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Abstract
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Revised: 9 Aprril 2023 context of public services. Information and communication technology
Accepted: 21 April 2023 provides opportunities to increase the efficiency, effectiveness and

quality of public services. However, digital transformation also presents
challenges in terms of access gaps, data security, and paradigm shifts in
organizational culture. This study aims to identify opportunities and
challenges from digital transformation in public services. In a literature
review, the author collects literature from various sources and conducts a
thematic analysis to identify key issues related to digital transformation
in public services. The results of the analysis show that digital
transformation provides opportunities in terms of increasing the
efficiency, effectiveness and quality of public services. Technologies
such as big data, cloud computing, and artificial intelligence can be used
to optimize decision making, increase citizen participation, and reduce
operational costs. However, digital transformation also presents
challenges in terms of access gaps, especially for people who are less
skilled in using technology, data security and privacy, as well as paradigm
shifts in organizational culture. This study concludes that digital
transformation in public services offers great opportunities for the
government to improve service quality and efficiency. However, the
challenges faced in its implementation must be managed properly. The
role of government, especially in terms of regulation and investment, is
very important to ensure the success of digital transformation in public
services
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INTRODUCTION

Digital transformation has had a major impact on various sectors of life,
including public services. Governments in various countries are starting to use
digital technology to improve and accelerate public services to the
community(Holle, 2011). Digital transformation can also increase the efficiency
and effectiveness of public services, as well as strengthen community participation
in decision-making processes.

Nonetheless, the implementation of digital transformation in public services
is still faced with various challenges, such as limited infrastructure, budget, and
human resource skills (Mustapa, 2011). In addition, there are also cybersecurity
risks that need to be addressed in implementing digital transformation. Therefore,
research on the opportunities and challenges of digital transformation in public
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services needs to be carried out to understand more about the impacts and
implications of digital transformation in public services.

Public service is one of the core functions of the government in providing the
needs and interests of the community (Suhartoyo, 2019). However, there are still
many challenges in providing effective and efficient public services. One solution
to overcome this challenge is to carry out digital transformation in public services.
Digital transformation in public services is the process of using information and
communication technology in providing better and more effective public services
(Nugraha, 2018).

(Islah, 2018) Digital transformation in public services has many opportunities,
such as facilitating public access to services, increasing government transparency
and accountability, and increasing the efficiency and effectiveness of public
services. However, digital transformation also brings challenges, such as limited
access to technology and people's digital skills, as well as data security and privacy
issues.

Digital transformation in public services refers to the use of digital technology
to improve the quality and efficiency of public services provided by the government
to the public (Nugraha, 2018). This involves the application of information and
communication technology (ICT) in various aspects of public service, such as
registration and submission of documents, payment of taxes and fees, health
services, education, and so on.

The use of digital technology in public services has the potential to improve
service quality and efficiency, increase people's accessibility to public services, and
reduce costs and time needed to carry out public service transactions. In addition,
the use of digital technology can also enable the creation of public services that are
more responsive to community needs.

However, on the other hand, digital transformation in public services also has
challenges that need to be overcome, such as limited technological infrastructure
that still exists in parts of Indonesia, limited access and literacy of community
technology, and the potential for digital disparities between people who have access
and those who do not. have access to digital technology.

To overcome these challenges, the government needs to make various efforts,
such as improving technology infrastructure and public accessibility to technology,
providing education and training to the public regarding the use of technology, and
implementing regulations that regulate the use of digital technology in public
services effectively and efficiently.

Therefore, research is needed to examine the opportunities and challenges in
implementing digital transformation in public services, as well as efforts that can
be made to overcome these challenges. This research aims to discuss the
opportunities and challenges of digital transformation in public services, as well as
strategies to overcome these challenges.

RESEARCH METHOD

Methods that can be used in research on Digital Transformation in Public
Services can involve several stages, including:
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1. Literature Study: Literature study was conducted to gain a better understanding
of the concept of Digital Transformation in Public Services. At this stage,
researchers can collect articles, books, journals, and other sources related to the
research topic(Yaumi, 2016).

2. Secondary Data Analysis: Secondary data can be used to evaluate the
performance and impact of implementing Digital Transformation in Public
Services. Secondary data can be in the form of statistical data, reports, and other
documents related to public services that have been changed by the adoption of
digital technology(Rosaninda, 2018).

3. Interview: Interviews can be conducted with experts, public officials, and users
of public services to obtain their views and experiences regarding Digital
Transformation in Public Services(Yudhiantara et al., 2019). In interviews,
researchers asked about the constraints, opportunities, and strategies used in
developing digital technology in public services.

4. Case Studies: Case studies can be conducted in several government agencies or
organizations that have implemented Digital Transformation in Public
Services(Fahlefi, 2017). In case studies, researchers identify the benefits and
challenges faced in developing digital technology in public services.

By combining these various methods, researchers can gain a more
comprehensive understanding of Digital Transformation in Public Services and the
opportunities and challenges faced in its implementation.

RESULTS AND DISCUSSION

The results of research on Digital Transformation in Public Services show that
there are great opportunities for the government and society to use digital
technology to improve the quality and efficiency of public services. However, the
research also identified several challenges that need to be overcome in
implementing digital transformation in public services.

One of the opportunities found is the potential use of digital technology to
facilitate public access to public services and improve the quality of services
provided. Technologies such as mobile applications, websites, chatbots and other
online services enable the public to access public services quickly, easily and
efficiently.

However, there are several challenges that need to be overcome in
implementing digital transformation in public services. These challenges include:
1. [Infrastructure and accessibility:

Not all regions in Indonesia have adequate access to digital technology.
Therefore, it is necessary to build adequate infrastructure and increase the
accessibility of digital technology so that people can access public services
evenly.

To build adequate infrastructure, the government needs to take various
steps, such as strengthening internet networks and building physical
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infrastructure such as telecommunication towers. Apart from that, it is also

necessary to increase digital literacy and provide training to the public so that

they can make good use of digital technology.

In addition to the government's efforts, the role of the private sector and
the community is also very important in building infrastructure and increasing
the accessibility of digital technology in Indonesia. For example,
telecommunication companies can invest in internet network infrastructure, and
the public can provide support and participation in the development of digital
technology.

With joint efforts from the government, the private sector and the
community, it is hoped that the accessibility of digital technology in all regions
of Indonesia can continue to increase and provide greater benefits for the whole
community.

2. Digital skills and literacy:

Communities also need to have adequate digital skills and literacy to be
able to use digital technology effectively. Therefore, efforts need to be made to
improve the skills and digital literacy of the community so that they can access
and utilize public services provided digitally.

Improving people’s digital skills and literacy is also very important so
that they can utilize digital technology properly and effectively. This can be
done in various ways, such as:

a. Training Programs - The government can provide free or affordable training
programs and courses to improve people's digital skills and literacy. This
training program may include an introduction to digital technology, the use
of digital applications and platforms, and cybersecurity.

b. Accessibility - In addition, it is necessary to ensure adequate accessibility to
digital technology throughout Indonesia, especially in remote areas or areas
that have not yet been reached by adequate internet networks.

c. Information Dissemination - It is also necessary to disseminate information
regarding the importance of digital literacy and how to access and utilize
digital technology properly and effectively. This information can be
disseminated through social media, radio, television and other mass media.

d. Collaboration - Increasing collaboration between the government, private
sector, and the community in developing programs to increase digital
literacy. So that people can more easily access public services provided
digitally.

By improving people's digital skills and literacy, it is hoped that people
can be more independent in accessing and utilizing digital technology properly
and effectively, and can increase their participation in national development and
the use of public services evenly throughout Indonesia.

3. Security and privacy:
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The use of digital technology also poses security and privacy risks that
need to be addressed. The government needs to ensure that public services
provided digitally are safe and maintain public privacy.

The use of digital technology to provide public services has many
benefits, such as increasing efficiency, transparency and accessibility.
However, the use of digital technology also poses security and privacy risks that
need to be addressed. Some of the security and privacy risks that may arise are:
a. Data Misuse - Public personal data collected by public service providers can

be misused by unauthorized parties, such as hackers or irresponsible
persons.

b. Cyber Attacks - Cyber attacks can occur on information systems and
technologies used in providing public services, such as virus or malware
attacks that can cause damage or data leakage.

c. Fake Identity - People can experience problems with fake identity or identity
fraud if their personal information is not properly safeguarded.

Therefore, the government needs to ensure that public services provided
digitally are safe and maintain public privacy. Some efforts that can be made
include:

a. Security and Privacy Standards - Governments can set high security and
privacy standards for public service providers to ensure that people's data
and information are not misused by unauthorized parties.

b. Monitoring and Supervision - Governments can conduct digital monitoring
and surveillance of public service providers to ensure their compliance with
established security and privacy standards.

c. Certification - Governments can provide certification or special recognition
to public service providers who meet established security and privacy
standards. This can ensure that public services provided digitally are safe
and can be trusted by the public.

d. Training - The government can provide training or education for the public
regarding the importance of privacy and cyber security and how to manage
their personal information securely.

By making these efforts, it is hoped that public services that are provided
digitally can be accessed by the public safely and comfortably and do not pose
unwanted security and privacy risks.

Cultural and behavioral changes: Digital transformation also requires
cultural and behavioral changes in the delivery of public services. The
government needs to ensure that the public and public service providers are
ready to adopt these changes so that digital transformation can run well.

Changes in culture and behavior refer to changes in perspectives,
attitudes and actions needed in dealing with digital transformation in the
delivery of public services. Digital transformation requires citizens and
public service providers to adopt digital technology as part of their daily
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activities. This not only requires an increase in digital skills and literacy, but
also a change in perspective and behavior in dealing with digital technology.

Some examples of cultural and behavioral changes needed in dealing
with digital transformation in the delivery of public services are:

a. Innovative Thinking - Communities and public service providers must open
themselves to innovation and think out-of-the-box in solving problems. They
must adopt a new approach to solving problems and use digital technology as
a solution.

b. Be Open - Communities and public service providers must be open and willing
to learn about digital technologies. They must understand the benefits and
potential of digital technology and how to use it effectively.

c. Responsive and Adaptable - Communities and public service providers must
be responsive and quick to adapt to changes in digital technology. They must
be prepared to change the way they work to suit the available digital
technologies.

d. Have Security Awareness - The public and public service providers must
understand the importance of cyber security and data privacy. They must have
an awareness of the security and privacy risks that may occur in the use of
digital technology.

In order to achieve successful digital transformation in the delivery of public
services, the government needs to ensure that the public and public service
providers are ready to adopt these cultural and behavioral changes. The government
can conduct outreach and training to the public and public service providers
regarding the benefits and how to use digital technology properly and build a culture
of innovation and adaptation at all levels of society.

Budget and investment: Implementation of digital transformation also
requires adequate budget and investment from the government. Therefore, it is
necessary to carry out careful planning and adequate budget allocations so that the
implementation of digital transformation can run well.

CONCLUSION

Digital transformation in the delivery of public services offers great
opportunities to increase the efficiency and quality of public services. Digital
technology can assist the government in speeding up administrative processes,
increasing transparency, and providing easier access for the public. In addition,
digital transformation can also strengthen community participation in public
decision-making through participatory and consultative platforms.

However, digital transformation also presents challenges that need to be
overcome. Among them are accessibility issues and digital divide, cyber security
risks and data privacy, and changes in culture and behavior of people and public
service providers in adopting digital technology. Therefore, the government needs
to take strategic actions to ensure that digital transformation goes well and provides
maximum benefits for society.
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Overall, digital transformation in the delivery of public services is an
important step in creating a government that is more effective and responsive to the
needs of society. By facing the challenges and taking advantage of the opportunities
offered by digital technology, the government can create public services that are
more efficient, transparent and inclusive for the people.

In conclusion, digital transformation in public services offers great
opportunities for the government and society to improve the quality and efficiency
of public services. However,

implementing digital transformation also requires addressing several
challenges such as infrastructure and accessibility, digital skills and literacy,
security and privacy, cultural and behavioral changes, as well as budget and
investment.
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