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Abstract

This study aims to analyze the poor governance of government human resources (HR)
towards the efficiency and accountability of public services in Jambi City. The main problems
identified are the unpreparedness of state civil servants (ASN) in adapting information
technology and the weak work culture that is responsive to community needs. This study uses
a descriptive qualitative approach, with data collection conducted through observation, in-
depth interviews, and documentation. The study was conducted for three weeks, starting on
April 2, 2025, involving two main informants: a civil servant from the Population and Civil
Registration Office and a citizen who uses e-KTP services. The results show that the
implementation of digital services such as the SIKESAL (Online Public Complaint Information
System) application is still not optimal due to low digital literacy of ASN and minimal
socialization to the community. In addition, e-KTP services are hampered by limited devices
and data communication networks (Jarkomda), which causes the service process to be slow
and inefficient. The impact is increased queues, delays in document issuance, and decreased
public satisfaction and trust in public services. Based on indicators of productivity, service
quality, responsiveness, responsibility, and accountability, it was found that the main
weaknesses lie in the lack of technical competence of civil servants, unclear follow-up on
complaints, and poor oversight of officer performance. These findings indicate that public
service reform requires not only the provision of technology but also comprehensive and
sustainable human resource capacity building. Therefore, a competency improvement
strategy, an adaptive training system, and a consistent performance evaluation mechanism
are needed to realize efficient, responsive, and accountable public services in Jambi City.

Keywords: Human resource governance, public service efficiency, accountability, ASN,
Jambi City.
Introduction

Human resource (HR) governance is a crucial element in effective and efficient
governance. The quality of public services is highly dependent on it.oncompetence, integrity,

and professionalism of state civil servants (ASN) who carry out bureaucratic
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functions(Novitasari et al., 2025). In the era of bureaucratic reform, sound human resource
management is a key prerequisite for achieving responsive and accountable public services.
However, in Jambi City, various issues remain that indicate the low quality of human resource
governance. This impacts the efficiency and accountability of public services, as well as
lowering public satisfaction with government services (Alfarizi et al., 2025).

One indicator of this problem is the low quality of public services perceived by the
public. Research by Hendriyaldi & Musnaini (2021) shows that services at the Jambi City
Population and Civil Registration Office still face obstacles in terms of productivity, service
quality, responsiveness, responsibility, and accountability. This reflects inefficiencies in
human resource management that impact public service performance. In the implementation
of public services in Jambi City, particularly through the SIKESAL (Online Public Complaints
Information System) platform and e-KTP services, various real problems were found that
reflect weaknesses in government human resource governance. These problems arise in
various aspects of service that directly impact agency productivity, the quality of service
perceived by the public, and the level of public trust in the accountability of state civil servants
(ASN).

An interview with the Head of the Service explained that the SIKESAL application was
originally designed to increase public participation in submitting complaints, such as those
related to damaged roads, flooding, and fire incidents. As of March 2022, 638 complaints had
been recorded through the application. However, behind this figure are serious challenges,
particularly in terms of productivity and effectiveness of report handling. Many reports have
not been promptly followed up due to limited human resource capacity and an inefficiently
integrated work system. This indicates that despite the availability of technological tools, civil
servant productivity does not fully support the system.

The most glaring problem is seen in the e-KTP (electronic ID card) issuance service, as
reported by Ms. Lina, a resident, and supported by information from civil servants at the
Jambi City Population and Civil Registration Office. There has been a decline in the quality of
public services, primarily due to the disruption of the data communication network
(Jarkomda) previously used for mobile services. Now, services rely solely on eight wireless
devices spread throughout the city, with each device capable of processing only five KTPs per

day, with a service time of over one hour per document. This indicates low service efficiency
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due to limited facilities and suboptimal management of time and manpower. In terms of
responsiveness, both the SIKESAL application and the e-KTP service still face significant
obstacles in responding to residents' needs quickly and accurately. Response to public reports
through SIKESAL has been uneven, largely due to a lack of training for officers in handling
digital reports promptly. In the e-KTP service, limited personnel and service equipment have
led to long queues, which exacerbates residents' complaints. Mrs. Lina complained that the
slow and complicated process of making an ID card made it very difficult for residents,
especially for those who needed the document to access other public services.

The responsibility of civil servants (ASN) to provide fair and equal services to the public
has also been questioned. Complaints from citizens like Ms. Lina's demonstrate the perception
that public services are not being implemented optimally and equitably. Ms. Lina hopes that
civil servants will treat ordinary citizens with greater care and respect for their needs,
especially in urgent situations (Sylviana et al., 2024). This demonstrates the importance of
instilling empathy and professionalism in the attitudes of state officials. Ultimately, this
problem leads to low accountability in public services in Jambi City. Although reports
through SIKESAL are recorded, not all reports are followed up or their resolutions reported
to the public. Similarly, in the e-KTP service, there is no transparent reporting system
regarding the progress or evaluation of services to the public. This has led to public distrust
in government agencies that are supposed to serve the public.

Given these conditions, the real problems in Jambi City lie not only in infrastructure or
service technology, but primarily in the quality and capacity of government human resource
governance. Comprehensive improvement measures are needed, including civil servant
training, restructuring the service system, and increasing transparency and performance
evaluation so that public services can run more efficiently, responsively, and accountably.
Furthermore, the implementation of e-government in Jambi City still faces challenges.
Although various public service applications have been developed, such as the Online Public
Complaints Information System (Sikesal), their utilization is not yet optimal. This is due to a
lack of training and understanding of information technology among officials, as well as
minimal outreach to the public. The bureaucratic reforms that have been initiated have also
not shown significant results. According to research by (Senjaya & Karim, 2021) The

implementation of bureaucratic reform in Jambi Province still faces obstacles in eight areas of
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change, including human resource management and strengthening accountability. This
situation reinforces the suspicion that poor human resource governance is a major factor in
the decline in efficiency and accountability of public services.

Limited infrastructure and supporting resources also exacerbate challenges, such as the
lack of comfortable public service facilities and a shortage of human resources commensurate
with the workload. This hampers the government's ability to meet increasingly complex
public demands. The lack of transparency and accountability in the implementation of public
services is also a concern. Service procedures remain unclear to the public, with limited
information regarding the flow, costs, and service times. This is exacerbated by the low level
of accountability of officials in responding to public complaints and needs quickly and
appropriately. Poor internal communication between work units within the government
environment leads to weak coordination, which ultimately hinders service delivery.

Bureaucratic reform is suboptimal. Despite efforts to reform the bureaucracy, its
implementation remains suboptimal. Many work units have not yet completed their standard
operating procedures (SOPs), contributing to public dissatisfaction with public services.
While Public Service Malls (MPPs) have been established to improve service efficiency, many
agencies are still not yet operational. As a result, the public often has to return to their old
institutions to resolve their issues, prolonging service times. Due to a lack of monitoring and
evaluation, the Supreme Audit Agency (BPK) found that the MPP institutions in Jambi City
are poorly planned and lack regulations related to managing public complaints.

Amidst bureaucratic reform and the digitalization of public services, the Jambi City
Government is facing the reality that public services are still far from optimal. One form of
digital-based service, such as the Online Public Complaints Information System (SIKESAL),
which aims to expedite complaint handling, has not fully met public needs. Many reports
received through this application are not followed up in a timely manner, indicating a weak
response from government officials. This situation reflects obstacles in human resource
governance, particularly in terms of digital competency and the management of public
complaint follow-up (Fajriyani et al., 2023).

Similar problems are also evident in population administration services, particularly e-
KTP (electronic ID card) issuance. Unresolved data communication network (Jarkomda)

disruptions and limited service equipment mean that citizens must queue for hours just to
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process basic documents. Civil servant productivity in handling service requests is also very
low, with one device only able to serve about five citizens per day. Furthermore, citizens
experiencing delays in service delivery are beginning to lose confidence in the government's
capacity to provide quality and fair services. This situation is exacerbated by a lack of
empathetic communication between officers and citizens. Some citizens expressed the
impression that service personnel appear indifferent to the community's pressing needs.
Effective public service requires human resources who are not only technically competent but
also possess interpersonal skills and a strong sense of ethical responsibility. Civil servant
resistance to change, along with conventional work habits, reinforce the impression of slow
adaptation to technology and the demands of modern services (Laoli et al., 2024).

The weak monitoring and evaluation system for civil servants' performance in using
public service technology is also a significant concern. The absence of a mechanism to ensure
follow-up on complaints, along with minimal feedback to the public, indicates that service
accountability is not functioning as it should. This situation creates a gap between public
expectations and the reality on the ground, while also tarnishing the image of local
governments (Homepage, 2025) Considering these realities, the main problem in public
services in Jambi City lies not solely in technology or infrastructure, but rather in the quality
of government human resource management, which has not been able to effectively and
accountably address the challenges of modern service delivery. Therefore, analyzing the role
of human resources in driving service efficiency and accountability is crucial for formulating
sustainable improvement strategies (Hadi Putra, 2025).

These issues reflect significant challenges in improving the efficiency and accountability
of public services in Jambi City, which require immediate address to meet public expectations.
Based on these issues, an in-depth analysis is needed to determine how poor human resource
governance within the Jambi City Government directly impacts the efficiency and
accountability of public services. This study aims to identify the root causes and provide
strategic recommendations to encourage sustainable improvements in the human resource

management system and public services.

Methods
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This study uses a descriptive qualitative approach aimed at gaining an in-depth
understanding of the poor governance of government human resources (HR) and its impact
on the efficiency and accountability of public services in Jambi City. The qualitative approach
was chosen because it allows researchers to explore the meanings, perceptions, and
experiences of bureaucratic actors and the public as service users directly through social
interactions and field observations (Creswell, 2019). This research was conducted for 3 weeks,
namely from April 2 to April 23, 2025. During this period, researchers collected data through
direct observation and interviews with key informants.

The number of informants in this study was two people, consisting of one civil servant
(ASN) from the Population and Civil Registration Service of Jambi City, and one community
service user who had experienced problems in the e-KTP application process. The selection of
informants was carried out purposively, taking into account their direct involvement in the
public service process as well as being parties affected by the quality of service. The research
location was also determined purposively, namely in several Jambi City regional government
agencies that play a direct role in the provision of public services, such as the Population and
Civil Registration Service, the Investment and One-Stop Integrated Service Service, and the
Social Service.

This location is considered representative in describing the dynamics of human resource
governance in the context of public services. Research informants were determined through
purposive sampling, taking into account certain criteria, including civil servants involved in
public services, work unit leaders with authority in human resource management, and
members of the public who have used services from related agencies. The number of
informants is flexible and determined based on the saturation principle, where data collection
is stopped when the information obtained is deemed sufficient and no longer provides
significant new findings.

Data collection was conducted through three main techniques: observation, interviews,
and documentation. Observations were conducted directly in the public service agency's work
environment to observe employee behavior, interaction patterns, and work situations related
to HR management and service delivery. In-depth interviews were conducted using semi-
structured guidelines, allowing researchers to explore broader and more contextual

information from key informants. Furthermore, documentation was used to supplement the
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data obtained through observation and interviews, by reviewing various documents such as

organizational structures,

Findings and Discussion
Public Service Efficiency and Human Resource Challenges in Jambi City

Efficient public services are a key indicator in assessing government performance. In
Jambi City, efforts to improve service efficiency have been made through the development of
digital systems, such as the Public Complaints Information System (Sikesal) application.
However, the implementation of this technology still faces various challenges, particularly
those related to human resources (HR). One resident, Mrs. Desi, said, "l am dissatisfied with
the slow service and the unresponsiveness to public complaints." She explained that the
process of obtaining her ID card took a long time, and attempts to file a complaint through
the Sikesal application were unsuccessful.

Ms. Desi's complaint highlights a fundamental problem related to the unresponsiveness
of the service system to public needs. She stated that complaints submitted through the
application did not receive a prompt response, and there was no feedback in the form of
notifications or confirmation. As a result, Ms. Desi was forced to return to the Population and
Civil Registration Office (Dukcapil) and undergo the service process manually. Ms. Desi's
situation illustrates the weakness of the complaint management system, which should be an
effective channel for citizens to voice service issues. The delay in response from officers
indicates a gap in technology management competency, particularly in terms of regularly
monitoring incoming reports. The low skills of officers in using digital systems like Sikesal
indicate a lack of training and mentoring from government agencies. In this regard, human
resource management is a critical factor influencing the effectiveness of these applications.
Without increased human resource capacity, technological innovation will not have a
significant impact on public services. Research by Abdullah (2025) emphasized that
structured training successfully improved employee competency, accelerated licensing, and
reduced resistance to technology. A target- and indicator-based performance evaluation
system increased productivity and service quality. Inter-unit coordination also improved

thanks to digital technology, which accelerated workflow and communication.
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Public Service Accountability and the Role of Human Resources

Accountability in public services reflects the government's responsibility to provide
transparent and accountable services. However, in Jambi City, this accountability remains
problematic, particularly in handling public complaints. According to Mr. Rian, a civil servant
interviewed for this study, "The Jambi City Government has developed an online public
complaints information system (Sikesal), but its use has not been optimal," he explained. He
believes that the weak accountability of officers in handling complaints is one of the main
causes.

According to Mr. Rian, "Processing correspondence, including ID cards, still takes a long
time, and not all public complaints are handled properly." This indicates that the existing
system is not functioning as it should. Civil servants' unpreparedness in operating digital
systems is one of the causes of low service efficiency. He also added that "the lack of public
outreach on how to use the application is a separate obstacle." Many residents are unaware of
the application's functions and operation, resulting in the system not being utilized to its full
potential.

The lack of structured outreach and training for both the public and officers has led to
the failure of implementing digital innovation at the basic service level. Applications that
should be solutions instead exacerbate public confusion and dissatisfaction. Low
technological competency among civil servants also demonstrates weak management of
training and human resource development. Uneven training and the lack of regular
evaluation of officer capabilities are major obstacles to improving service quality. Research by
Sang(2024)emphasizes that optimizing human resource management and technology is
crucial for improving the efficiency of public services. In this context, public service
accountability in Jambi City is under scrutiny. When public complaints are not handled
quickly and transparently, the principle of accountability becomes difficult to achieve.
According to Monoarfa (2015), the effectiveness and efficiency of public services depend
heavily on the responsiveness and accountability of service providers.

As experienced by Ms. Desi, the lack of feedback on complaints indicates that the
reporting system lacks a complete service cycle. The lack of notification or follow-up
information leaves the public feeling neglected. This, in turn, impacts public perception of

government performance. When complaints go unanswered, public trust in service
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institutions declines, potentially reducing public participation in the reporting system going
forward. Meanwhile, from an efficiency perspective, suboptimal use of digital systems leads
to overlapping tasks. Residents are still required to visit service offices in person even though
digital channels are available.

This phenomenon demonstrates a waste of time, energy, and resources. Digital systems
are not being utilized as intended because human resources are not yet ready. Yet, one of the
primary goals of using technology is to accelerate and simplify service processes. The lack of
monitoring and evaluation of digital system utilization also reinforces the suspicion that there
is an inadequate internal oversight system. Agency leaders should conduct regular
assessments of application utilization, including follow-up on incoming reports. This
situation also indicates a lack of strategic planning in human resource management. Digital
transformation requires organizational readiness that includes technical training, role
allocation, and measurable achievement targets.

The Jambi City Government is on the right track by introducing the Sikesal application,
a manifestation of information transparency and technology-based services. However, the
implementation of this policy has not been accompanied by the technical and cultural
readiness of bureaucratic human resources. This emphasizes that digital transformation in
public services is not merely about procuring applications, but also involves changes in work
culture, mindset, and employee technical capabilities. As Nyeleker et al., (2024) stated, Smart
ASN is the key to successful bureaucratic governance and an effective and efficient

government system.

Human Resource Governance Improvement Strategy for Better Public Services

To address the issues outlined, a comprehensive strategy is needed to improve human
resource governance. One crucial step is ongoing training for civil servants in the use of
information and communication technology. This training must be systematically designed
and tailored to the needs of each agency. Furthermore, regular evaluation of employee
competency is crucial to ensure that the training provided is effective and impacts
performance improvement. Beyond training, it is also crucial to raise public awareness and
understanding regarding the use of public service applications. Intensive and ongoing

outreach can help the public make optimal use of available technology.
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The research results show that public services in Jambi City still face a number of
significant obstacles that impact efficiency and accountability. Based on interviews with
residents and civil servants at the Population and Civil Registration Office, several key issues
emerged, including low service responsiveness, limited facilities and infrastructure, and a lack
of attention and empathy from officials towards community needs. One resident, Ms. Lina,
expressed her complaint regarding the e-KTP (electronic ID card) application service:

"The KTP application process is very slow, with long lines, and officers often seem
indifferent, which frustrates residents. I once waited over an hour for a single document,
which made it very difficult for me, who had to handle several other administrative

tasks."

This complaint illustrates significant issues with time efficiency and service quality,
which aligns with previous research findings regarding limited available equipment and
human resources (Arief et al., 2021). Furthermore, regarding the complaints system via the
SIKESAL application, a civil servant explained:

"Even though we have the SIKESAL application to make it easier for the public to submit
complaints, we still have difficulty following up on reports quickly due to limited

personnel and a system that is not yet fully integrated."

This statement highlights the gap between technology availability and human resource
capacity in managing it, resulting in the application's low effectiveness in improving public
services (Ariana et al., 2020). Regarding accountability, another citizen stated:

"Sometimes we don't receive follow-up information on reports we've submitted, which

makes us feel less confident in government services."

This indicates weak reporting and transparency mechanisms in public services, which
have resulted in reduced public trust in the local government (Grimmelikhuijsen et al., 2013).
Based on these results, it can be concluded that the low quality of human resource governance
within the Jambi City Government is a major factor hindering increased efficiency and
accountability in public services. The problem lies not only in facilities and infrastructure, but
also in the lack of competence, training, and professionalism of civil servants who interact
directly with the public. Therefore, comprehensive improvement efforts are needed, including
training to improve civil servant competency, improving service facilities, and implementing

a transparent and accountable monitoring and evaluation system. Bureaucratic reform that
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emphasizes human resources will be the main key to improving the quality of public services
in Jambi City going forward.

The government also needs to develop an effective monitoring and evaluation system
to ensure that all public complaints are handled promptly and appropriately. This system
must be able to provide feedback to the public as a form of service accountability. In the long
term, bureaucratic reform that emphasizes the professionalism, integrity, and technical
competence of civil servants is essential. This reform must be supported by policies that
encourage innovation and adaptation to technological change. This is expected to make public
services in Jambi City more efficient and accountable, and able to meet public expectations.
Digital transformation supported by good human resource governance will be key to success

in realizing quality public services.

DISCUSSION

Good human resource (HR) governance is key to the success of public service delivery.
In the context of local government, low-quality HR is often a barrier to achieving efficiency
and accountability in public services. Ideal public services require not only the availability of
sound systems and regulations, but also the readiness and competence of those who
administer them. One of the main challenges identified in this study is the unpreparedness of
civil servant HR in utilizing information technology (Zolak Poljasevi¢ et al., 2025). In the
digital era, application-based public service systems should improve speed, accuracy, and
transparency. However, when human resources lack adequate technological competency,
these systems become suboptimal and tend to be underutilized. Digital transformation in
public services requires more than simply providing devices or applications; more
importantly, building technical capacity and a digital work culture among civil servants.
Research shows that digital bureaucracy will only function optimally if civil servants are
digitally literate and professionally empowered (Kadarisman et al., 2022).

The efficiency of public services is often hampered by slow administrative processes
that could be simplified with the help of technology. However, in reality, without regular
training and mentoring, technology becomes a new burden on bureaucratic tasks. This leads
to delays in service delivery and increased public dissatisfaction. Another problem is the lack

of a monitoring and evaluation system for civil servants' performance in using public service
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technology. When reports or complaints from the public are not promptly followed up, this
indicates a weak oversight mechanism for the performance of service officers (Theresia et al.,
2025).

The lack of public awareness of digital service systems contributes to the suboptimal
implementation of public services. The government often assumes that the public can adapt
to new systems without education or assistance, despite the fact that the digital literacy gap
remains quite large. Accountability in public services is closely linked to information
transparency and the speed of response from authorized agencies. When public reports are
not responded to, public trust in the government declines (Eckersley et al., 2025).

Human resources lacking communication skills and empathy for community needs will
also worsen service quality. In such circumstances, the public feels excluded from the service
process and tends to perceive the government as distant and unconcerned with their concerns.
Furthermore, resistance to change is also a challenge in implementing digital-based services.
Many civil servants are more comfortable with conventional work methods and are reluctant
to adapt to new systems due to perceived incompetence or lack of support from their
superiors. This situation hinders the promotion of service innovation.

Improving the efficiency of public services requires a strategy for continuously
improving human resource competency. Local governments need to organize technical
training, workshops, and regular evaluations of employee capabilities in using service
technology. This training needs to be tailored to the real needs and work context of each
agency. A study by Anjani & Alwi (2025) stated that human resource development in the
public sector must focus on increasing adaptive and digital capacity so that civil servants
(ASN) are able to face the challenges of rapidly changing bureaucratic reform. This includes
improving knowledge, technical skills, and professional integrity. In addition to training, it is
also important to establish a fair system of incentives and sanctions for civil servants based
on service performance achievements. Employees who demonstrate speed and accuracy in
handling public services should be rewarded, while those who do not carry out their duties
properly should receive guidance or reprimands according to procedures (Widanti, 2022).

An interview with the Head of the Agency regarding the SIKESAL application revealed
that SIKESAL (Online Public Complaint Information System) is an online complaint

application that makes it easier for Jambi City residents to report various problems, such as
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damaged roads, floods, and fires. Incoming reports are forwarded to the relevant agencies for
follow-up and resolution. Furthermore, the Head of the Agency stated that this application
has increased public participation in submitting complaints, with 638 complaints recorded as
of March 2022. However, challenges such as ensuring timely follow-up and increasing public
awareness in using this application remain major obstacles. Furthermore, obstacles faced in
the implementation of SIKESAL include a lack of public understanding of how to use the
application, limited internet access in some areas, and the need to increase the capacity of
officers to respond to reports efficiently.

In terms of population administration services, an interview with Ms. Lina, a resident
of Jambi City, revealed serious obstacles in the e-KTP (electronic ID card) issuance service.
Ms. Lina explained that the e-KTP service was hampered by the central government's
suspension of the data communication network (Jarkomda), which was previously used for
mobile services. As a result, Dukcapil relies on only eight wireless devices for the entire city,
with each device capable of processing only about five KTPs per day, and the service time is
more than an hour per document. As a temporary solution, Dukcapil uses wireless devices at
the sub-district level, but the limited number of devices and service personnel makes the
process slow. Ms. Lina hopes the central government can reactivate Jarkomda to optimize
services. The impact of these obstacles is long queues and delays in e-KTP issuance, which
impacts the public's access to other public services.

Furthermore, interviews with civil servants at the Civil Registration Office (Dukcapil)
and Ms. Lina, a resident who experienced difficulties obtaining an e-KTP, confirmed that
existing services are ineffective in serving those in need. Ms. Lina suggested that civil servants
be able to serve ordinary citizens better and more responsively, particularly in the area of KTP
issuance. The discussion of these interviews confirmed that despite the existence of
technology platforms such as SIKESAL to expedite and simplify public complaints, there is
still a gap between public expectations and the reality on the ground. Low human resource
capacity, limited equipment, and a lack of understanding and training are the main inhibiting
factors in achieving efficient and responsive public services. Meanwhile, population
administration services also show weak supporting infrastructure and suboptimal time

management, which results in slow service and public dissatisfaction.
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This situation demonstrates that service digitalization must be accompanied by
improvements in the quality of human resource governance and the provision of adequate
facilities for effective public services. Instilling the values of professionalism, empathy, and
accountability is also essential to bolster public trust in government services. To ensure
sustainable service quality, a two-way feedback system needs to be developed. The public
must have access to follow-up information on their reports or requests, and civil servants must
be responsible for providing timely and transparent responses. Efforts to improve human
resource governance must also be supported by adequate technological infrastructure and
adaptive bureaucratic policies. The government is not only required to build digital systems
but also to ensure that these systems are user-friendly, easily accessible, and operable by
various groups, both officers and the public. Transparency is a crucial aspect of public
services. Procedures and service standards must be clearly communicated to the public so
they understand their rights and available complaint mechanisms. This will increase public
participation and strengthen public trust in the government.

In general, poor human resource governance will directly impact the public's perception
of the quality of public services. The public demands services that are fast, accessible, and
responsive to their needs. Therefore, improving human resource quality is a top priority in
public service reform. By improving the overall quality of human resource governance, from
recruitment and training to monitoring and strengthening a culture of service, the efficiency
and accountability of public services in Jambi City can significantly increase. This is an

absolute requirement for creating responsive, inclusive, and technology-based governance.

Conclusion

Based on the research results, it can be concluded that poor human resource governance
within the Jambi City Government is a major factor hindering the efficiency and accountability
of public services. The inability of some civil servants (ASN) to operate public service
technologies, such as the Sikesal application, results in slow, unresponsive, and non-
transparent services. Lack of training, inadequate performance monitoring, and a weak
technology-based work culture indicate that ASN are not yet ready to face the demands of
modern, fast-paced, digital-based public services. Furthermore, the public does not receive

adequate information and rarely receives feedback on their complaints, resulting in low trust

66


https://journal.abhinaya.co.id/index.php/cgpa/login

Civic Governance and Public Administration (JGPA)
https://journal.abhinaya.co.id/index.php/cgpa/login

in the existing service system. Therefore, improving public services in Jambi City requires
fundamental reforms in human resource governance, starting from increasing ASN digital
literacy through ongoing training, strengthening the performance monitoring system, and
providing easily accessible and usable service infrastructure. The government also needs to
actively socialize with the public so that public service applications can be utilized optimally.
With these improvements, it is hoped that public services will become faster, more
accountable, and more responsive to citizen needs, while also increasing public trust in the

local government as a whole.

References

Abdullah, S., Baharuddin, B., & Tanal, A. N. (2025). Effectiveness of Digital Training for
Educational Staff in Management Information Systems. International Journal of Asian
Education, 6(1), 141-150. https://doi.org/10.46966/ijae.v6il.475

Alfarizi, M. A., Hasbullah, H., & Wulan B, S. K. (2025). Analisis Efektivitas Pelayanan Publik
Berbasis Aplikasi Layanan Simayang Di Perumdam Tirta Mayang Kota Jambi. Jurnal
Manajemen Dan Bisnis, 3(3), 256-278. https://doi.org/10.36490/jmdb.v3i3.1679

Anjani, R., & Alwi, Z. R. (2025). Enhancing Civil Servant Performance Through Digital Literacy
and Organizational Adaptability. 56-65.

Ariana, S., Azim, C., & Antoni, D. (2020). Clustering of ICT human resources capacity in the
implementation of E-government in expansion area: a case study from pali regency.
Cogent Business and Management, 7(1). https://doi.org/10.1080/23311975.2020.1754103

Arief, A. S, Pattiasina, P. J., & Remus, S. P. (2021). Relevance of human resource management
on small business objective in digital era: A critical review of research evidence.
International Journal of Social Sciences and Humanities, 5(2).
https://doi.org/10.29332/ijssh.v5n2.1167

Bagus Gede Bramastas, I., Purwanto, A., & Mas'ud, M. (2025). Pengaruh Penempatan Pegawai
dan Lingkungan Kerja Terhadap Kinerja Organisasi yang Dimediasi oleh Work Family
Conflict Sebagai Variabel Intervening. Jurnal Ilmu Manajemen, 11(1), 29-36.
https://doi.org/10.31328/jim.2025.014

Creswell, J. W. (2019). Research design : qualitative, quantitative, and mixed methods approaches.

SAGE Publications Ltd.

67


https://journal.abhinaya.co.id/index.php/cgpa/login

Civic Governance and Public Administration (JGPA)
https://journal.abhinaya.co.id/index.php/cgpa/login

Eckersley, P., Lakoma, K., Murphy, P., Caygill, T., & Pell, C. (2025). Accountability as a
function of power relationships in public governance networks. Public Administration,
103(3), 906-922. https://doi.org/10.1111/padm.13032

Fajriyani, D., Fauzi, A., Devi Kurniawati, M., Yudo Prakoso Dewo, A., Fahri Baihaqi, A., &
Nasution, Z. (2023). Tantangan Kompetensi SDM dalam Menghadapi Era Digital
(Literatur Review). Jurnal Ekonomi Manajemen Sistem Informasi, 4(6), 1004-1013.
https://doi.org/10.31933/jemsi.v4i6.1631

Grimmelikhuijsen, S., Porumbescu, G., Hong, B., & Im, T. (2013). The effect of transparency
on trust in government: A cross-national comparative experiment. Public Administration
Review, 73(4), 575-586. https://doi.org/10.1111/puar.12047

Hadi Putra, R. (2025). Strategi Pengelolaan Sumber Daya Manusia untuk Meningkatkan
Kualitas Pelayanan Publik di Kecamatan Medan Denai. Room of Civil Society Development,
4(2), 320-328. https://doi.org/10.59110/rcsd.605

Hendriyaldi, & Musnaini. (2021). Analisis Pengaruh Pelayanan Publik Dan E-Service Quality
Terhadap Kepuasan Masyarakat Di Lingkungan Pemerintahan Kota Jambi. Jurnal
Manajemen Terapan Dan Keuangan, 10(1), 87-98.

Homepage, J. (2025). Faktor-Faktor Penunjang Kualitas Pelayanan Administrasi
Kependudukan Di Kelurahan Wongkaditi Barat Kota Gorontalo. Journal of Innovative and
Creativity, 5(2), 23722-23730.

Kadarisman, M., W. Wijayanto, A., & D. Sakti, A. (2022). Government Agencies * Readiness
Evaluation towards Industry. Social Sciences, 11(331), 1-18.

Kusuma, A. R, Rande, S., & Indarto, K. (2023). Strategy to Increase the Capability of Civil
Servant (ASN) Resources. International Journal of Professional Business Review, 8(6), €02225.
https://doi.org/10.26668/businessreview/2023.v8i6.2225

Laoli, L. R., Beniah Ndraha, A., & Waruwu, E. (2024). Analisis Resistensi Pegawai Terhadap
Perubahan Kebijakan Pemberian Kompensasi Kepada Karyawan Bagian Teknik pada
Perusahaan Umum Daerah Air Minum Tirta Umbu Kabupaten Nias. Jmpis, 5(4), 1253
1265. https://dinastirev.org/

Manzoor, A. (2014). A look at efficiency in public administration: Past and future. SAGE Open,
4(4), 1-5. https://doi.org/10.1177/2158244014564936

Novitasari, D., Nasution, D. T., Pratikno, G. E., & Fauzi, A. (2025). Transformasi Manajemen

68


https://journal.abhinaya.co.id/index.php/cgpa/login

Civic Governance and Public Administration (JGPA)
https://journal.abhinaya.co.id/index.php/cgpa/login

SDM ASN di Era Digital: Kajian Literature atas Kompetensi Digital, Sistem Merit, dan
Gaya Kepemimpinan. Jurnal Ekonomi Manajemen Sistem Informasi, 6(6), 4205—4214.
https://doi.org/10.38035/jemsi.v6i6.5615

Nyeleker, K. P., Fridayani, H. D., & Chiang, L.-C. (2024). SmartASN: A Sustainable Digital
Transformation to Human Resource Management in Indonesia’s Bureaucracy 4.0. SHS
Web of Conferences, 204(18), 04005. https://doi.org/10.1051/shsconf/202420404005

Sang, H. M. (2024). Optimizing Human Resource Management to Enhance Productivity and
Economic Competitiveness in the Era of Industry 4.0. International Journal of Social Science
and Human Research, 7(07), 5099-5106. https://doi.org/10.47191/ijsshr/v7-i07-57

Senjaya, B., & Karim, N. (2021). Optimalisasi Pelaksanaan Reformasi Birokrasi di Provinsi
Jambi Berdasarkan Delapan Area Perubahan. Tanah Pilih, 1(2), 140-159.
https://doi.org/10.30631/tpj.v1i2.903

Smyth, S. (2007). Public Accountability: A Critical Approach. Journal of Finance and
Management in Public Services, 6(2), 27-45.

Sylviana, A.Y., Ariany, R., & Koeswara, H. (2024). Evaluasi Penerapan E-Government Melalui
Aplikasi Sipaduko Pada Dinas Dukcapil Kota Jambi. Ministrate: Jurnal Birokrasi Dan
Pemerintahan Daerah, 5(4), 238-254. https://doi.org/10.15575/jbpd.v5i4.29314

Theresia, H. T., Tulusan, F. M. G., & Londa, V. Y. (2025). Complaint Service Management at
the Manado City Government Public Service Mall. Journal Dimensie Management and
Public Sector, 6(3), 124-135. https://doi.org/10.48173/jdmps.v6i3.320

Tsani, T., Marlina, S., & Arum, A. K. (2024). Systematic Literature Review: Pembelajaran dari
Reformasi Birokrasi Global untuk Indonesia. Publikauma: Jurnal Administrasi Publik
Universitas Medan Area, 12(2), 125-142. https://doi.org/10.31289/publika.v12i2.13053

Widanti, N. P. T. (2022). Good Governance for Efficient Public Services Responsive and
Transparent. I[jd-Demos, 4(2). https://doi.org/10.37950/ijd.v4i2.286

Zolak Poljasevi¢, B., Gri¢nik, A. M., & Sarotar Zizek, S. (2025). Human Resource Management
in Public Administration: The Ongoing Tension Between Reform Requirements and
Resistance to Change. Administrative Sciences, 15(3).

https://doi.org/10.3390/admsci15030094

69


https://journal.abhinaya.co.id/index.php/cgpa/login

