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 Digital transformation in government is driving significant 
changes in public service systems and bureaucratic reform. 
This study aims to analyze the effectiveness of regulations 
in supporting the digitization of public services and to 
examine the urgency of regulations in the context of 
modern bureaucratic transformation. The method used is a 
qualitative approach involving a systematic literature review 
of various scientific sources and relevant regulations over 
the past five years. The research findings indicate that 
regulations such as the Law on Public Services, the Law on 
Public Information Disclosure, and the Law on Electronic 
Information and Transactions have provided a strong 
normative foundation in supporting digital transformation. 
However, their effectiveness is still influenced by 
implementation factors, institutional capacity, and human 
resource readiness. Furthermore, the urgency of regulation 
is increasing in tandem with rapid technological 
advancements and growing public demands for transparent, 
swift, and accountable services. Regulations serve not only 
as a legal foundation but also as a strategic instrument to 
guide innovation and ensure the sustainability of 
bureaucratic reform. Therefore, strengthening policy 
implementation and developing adaptive regulations are 
necessary to optimally support digital-based public services. 
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1. Introduction 

Governance transformation is becoming an increasingly crucial issue in the 

digital era, especially in an effort to improve the quality of public services and 

strengthen the principles of good governance. Bureaucratic reform is no longer 

understood as a structural change, but as a comprehensive process that includes 

changes in systems, organizational culture, and the use of information technology to 

improve the efficiency and responsiveness of public services. In this context, the 

bureaucracy is required to be able to adapt to the dynamics of an increasingly digital, 

transparent, and participatory society (Turner et al. , 2022). These changes are 

becoming increasingly relevant as public expectations for fast, accessible, and 

accountable services increase. 

Public services as one of the main functions of government have a strategic 

role in building public trust in state institutions. Low quality of public services is 

often associated with convoluted procedures, lack of transparency, and lack of 

innovation in the service system. Therefore, bureaucratic reform is directed to create 

a service system that is more effective, efficient, and oriented to the needs of the 

community (Wibowo & Kertati, 2022). In this case, the use of information 

technology is an important instrument in driving these changes, especially through 

the implementation of digital systems that are able to reduce direct interaction and 

improve service accessibility. 

The legal framework is an important factor in supporting the implementation 

of bureaucratic reform and digital transformation of government. Law Number 25 

of 2009 concerning Public Services provides a normative basis regarding service 
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standards, community rights, and the obligations of public service providers in 

creating quality and accountable services. In addition, Law Number 14 of 2008 

concerning Public Information Disclosure emphasizes the importance of 

transparency in the administration of government, which is one of the main pillars 

in realizing good governance. Meanwhile, Law Number 11 of 2008 as amended by 

Law Number 19 of 2016 provides legitimacy to the use of information technology 

in the implementation of digital-based public services. 

Along with technological developments, the concept of e-government and 

digital governance has become an increasingly dominant approach in improving the 

quality of public services. The use of information technology not only serves as a 

supporting tool, but also as a catalyst in the transformation of the bureaucratic 

system towards a more open and responsive model (Windiasih, 2019). Globally, the 

digital transformation of government is seen as part of information technology-

based development that encourages efficiency, transparency, and inclusivity in public 

services (Schelenz & Pawelec, 2022). In fact, international reports show that the 

integration of technology in public services is able to increase administrative 

effectiveness and strengthen public participation in the government process (United 

Nations, 2020; United Nations, 2022). 

In addition, digital transformation in government also requires a strong and 

integrated policy framework. The digital government approach focuses not only on 

the use of technology, but also on changes in governance, institutional coordination, 

and increasing organizational capacity in responding to people's needs (OECD, 

2020). Therefore, regulations have an important role in ensuring that digital 
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transformation runs systematically and sustainably. Based on this description, this 

research is formulated in two main questions. First, how effective are existing 

regulations in supporting the implementation of bureaucratic reform and 

digitalization of public services? Second, why are these regulations important and 

urgent to be studied in the context of the current government's digital 

transformation? 

2. Methods 

This study uses a qualitative approach with a systematic method that focuses 

on literature review or systematic literature review. This approach was chosen because 

the research aims to analyze in depth the relationship between bureaucratic reform, 

public services, information technology, and the effectiveness of the regulations that 

support it in a general context without being limited to a specific area. This method 

allows researchers to identify, evaluate, and synthesize various relevant scientific 

findings in a structured manner so as to produce a comprehensive understanding of 

the topic studied. 

The research process begins with the determination of the topic and the 

formulation of research questions that focus on the effectiveness of regulations and 

the urgency of regulatory discussions in supporting the digital transformation of 

government. Furthermore, the process of identifying data sources derived from 

scientific literature in the form of journals, academic books, reports of international 

institutions, and policy documents relevant to the research topic is carried out. The 

inclusion criteria in the selection of literature include publications in the last five 
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years, have direct relevance to the theme of bureaucratic reform, public services, e-

government, and information technology, and can be accessed through academic 

databases such as Google Scholar. 

The next stage is the literature selection process which is carried out 

systematically by considering the quality, credibility, and contribution of each source 

to the research topic. The selected literature is then analyzed using content analysis 

techniques to identify key concepts, patterns of relationships between variables, and 

important findings related to the effectiveness of regulation and digital 

transformation in the bureaucracy. The analysis is carried out thematically by 

grouping information based on categories such as bureaucratic reform, public 

services, information technology, and supporting regulatory frameworks. 

In addition, this study also uses a normative approach by examining various 

relevant laws and regulations as the basis for analysis. The study of regulations is 

carried out to understand the role and function of law in supporting the 

implementation of bureaucratic reform and digitalization of public services. This 

approach allows researchers to evaluate the extent to which existing regulations are 

able to answer the needs of digital transformation and identify potential gaps 

between policies and practices in the field. 

In the synthesis stage, the results of analysis from various literature sources 

are combined to build a systematic and integrated framework of thought. This 

process is carried out by comparing and connecting various findings to produce a 

more in-depth interpretation of the phenomenon being studied. Furthermore, the 
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results of the synthesis are used as a basis for compiling a discussion that answers 

the research questions comprehensively. 

To maintain the validity of the research, sources are triangulated by comparing 

various literature from different perspectives, both from national and international 

sources. In addition, consistency in the selection of references is also maintained by 

ensuring that all sources used are relevant to the research focus and have a significant 

contribution to the development of the analysis. With this systematic approach, the 

research is expected to be able to provide an objective and in-depth picture of the 

effectiveness of regulations and the urgency of regulatory discussions in supporting 

bureaucratic reform and digital transformation of public services.  

3. Results and Discussion 

3.1. The Effectiveness of Regulations in Supporting Bureaucratic Reform 

and Digitalization of Public Services 

The effectiveness of regulations in supporting bureaucratic reform and 

digitization of public services is a fundamental aspect in ensuring that government 

transformation runs optimally. Regulations not only function as a normative 

foundation, but also as a guiding instrument in integrating the principles of good 

governance with the use of information technology. In this context, the existence of 

Law Number 25 of 2009 concerning Public Services, Law Number 14 of 2008 

concerning Public Information Disclosure, and Law Number 11 of 2008 as amended 

by Law Number 19 of 2016 concerning Information and Electronic Transactions 
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shows that the legal framework has accommodated basic needs in improving the 

quality of digital-based public services. 

Conceptually, the effectiveness of regulations can be seen from their ability 

to encourage changes in the bureaucratic system towards more efficient, transparent, 

and responsive services. Bureaucratic reform requires simplification of procedures, 

increased accountability, and the integration of information technology in the public 

service process (Turner et al. , 2022). In this case, existing regulations have provided 

clear direction regarding service standards and the obligations of public service 

providers. However, its effectiveness is highly dependent on implementation at the 

operational level and the ability of institutions to translate regulations into real 

practice. 

From the perspective of public services, regulations that regulate service 

standards and people's rights are important factors in improving service quality. 

Quality public services are characterized by ease of access, speed of process, and 

clarity of procedures that must be met by service users (Wibowo & Kertati, 2022). 

Existing regulations have emphasized these principles, but in their implementation 

there are still often inconsistencies between norms and practices. This shows that 

the effectiveness of regulations is not only determined by the substance of the policy, 

but also by the capacity of institutions to implement it consistently. 

The use of information technology through the concept of e-government is 

one of the important indicators in assessing the effectiveness of regulations. 

Regulations related to information technology have given legitimacy to the use of 

electronic systems in public services, thus enabling the digitalization of services 
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widely. This transformation has the potential to increase administrative efficiency 

and reduce non-transparent practices (Windiasih, 2019). Globally, the 

implementation of digital government has been proven to be able to improve the 

quality of services and strengthen the relationship between the government and the 

community through a more open and participatory system (United Nations, 2022). 

However, the success of technology implementation does not entirely depend on 

regulations, but also on the readiness of infrastructure and human resources. 

Effective digital transformation also requires an integrated policy framework 

between sectors, as emphasized in a study on digital government that highlights the 

importance of institutional coordination and adaptive governance (OECD, 2020). 

In addition, the effectiveness of regulations can also be seen from their ability 

to encourage transparency and information disclosure. Regulations on public 

information disclosure provide a legal basis for the public to gain access to 

information related to public services. This transparency is important in preventing 

abuse of authority and increasing public trust in the government. In practice, the 

application of the principle of information disclosure still faces various obstacles, 

such as the limitations of information systems and the lack of responsiveness of 

institutions in providing needed information. 

From the point of view of digital transformation, regulations must be able to 

keep up with very fast technological developments. The digitalization of public 

services requires flexibility in policies in order to accommodate evolving innovations 

(Mergel et al., 2019). Regulations that are too rigid have the potential to hinder 

innovation, while adaptive regulations can be a major driver in accelerating digital 
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transformation. Therefore, the effectiveness of regulations is not only measured by 

their existence, but also by their ability to adapt to changes in the technological 

environment. 

Furthermore, the integration between bureaucratic reform and digital 

transformation requires a holistic approach. Regulations must be able to connect 

various aspects such as public services, information technology, and governance in 

one integrated framework. Successful digital transformation does not only depend 

on technology, but also on changes in organizational culture and the mindset of the 

apparatus (Vial, 2019). In this regard, regulations have an important role in driving 

these changes through policies that support innovation and capacity building of 

human resources. 

Thus, it can be concluded that existing regulations have conceptually 

supported bureaucratic reform and digitization of public services. However, their 

effectiveness is still influenced by various factors such as policy implementation, 

institutional readiness, and adaptability to technological developments. Therefore, 

continuous efforts are needed to ensure that regulations are not only normative, but 

also able to be implemented effectively in public service practices. 

3.2. The Urgency of Regulation in Bureaucratic Reform and Digital 

Transformation of Public Services 

The urgency of discussing regulations in bureaucratic reform and digital 

transformation of public services is getting stronger in line with the acceleration of 

technological developments and increasing public demands for service quality. In 

the digital era, people not only expect fast and efficient services, but also transparent, 



Reza Satrio Azi 

                                                                                  |130 

 

accountable, and easily accessible without space and time limitations. This condition 

demands a regulatory framework that is not only able to regulate, but also directs 

bureaucratic transformation to be in harmony with the dynamics of technological 

developments. Without adequate regulation, digital transformation has the potential 

to run without a clear direction and risks causing inequality in access and quality of 

services. 

Regulations have a strategic role as an instrument that bridges the need for 

innovation and legal certainty in the administration of government. In this context, 

the existence of Law Number 25 of 2009 concerning Public Services emphasizes 

that the state is obliged to provide quality services and oriented to the interests of 

the community. Meanwhile, Law Number 14 of 2008 concerning Public Information 

Disclosure strengthens the demand for transparency as an integral part of good 

governance. On the other hand, Law Number 11 of 2008 as amended by Law 

Number 19 of 2016 concerning Information and Electronic Transactions provides 

a legal basis for the use of information technology in public services. These three 

regulations show that the urgency of discussing regulations does not only lie in their 

existence, but also in how these regulations are able to answer new challenges arising 

from digitalization. 

The development of information technology has changed the paradigm of 

public services from a conventional system to a more integrated digital system. This 

transformation requires policy adjustments to remain relevant to the increasingly 

dynamic needs of society. The digitalization of public services not only has an impact 

on efficiency, but also on changes in the pattern of interaction between the 



 
 

 

131 | Pamong Praja  
 

government and the community (Vial, 2019). Therefore, existing regulations must 

be able to accommodate these changes, including in terms of data protection, system 

security, and fair access for all levels of society. Without adaptive regulations, digital 

transformation has the potential to pose new risks that can hinder the goal of 

bureaucratic reform. 

In addition, the urgency of regulation is also related to efforts to increase 

public trust in the government. Public trust is an important element in the success 

of bureaucratic reform, which is greatly influenced by the quality of services and the 

level of transparency provided (Wibowo & Kertati, 2022). Clear and implementable 

regulations can be the basis for creating an accountable and accountable service 

system. Conversely, the mismatch between regulations and practices in the field can 

reduce the level of public trust and strengthen negative perceptions of the 

bureaucracy. 

From a global perspective, the development of digital government shows that 

countries that successfully implement digital transformation are generally supported 

by a strong and adaptive regulatory framework. These regulations not only regulate 

the use of technology, but also encourage innovation and collaboration between 

various stakeholders (United Nations, 2022). This shows that the urgency of 

regulation is not only national, but also part of a global trend in improving the quality 

of governance. Therefore, the discussion of regulations is important to ensure that 

existing policies are able to compete and adapt in a global context. 

Furthermore, the urgency of regulation is also related to the need to address 

various challenges in the implementation of digital transformation. One of the main 
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challenges is the gap between technological capabilities and institutional capacity to 

manage digital systems. In this case, regulation can serve as a tool to direct the 

development of human resource capacity as well as the development of supporting 

infrastructure (Mergel et al., 2019). In addition, regulation is also needed to ensure 

that innovations are carried out within a clear legal corridor, so as to minimize the 

risk of technology misuse. 

Bureaucratic reform supported by information technology also requires 

changes in organizational culture that cannot occur automatically. These changes 

require consistent and sustained policy support in order to be implemented 

effectively. Regulation in this case acts as a driver of change by establishing clear 

standards, procedures, and evaluation mechanisms (Turner et al. , 2022). Without 

strong regulations, bureaucratic reform efforts have the potential to run partially and 

unintegrated. 

On the other hand, the increasing use of technology in public services also 

raises the need for stronger legal protection, especially related to data security and 

user privacy. Regulations that regulate this aspect are very important to ensure that 

digital transformation not only provides benefits, but also protects the rights of the 

community as service users (Windiasih, 2019). Thus, the urgency of regulation lies 

not only in the administrative aspect, but also in the increasingly complex aspect of 

legal protection in the digital era. 

By considering these various aspects, it can be concluded that regulations have 

a very high urgency in supporting bureaucratic reform and digital transformation of 

public services. Regulations not only function as a legal basis, but also as a strategic 
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instrument in directing change, overcoming challenges, and ensuring the 

sustainability of innovation in public services. Therefore, the discussion and 

development of adaptive and responsive regulations is a necessity that cannot be 

ignored in facing the dynamics of government in the digital era.  

4. Conclusion 

Bureaucratic reform in the digital age requires strong integration between 

improving the quality of public services, leveraging information technology, and 

ensuring adequate regulatory support. Based on the analysis, it is evident that 

regulations such as the Law on Public Services, the Law on Public Information 

Disclosure, and the Law on Electronic Information and Transactions have provided 

a sufficiently comprehensive normative foundation to support bureaucratic 

transformation toward a more modern, transparent, and responsive system. 

Conceptually, these regulations have been able to accommodate the fundamental 

needs for improving the quality of digital-based public services. 

However, the effectiveness of regulations is not solely determined by their 

existence but is highly dependent on their implementation at the operational level. 

Various challenges, such as institutional capacity constraints, lack of system 

integration, and resistance to change, remain factors affecting the optimal 

implementation of policies. This indicates that while regulations have been designed 

to support bureaucratic reform, more systematic and sustained efforts are needed to 

ensure these policies can be effectively applied in practice. 
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On the other hand, the urgency of discussing regulations in the context of 

digital transformation is increasing alongside rapid technological advancements and 

shifting public expectations regarding public services. Regulations serve not only as 

a legal foundation but also as a strategic instrument in guiding innovation, 

maintaining a balance between technological advancement and the protection of 

public rights, and ensuring the establishment of good governance. The need for 

adaptive and responsive regulations is becoming increasingly critical to anticipate the 

various dynamics emerging in the process of public service digitalization. 

Thus, it can be concluded that regulations play a central role in supporting the 

success of bureaucratic reform and the digital transformation of public services. 

Moving forward, there is a need to strengthen policy implementation, enhance 

human resource capacity, and develop regulations that are more flexible and adaptive 

to technological advancements. These efforts are expected to create a public service 

system that is more effective, efficient, and sustainably oriented toward public needs. 
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