Discussion

E-Readiness of E-Participation in 
Indonesia

 There are four themes generated 
in e-readiness of e-participation, namely 
RUJDQL]DWLRQDO�XQLWV��VRFLR�HFRQRPLF�FRQWH[W��
ICT access and diffusion, and analysis of the 
VHUYLFHV��9LVFXVL�HW�DO���������

The organizational unit concerns 
the e-readiness of the conditions of public 
administration staff, which will also be related 
to policy support. Most of the informants 
stated that there was policy support at the 
central and local governments. An informant 
from the local government stated that “Central 
and regional policies are very supportive of 
the work system, every employee is required 
to use technology in completing work and 
providing services. Especially during the 
work from home period, every job, result 
and feedback is sent online.”

On the other hand, the use of 
technology in local governments is faced with 
several uneven conditions in the regions. In 
terms of hardware, most of the informants 
stated that the condition of the hardware 
was supportive, functioning properly, 
meeting standards, according to needs, and 
being well cared for. Unlike the case with 
network conditions, there are still areas 
WKDW�H[SHULHQFH�SUREOHPV�ZLWK�WKH�QHWZRUN��
The informant stated that “the policy is 
not implemented properly because it is not 

supported by facilities and infrastructure, 
especially networks.” 

Likewise, in terms of human 
resources, more informants said that not 
all employees have good skills in operating 
computer hardware and software. There are 
differences in main duties and functions, 
and generational differences between 
employees.  On the data integration side, 
conditions vary between local governments. 
6RPH� H[DPSOHV� RI� LQWHJUDWLRQ� FDVHV� WKDW�
have worked well are in public service malls, 
¿QDQFLDO�UHSRUWV��UHJLRQDO�DVVHW�UHSRUWV��DQG�
education data. The informant stated that 
“Data integration between the center and 
the regions has not been going well; there 
are still many improvements with many 
regulations issued that often overlap with 
the regions, there are still many agencies 
that use the old bureaucratic pattern.” 
Another informant stated that “Changes in 
organizational structure, the formation of 
QHZ�23'V��UHJLRQDO�DSSDUDWXV�RUJDQL]DWLRQV��
DOVR�DIIHFW�WKH�GLI¿FXOW\�RI�GDWD�LQWHJUDWLRQ�LQ�
the regions.”

On the innovation side, local 
governments encourage regional apparatus 
organizations to always innovate. However, 
the obstacles faced are to follow policies, main 
tasks, and adjust to the budget and priority 
scale. The informant stated that “There is 
no application built from its own innovation 
because it only follows the rules of the 
center and leadership.” Another informant 
stated that “the freedom to innovate is 
not supported by the budget and will also 
return to the main tasks and functions, with 
the highest authority remaining with the 
Regional Head.” Meanwhile, for regions that 
consider the budget to be inadequate due to 
LQVXI¿FLHQW�3$'��WKH�JRYHUQPHQW�KDV�YDULRXV�
work programs on a priority scale so that 
technology development is still not a priority 
scale.

  

Socio-Economic Context

The second theme of e-readiness is the 
VRFLR�HFRQRPLF�FRQWH[W��ZKLFK�LV�DQ�DQDO\VLV�
of the socio-economic composition of users. 
7KH� VRFLDO� FRQWH[W� YDULHV� DPRQJ� GLIIHUHQW�
social groups, thus several aspects should be 
described such as age, socio-economic class 
FKDUDFWHULVWLFV�� XUEDQ� RU� UXUDO� FRQWH[W�� DV�
ZHOO�DV�HGXFDWLRQ�OHYHO��9LVFXVL�HW�DO����������
In this study, the social groups discussed 
were groups of workers in the formal sector, 
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currently studying and accustomed to using 
technology. 

In terms of the age of the informants, 
WKH� DJHV� YDULHG� IURP� ��� WR� ��� \HDUV�� EXW�
mostly at the ages of 21 to 23 years. 
Most of the informants are millennials and 
generation Z who are already accustomed 
to using ICT in work, education and daily 
life. In line with the discussion on the 
aspects of ICT access and diffusion, they 
KDYH� QR� GLI¿FXOW\� LQ� RSHUDWLQJ� WKH� QHZO\�
built hardware or applications. These skills 
are also obtained because of demands in 
work and to complete education.

Most of the informants came from the 
regency area, and a small part came from 
the city area. Judging from the activities 
of the informants, it seems that a small 
proportion of informants who live in the 
district conduct activities in the city. There 
were also informants who lived in districts 
and villages and conducted activities in their 
places of residence. And there were also 
informants who moved and settled in the 
city. Understanding these characteristics 
can connect social phenomena with the 
VHUYLFHV�WKH\�H[SHFW��,QIRUPDQWV�ZKR�FDUU\�
out more activities in district and rural areas 
have more limited access to services. They 
H[SHFW�PRUH� FRPSOHWH�� FORVHU�WR�OLIH� EDVLF�
services, as well as network and electricity 
improvements. The informant stated that 
“It is necessary to improve education and 
health services because we are far from 
the city.” Another informant noted: “all 
services must be improved, including repair 
of networks and electricity.” Meanwhile, 
informants who urbanize and live in urban 
DUHDV�H[SHFW�PRUH�VSHHG�DQG�VLPSOL¿FDWLRQ�
RI�VHUYLFHV��VXFK�DV�WD[��WUDQVSRUWDWLRQ��DQG�
employment services. The informant stated 
that “all displays of online services make it 
easier for the public to access them”

 In terms of income, although these 
informants work in the formal sector, many 
have an income of less than Rp 2,000,000 
per month. Income from other informants 
ranges from Rp 2,000,000 to Rp 10,000,000 
per month. These income characteristics 
FDQ�DOVR� VKRZ� LQIRUPDQWV¶� EHKDYLRU� LQ� WKH�
use of ICT, as discussed in the aspects of 
ICT access and diffusion.

ICT access and diffusion

All informants are workers who are 
also students accustomed to using ICT. 

7KH\�KDYH�EDVLF�VNLOOV��HGLWLQJ�GRFXPHQWV��
DFFHVVLQJ��DQG�VXU¿QJ�WKH�ZHE��LQ�XVLQJ�,&7�
due to the demands of learning and of work. 
All informants have positive responses. The 
LQIRUPDQW�VWDWHG�WKDW�³,¶P�KDSS\�WR�XSGDWH�
every program that needs updating and 
update my skills in using technology.” Most 
of them learn independently and dare to try 
to practice using new applications of ICT.

In terms of ICT access sources and 
infrastructure, mobile phones are the 
more widely used devices. The informant 
stated that “cellphones are more practical, 
easier to carry and use anywhere.” Another 
informant stated that “There are several 
applications that are easier to download 
using a cellphone than using a laptop.” There 
was also another informant who stated that 
³0\�ODSWRS�LV�EURNHQ��DQG�,�FDQ¶W�DIIRUG�WR�
buy it anymore.” 

From the aspect of access sources, 
most informants used the network from 
their cellphones by buying a quota package. 
Only a small proportion of informants 
have good access sources from cellphone 
networks, Wi-Fi at work, and having Wi-
Fi devices at home. In terms of adequate 
quota, informants who have an income of 
less than Rp 2,000,000 per month generally 
GR�QRW�KDYH�D�VXI¿FLHQW�TXRWD�HDFK�PRQWK��
The informant stated that “The quota is not 
enough because my money is limited, set 
aside from salary and daily necessities.” 
There is also another statement that “the 
TXRWD�LV�H[SHQVLYH�EHFDXVH�WKH�GDWD�LV�IURP�
Telkomsel which is the only provider with a 
good network in my place.” 

There were other obstacles faced 
by the informants, namely the network 
and electricity which were often unstable. 
Informants living in districts and villages 
H[SHULHQFHG� PRUH� QHWZRUN� FRQVWUDLQWV��
The informant stated that “Internet is 
GLI¿FXOW�� 7HONRPVHO� LV� GLI¿FXOW�� GRQ¶W� DVN�
about Indosat.” Another informant stated 
WKDW�³7KHUH�LV�QR�¿EHU�RSWLF�FDEOH�KHUH��VR�
HYHU\WKLQJ�LV�VWLOO��GRQH��YLD�9�6$7�ZLWK�KLJK�
ping times and small bandwidth.” There 
DUH�DOVR�LQIRUPDQWV�ZKR�GR�QRW�H[SHULHQFH�
problems in accessing online services, 
namely informants who live in big cities and 
KDYH�D�IDLUO\�JRRG�LQFRPH�OHYHO��PRUH�WKDQ�
5S�����������SHU�PRQWK��

Considering such conditions, online 
service initiatives should allow supplying 
services through multichannel, especially 
through social media. On the other hand, 
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HIIRUWV� DUH� QHHGHG� WR� H[SDQG� LQWHUQHW��
network, and electricity services, due to the 
high need for ICT use.

Analysis of the Service

There are various media that have 
been built by the Regional Government, such 
DV� ���� 2QOLQH� PHGLD� �ZHEVLWHV�� HPDLO� DQG�
VRFLDO�PHGLD�������2IÀLQH�PHGLD��WHOHSKRQH��
ID[��SRVW��VXJJHVWLRQ�ER[��RU�E\�YLVLWLQJ�23'V�
LQ�SHUVRQ�������)URP�WKH�SXEOLF�IDFH�WR�IDFH�
in various activities such as during dialogue. 
Even so, there are still many agencies in the 
regions that do not yet provide media for 
VXEPLWWLQJ� FRPSODLQWV�VXJJHVWLRQV� RQOLQH��
An informant from the local government 
stated that “Many complaints are submitted 
RIÀLQH�EHFDXVH�WKHUH�DUH�VWLOO�DUHDV�WKDW�KDYH�
not been reached by the internet.” In other 
conditions, there are obstacles from the 
community, in which e-participation has not 
been well responded to by the community, 
lack of community involvement, especially 
those who live in villages, people do not 
understand online services, and limited 
facilities and networks.

From the community side, not all 
of them have used online services, and 
only a few know about the e-participation 
application. Some of the reasons put forward 
by the informants were they did not know 
online services, online services that were 
not yet effective, and did not need these 
VHUYLFHV��7KH�LQIRUPDQW�VWDWHG�WKDW�³,�GLGQ¶W�
know there was a LAPOR application, nor 
was it necessary because it had nothing to 
do with work.” Another informant stated that 
³,� GRQ¶W� NQRZ� DERXW� WKH� DSSOLFDWLRQ� DERXW�
FRPSODLQWV�� ,�GRQ¶W�NQRZ� LW�DQG�GRQ¶W�QHHG�
to.” However, informants who have never 
used online services are active in using 
social media and online services from sectors 
outside the government. 

Of the informants who have used 
online services, most of them use online 
services that are one-way information. Only 
a small proportion of informants use services 
transactions and fewer informants have 
used the application to submit complaints 
online as well as by e-Musrenbang. From 
informants who have used websites, social 
media or online applications related to 
information services, informants considered 
that the application was good enough but 
not optimal. The informant stated that 
“there is still little information with quite a 

long update.” From submitting complaints, 
there are actually various applications that 
can be used, such as call centers or panic 
buttons. However, most informants are more 
familiar with social media, and some local 
governments also do not have services such 
as call centers or panic buttons.

 In terms of basic online services, it 
KDV� QRW� IXOO\� PHW� WKH� H[SHFWDWLRQV� RI� WKH�
community where people still complain about 
EDVLF�VHUYLFHV��3XEOLF�H[SHFWDWLRQV�UHJDUGLQJ�
meeting basic needs are found in public 
information services, hospital registration, 
SD\PHQW� RI� ORFDO� WD[HV�� SRSXODWLRQ�
registration, employment information, 
network repair and free internet, online 
trade, transportation services, complaint 
handling, and also ease of service, especially 
for people who live far from cities and 
government centers. Some of the basic 
services put forward by the informant are in 
OLQH�ZLWK�9LVFXVL�HW�DO��������ZKLFK�FODVVLI\�
services based on functional characteristics 
LQFOXGLQJ� VHUYLFHV� RI� LQFRPH�� FHUWL¿FDWLRQ��
OLFHQVH�� TXDOL¿FDWLRQ�� UHWXUQ�� LQIRUPDWLRQ�
provision, and supporting knowledge. The 
JRYHUQPHQW�FDQ�PD[LPL]H�RU�SULRULWL]H�WKHVH�
types of basic services to increase public 
satisfaction.

Effectiveness of E-Participation

Effective citizen engagement involves 
GHOLEHUDWLYH� GLDORJXH� �(SVWHLQ�� &RDWHV��
:UD\��	�6ZDLQ�� �������&LWL]HQV�DUH� VDLG� WR�
be involved when playing an effective role 
in decision making, namely at all stages in 
GH¿QLQJ�SUREOHPV��LGHQWLI\LQJ�VROXWLRQV��DQG�
GHYHORSLQJ� SULRULWLHV� �%DVVOHU� HW� DO��� ������
Sheedy et al., 2008)the hope is that this tool 
will provide a good overview of the breadth of 
WKH�¿HOG�±�ERWK�WKH�FRQFHSWV�DQG�WKH�PHWKRGV�
±� DQG� VXSSO\� DPSOH� UHVRXUFHV� �SDUWLFXODUO\�
online resources. This e-participation 
evaluation is seen from its practice in real 
OLIH���8QLWHG�1DWLRQV���������5HJDUGLQJ�WKLV�
concept, three themes are resulting from 
this research, namely follow-up from the 
government regarding public complaints, 
community involvement in decision making 
and decision follow-up, and openness from 
the government.

)URP� WKH� ¿UVW� WKHPH�� QDPHO\� WKH�
follow-up from the government regarding 
community complaints, all informants from 
the local government stated that in principle, 
all opinions, suggestions and complaints from 
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the community would be accommodated 
and then discussed whether they could be 
followed up or not. This follow-up process 
still follows the rules, adjusting to the priority 
scale, OPD authority, and budget ceiling. This 
is in line with the view of the community; only 
a small proportion of community informants 
said that their complaints were followed up. 
The informants also realized that not all 
complaints would be followed up because 
they were selected according to the priority 
and urgency of the problem. The informant 
stated that “complaints are followed up, but 
it takes quite a long time because there are 
many processes to go through.” 

In the second theme, namely 
community involvement in decision making 
and decision follow-up, the informant from 
the local government stated that there had 
been efforts to involve the community in 
making development planning decisions. 
Community involvement and transparency 
have been implemented starting from 
proposing development planning through 
Musrenbang activities and proposing activity 
plans which are carried out online. However, 
in line with the results of the analysis 
of the service, there is very little use of 
e-participation in the form of e-Musrenbang. 
0XVUHQEDQJ� LV�PRVWO\� GRQH� RIÀLQH�� 2QO\� D�
few people take part in the Musrenbang. The 
informant stated that “I am a member of the 
PKK so I was involved.” Another informant 
stated that “He had participated in the village 
development planning meeting because he 
was a member of the LPMD.” Meanwhile, 
most informants were not involved in the 
Musrenbang. The informant stated that “I 
am not involved because I am only a small 
community, and the Musrenbang is only 
for the board.” Another informant said, 
“never, because never invited.” Informants 
who have used e-participation and are also 
involved in Musrenbang stated that not all 
ideas, suggestions or complaints can be 
IROORZHG� XS�� 7KH� LQIRUPDQW� H[SODLQHG� WKDW�
“some are accommodated or not, depending 
on deliberation to reach consensus and the 
priority scale of the renbang and budget”.

On the third theme, namely openness 
from the government, most local government 
informants said that there had been efforts 
to make transparency to the public. It is 
easy for the public to obtain information 
through websites, social media or directly to 
23'��6HYHUDO�H[DPSOHV�RI�WUDQVSDUHQF\�ZHUH�
put forward by the informants, such as: “It is 
WUDQVSDUHQW��DOO�IRUPV�RI�¿QDQFLDO�UHSRUWV�DUH�

openly posted.” Another form of transparency 
is in online services. The informant stated 
that “transparency in the form of types of 
services, terms, time periods and services 
has been conveyed to the public, as well 
as payments via ATM.” There is also a form 
of transparency in Musrenbang activities. 
However, another informant stated that “It 
cannot be fully transparent since there are 
some data that cannot be widely disclosed 
because there must be legal interests”.

 From the perspective of the public 
regarding transparency, most of the 
community informants stated that the 
government was not yet transparent enough, 
but there were already efforts towards 
transparency. Some efforts that have been 
appreciated include the publication of budget 
data and information related to regional 
development and programs. However, this 
effort is considered to be inadequate, such as 
in terms of the amount of data and information 
and infrequent updating. Informants stated 
that “Not all data is published by the 
government, and I do not know the truth 
of the data.” Another informant stated that 
“There are many regional developments that 
spend the budget, but they are deemed not 
useful and there are no details on the costs 
involved in the development.” 

 There are still many hopes from the 
community. Some hopes from the public 
UHJDUGLQJ� H�SDUWLFLSDWLRQ�� QDPHO\�� ����
Increasing the use of online media, improving 
RQOLQH� VHUYLFH� IHDWXUHV�� ���� 7KH� GHVLUH� WR�
EH� LQYROYHG� LQ� JRYHUQPHQW� SURJUDPV�� ����
Aspirations, complaints and suggestions are 
more realized by the regional government 
because the community is considered 
to have a better understanding of what 
SURJUDPV�DUH�PRVW� QHHGHG�� ���� ,QFUHDVLQJ�
accountability and information disclosure; 
����,PSURYHPHQW�RI�FRPPXQLW\�ZHOIDUH�DQG�
ICT infrastructure. If the ICT infrastructure 
FDQ�EH�IXO¿OOHG��WKH� LQIRUPDQW�EHOLHYHV�WKDW�
his area can develop as the regions in Java 
Island. 

The condition that shows e-participation 
is considered ineffective because there is 
still a service quality gap. This refers to the 
concept of e-government effectiveness that 
online services are considered effective if 
they can achieve the mission and goals of 
the organization, as well as services that 
PHHW� WKH� H[SHFWDWLRQV� RU� QHHGV� RI� FLWL]HQV�
�'H/RQH� 	� 0F/HDQ�� ������ <DQJ� 	� 5KR��
������
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The Development of the E-Participation 
Stage is in Line With the E-Government 
and Digital Government Development 
Stages 

E-participation will develop to a higher 
stage if it is supported by e-readiness from 
the government in the form of increasing 
WKH� HIIHFWLYHQHVV� RI� WKH� H�JRYHUQPHQW�
digital government stage. In general, the 
phenomenon shows that e-participation is still 
at an early stage, namely providing information 
�RQH�ZD\��� 7KHUH� LV� DOUHDG\� H�SDUWLFLSDWLRQ�
at a higher level, but the two-way form 
of handling complaints and community 
involvement is considered ineffective. 
Along with the application of technology in 
government, where e-government has not 
been remarkably effective in the form of 
two-way communication and transactions, 

there are still various problems at the 
integration stage. This phenomenon of 
ineffective e-participation can also be seen 
from the digital government stage. There are 
several stages of digital government, where 
H[SHFWDWLRQV�RI�HIIHFWLYH�H�SDUWLFLSDWLRQ�DUH�
DW�WKH�HQJDJHPHQW�VWDJH��VWDJH����DQG�WKH�
FRQWH[WXDOL]DWLRQ�VWDJH��VWDJH�����+RZHYHU��
the condition of the Regional Government 
is still constrained by the digitization stage 
�VWDJH�����QDPHO\�WKH�IXO¿OOPHQW�RI�QHWZRUN�
infrastructure. Infrastructure problems are 
crucial because they are the foundation for 
digital transformation.

The following table describes the 
levels of digital government, e-government, 
e-participation, and conventional 
participation. 

Table 1
Level of Digital Government, E-Government, E-Participation, and 

Participation (Conventional)

Stages in the Digital Government Evolution

�-DQRZVNL��
�����

Digitization 

�7HFKQRORJ\�
in 

Government)

Transformation 

�(OHFWURQLF�
Government)

Engagement 

�(OHFWURQLF�
Governance)

&RQWH[WXDOL]DWLRQ�
�3ROLF\�'ULYHQ�(OHFWURQLF�*RYHUQDQFH�

Stages of E-Government

Figures One Way Two Ways Integration

�*LO�*DUFLD��
2012)

Initial 

Presence

([WHQGHG�
Presence

Interactive 

Presence 

Transactional 

Presence

9HUWLFDO�
Integration

Horizontal 

Integration

Total 

Integration

�$QWWLURLNR��
2008)

Emerging Enhanced Interactive Transactional Seamless

Levels of E-Participation

Figures One Way Two Ways Partnership and Empowerment

�$EX�
Shanab & 

$O�'DORX¶��
�����

e-informing e-consulting e-involving e-collaborating e-empowering

�8QLWHG�
Nations, 

2014)

e-information e-consultation e-decision-making

�8QLWHG�
Nations, 

2020)

Provision of information consultation collaboration empowerment

�:HVW��
2011)

Billboards Partial service 

delivery

portal with 

secure 

operability 

and integral 

service

interactive democracy
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The e-government development stage 
model can assess whether a community 
LV� PDWXUH� HQRXJK� WR� PRYH� WR� WKH� QH[W�
stage in service provision from the supply 
�JRYHUQPHQW� H�UHDGLQHVV�� DQG� GHPDQG�
�FRPPXQLW\� QHHGV�� PRWLYDWLRQ�� DQG�
behavior) side. The service must have a 
prominent level of maturity before entering 
a higher level to ensure its effectiveness 
�$QWWLURLNR��������

In relation to conventional participation 
and e-participation, in the early stages 
of participation in the form of providing 
information, communication and feedback, 
it will be more effective with the use of 
WHFKQRORJ\� �VXFK�DV� LQ� WKH�XVH�RI�ZHEVLWHV�
and social media). Whereas, at a higher level 
that involves the involvement of citizens 
in decision-making, the effectiveness of 
e-participation will also depend on various 
UXOHV� LQ� FRQYHQWLRQDO� SDUWLFLSDWLRQ� �VXFK�DV�
rules for participation in Musrenbang). 

Increase Citizen E-Participation 
0RWLYDWLRQ�E\�)XO¿OOLQJ�%DVLF�1HHGV�DQG�
%DVLF�6HUYLFHV�2QOLQH

 In the earlier discussion, it is 
known that there is still a gap between 
H�SDUWLFLSDWLRQ�VHUYLFHV�DQG�WKH�H[SHFWDWLRQV�
RI�WKH�FRPPXQLW\��7KH�IDLOXUH�WR�IXO¿OO�YDULRXV�
H[SHFWDWLRQV�KDV�DQ�LPSDFW�RQ�SDUWLFLSDWLRQ�
and trust in the government. Several 
¿JXUHV� KDYH� H[SUHVVHG� PRWLYDWLRQ� RU� XVHU�
satisfaction in the use of e-government. 
People will be motivated and assume their 
KRSHV�DUH�IXO¿OOHG�LI�WKH\�JHW�WKH�EHQH¿WV�RI�
DQ�RQOLQH�VHUYLFH��'H/RQH�	�0F/HDQ��������
6LJZHMR�	�3DWKHU��������:HHUDNNRG\��,UDQL��
Lee, Hindi, & Osman, 2014). The results of 
this research reinforce the previous theory, 

Level of Participation (Conventional)

Figures One Way Two Ways Partnership and Empowerment

�,$3���
�����

Inform Consult Involve Collaborate Empower

�2(&'��
2001)

information Consultation Active participation

�$UQVWHLQ��
�����

Manipulation 

and therapy 

�LQFOXGLQJ�
non-

participation)

Informing Consultation Placation Partnership Delegated 

power

Citizen 

control

Source: the writer, compiled from various sources

namely that the community will be motivated 
in e-participation if it is related to meeting 
their basic needs. In addition to the research 
results, community needs differ between 
community groups. 

There are differences in behavior 
between poor and middle-income households 
in participation. Poor households face many 
obstacles because of limited resources and 
must prioritize their needs. Research results 
show that informants who earn less than 
5S� ���������� SHU� PRQWK� KDYH� GLI¿FXOW\� LQ�
meeting internet quota needs so that they 
cannot access online services. Referring to  
BPS,  that the poverty line per household in 
0DUFK������ZDV�5S����������PRQWK��%DGDQ�
Pusat Statistik, 2019). 

For middle- and upper-class groups 
of society, people have a different set of 
basic needs from low socioeconomic class 
communities. This means that the middle-
class community can have a higher level 
of involvement, but it will also depend 
RQ� PHHWLQJ� WKHLU� QHHGV� �6FKXWWH�� �����
development consultants and day-today talk 
among those involved in shaping the future 
in under developed and developing countries. 
Success stories are few and there is simply 
little or no guarantee that the outcome of 
a community development project will 
be successful. This paper argues that the 
reason for this intolerable state of affairs is 
that community development lacks a proper 
VFLHQWL¿F� WKHRU\�� &XUUHQW� GHYHORSPHQW�
approaches are re-visited and the Basic 
Needs theory is introduced as the only 
theory that takes community development 
beyond just the various \”approaches\” 
currently seen. This new theory integrates 
WKH�FRPSOH[LWLHV�RI�FRPPXQLW\�GHYHORSPHQW�
LQWR�D�GLVWLQFW�VFLHQWL¿FDOO\�EDVHG�WKHRU\�DQG�
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accommodates the typical convolutions of 
the interdisciplinary approach by introducing 
a user-friendly basic needs assessment 
WHFKQLTXH� �3�,QGH[�� 7KH� UHVHDUFK� UHVXOWV�
from the middle class show that they have 
VNLOOV�LQ�,&7�DQG�FDQ�¿QG�WKH�LQIRUPDWLRQ�WKH\�
need independently. However, they do not 
know or do not use e-participation because 
it is not related to their daily work, or it has 
nothing to do with their needs. 

This study also found that basic 
needs intersect with participation. The 
JRYHUQPHQW¶V� DWWHQWLRQ� WR� PHHWLQJ� EDVLF�
needs can be done in a participatory way. 
Community informants argue that they will 
support and feel happy if they are involved 
in government programs so that there are 
positive impacts to be able to improve 
welfare. 

Conclusions

E-participation in Indonesia has 
not been effective because there is still a 
gap between e-participation service and 
FRPPXQLW\�H[SHFWDWLRQV��(�SDUWLFLSDWLRQ�KDV�
also not been effective because the two-way 
form, complaint handling, and community 
involvement that has not been going well. 
The effectiveness of this e-participation is 
related to e-readiness. Society of formal 
ZRUNHUV� JURXSV� GRHV� QRW� H[SHULHQFH�
obstacles in education and skills to use ICT. 
From this case, it is known that efforts to 
improve community skills in ICT can be 
instilled at an early age in school. However, 
the barriers to e-readiness among this group 
include income, network infrastructure, and 
motivation in e-participation. 

The community will be motivated in 
e-participation if it is related to meeting 
basic needs. Thus, it is necessary to look at 
the differences in needs between community 
JURXSV� LQ� WKH�VRFLDO�DQG�HFRQRPLF�FRQWH[W��
VXFK� DV� UXUDO� DQG� XUEDQ� FRQWH[WV� DQG�
differences in income. Efforts to develop the 
e-participation stage will also be in line with 
the development of the e-government, digital 
government, and the rules for conventional 
participation. Thus, it is necessary to align 
the development of e-participation with the 
characteristics and needs of people in an 
area. More effort is needed in technology 
need assessment as well as mapping of 
basic services. Digital transformation is 
DOVR�QHHGHG�ZLWK� WKH� IXO¿OOPHQW�RI�QHWZRUN�
LQIUDVWUXFWXUH� ¿UVW� DV� WKH� LQLWLDO� VWDJH� RI�

digital government. On the other hand, 
complaint handling, community participation 
and empowerment are also more needed 
in sectors that are causally related to basic 
services and improving welfare.
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