
	
Vol.	11,	No.	1,	2026,	pp.	51-59	

DOI:	https://doi.org/10.29210/30036825000	
	
	 	

Contents	lists	available	at	Journal	ELORA	
	

JRTI	(Jurnal	Riset	Tindakan	Indonesia) 
ISSN:	2502-079X	(Print)	ISSN:		2503-1619 (Electronic)	

	

Journal	homepage:	https://jrti.eloracenter.org/jrti 
	

	

	
	

51 
 

Analysis of whatsapp call center WA MAILAKU-based public 
service through indrajit’s e-government model: a case study of 
the UPTD 
 
 
Ni Komang Yudha Anggun Candra Cahyani*), Anak Agung Ngurah Eddy Supriyadinata Gorda 
Undiknas Graduate School, Bali, Indonesia 

 

Article Info  ABSTRACT 

Article history: 

Received Mar 27th, 2026 
Revised Apr 20th, 2026 
Accepted May 10th, 2026 
 

 This study aims to analyze the public service provided through the WA 
MAILAKU WhatsApp Call Center using Indrajit’s e-government model at the 
UPTD. Training and Education for Cooperatives, Micro, Small, and Medium 
Enterprises. It emphasizes that WhatsApp-based service delivery should be 
critically examined through the e-government framework, particularly in terms 
of policy support, organizational capacity, and service value. This research 
employs a qualitative approach with a case study design. Data were collected 
through interviews, observation, and documentation, and were analyzed using 
an interactive model involving data reduction, data display, and conclusion 
drawing. The findings indicate that the implementation of WA MAILAKU is 
supported by leadership commitment, the existence of standard operating 
procedures, and the use of WhatsApp as a platform familiar to service users. The 
study concludes that WA MAILAKU cannot yet be fully understood as a formal 
e-government system, but rather as a digital public service innovation with 
strong potential to support fast and inclusive service delivery. Its effectiveness 
continues to depend on improvements in technical service management, the 
digital competencies of personnel, and the protection of information privacy and 
security. This study is limited by its focus on a single organizational unit and by 
its reliance on qualitative self-reported data from informants. 
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Introduction 
Digital transformation has encouraged governments to deliver public services that are faster, more accessible, 
and more responsive. In this context, Indrajit’s e-government model becomes important because it emphasizes 
three key elements, namely support, capacity, and value, which can be used to assess the readiness and 
usefulness of digital services in public bureaucracy (Charis et al., 2023). At the same time, the use of instant 
messaging platforms such as WhatsApp has become increasingly widespread because they present low access 
barriers and align with the communication habits of the public, including cooperative and MSME actors (Sessa 
Tiara Maretaniandini et al., 2023). 

In Indonesia, the digital transformation of public services is supported by SPBE policy through Presidential 
Regulation No. 95 of 2018, while at the regional level the Province of Bali has also established Governor 
Regulation No. 44 of 2021 as the legal basis for electronic government administration (Nadhir et al., 2024). 
However, the existence of these regulations does not automatically guarantee that all digital innovations fully 
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comply with SPBE technical standards, especially when services are built on third-party platforms such as 
WhatsApp that are not entirely under government infrastructure control (Fardiah et al., 2024). Therefore, it is 
necessary to critically examine whether WA MAILAKU truly follows the logic of e-government governance or 
whether it should more appropriately be understood as a digital public service innovation that supports the 
direction of SPBE. 

The swift evolution of digital technologies has reshaped how governments worldwide deliver public services, 
pushing bureaucracies toward more agile, inclusive models. In Indonesia, where over 64 million micro, small, 
and medium enterprises (MSMEs) form the backbone of the economy contributing around 61% to GDP and 
employing 97% of the workforce the demand for efficient service delivery has never been more pressing 
(Awasthi, 2020). Yet, traditional face-to-face interactions often fall short, especially in remote areas like Bali, 
where logistical hurdles and low digital literacy among MSME actors exacerbate access gaps. This study delves 
into a pragmatic innovation: the WhatsApp Call Center "WA MAILAKU" at Bali Province's UPTD for 
Cooperative and MSME Training, examining how such tools bridge these divides in real-world public 
administration (Muhammad Adil & Fajarwaty Kusumawardhani, 2022). Indrajit's (2016) Digital 
transformation has become a central agenda in public administration, as governments increasingly seek to 
provide services that are faster, more accessible, and more responsive to citizen needs. In Indonesia, the 
expansion of e-government has encouraged public institutions to adopt digital communication channels that are 
familiar to users and capable of supporting everyday administrative interaction. Among the available platforms, 
WhatsApp has emerged as a particularly practical option because of its wide adoption, low cost, and ease of use 
across different social groups (Rachman et al., 2025). 

In this context, the Technical Implementation Unit for Cooperative and MSME Education and Training in 
Bali Province developed WA MAILAKU as a WhatsApp-based public service channel. The platform was 
designed to facilitate communication, disseminate training information, and support administrative interaction 
between the institution and its service users (Lintang et al., 2025). Previous studies have shown that WhatsApp-
based services can improve accessibility, reduce response time, and strengthen service coordination in public 
institutions, particularly in areas that require continuous interaction with citizens and small business actors (Dwi 
et al., 2025) . Nevertheless, the use of WhatsApp for formal public service delivery also raises critical concerns. 
Because WhatsApp is a third-party platform owned by a private company, its use in government services may 
create challenges related to data privacy, information governance, and the sovereignty of public 
communication(Aprilita Firsty Hazdia et al., 2020). These concerns are especially relevant when sensitive 
service information is transmitted through a platform that is not fully controlled by the government (Arista & 
Marhaeni, 2018). As a result, the adoption of WhatsApp in e-government cannot be evaluated solely from the 
perspective of convenience and efficiency, but must also be examined in terms of its risks and operational 
limitations. 

This study was guided by Indrajit’s e-government framework, which conceptualizes implementation through 
three dimensions: support, capacity, and value (Rahartri, 2019).. Support refers to policy and institutional 
backing, capacity refers to human and technical readiness, and value refers to the benefits perceived by users 
(Fardiah et al., 2024). This framework is useful for examining how a WhatsApp-based service operates in 
practice and how its effectiveness is shaped by organizational conditions and user experience. Setyabudi 
Kurniawan (2021) unlike formal apps requiring downloads, WhatsApp's familiarity suits low-literacy users, 
embodying a "simple e-government" approach seen in villages like Pasiragung, where it cut manual processes 
dramatically. Strategically chosen over custom apps due to resource constraints, it accelerates Bali's SPBE index 
while supporting national goals like 30 million digitalized MSMEs by 2023 (largely met via platforms like 
WhatsApp Business) (Rohmatunisa & Rahmah, 2025).  Based on this framework, the present study analyzed 
the implementation of e-government through WA MAILAKU, with particular attention to its supporting 
factors, inhibiting factors, and practical implications for public service delivery. The study addressed a gap in 
the existing literature, which has often highlighted the efficiency of WhatsApp-based services while paying less 
attention to the operational tensions and governance challenges that arise when a consumer messaging 
application is used as an official public service platform. 

 
Method 
This study employed a qualitative single-case study design to examine the implementation of e-government 
through the WhatsApp Call Center “WA MAILAKU” at the Technical Implementation Unit for Cooperative, 
Micro, Small, and Medium Enterprises Education and Training in Bali Province. This design was selected 
because the study focused on one bounded institutional case and sought to understand how the service was 
implemented, what factors supported its operation, and what factors constrained its performance in real service 
settings. The case study approach was considered appropriate for capturing the complexity of organizational 
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practice, user experience, and digital service governance in a natural context.  Data were collected through semi-
structured interviews, non-participant observation, and document analysis. Informants were selected using 
purposive and snowball sampling to ensure variation in institutional roles and user experience. The sample 
included government officials, technical staff, training participants, and service users who had direct experience 
with WA MAILAKU. Interviews were conducted using an interview guide aligned with the study objectives 
and the e-government framework of Indrajit, which includes support, capacity, and value. All interviews were 
transcribed and analyzed in textual form, while observation notes and institutional documents were used to 
support triangulation. 

The analysis followed a thematic procedure supported by NVivo 14, beginning with open coding to identify 
meaningful units in the data, followed by axial coding to group related codes into categories, and selective coding 
to develop core themes that addressed each research question. The coding scheme was organized around the 
three conceptual dimensions of support, capacity, and value, while additional codes were generated inductively 
from the data. To improve transparency, the coding structure should be presented in an appendix, including 
code names, definitions, and illustrative excerpts. Because only one principal coder was involved, the study did 
not claim inter-coder reliability; instead, trustworthiness was supported through source triangulation, 
methodological triangulation, and an audit trail of analytical decisions. Ethical considerations were addressed 
through informed consent, confidentiality, and careful handling of service-related communication data. 
Participants were informed about the purpose of the study, the voluntary nature of participation, and the 
protection of their identities. Any WhatsApp-based communication records used in the analysis were treated as 
sensitive data and were anonymized before interpretation. The study should also state the institutional ethics 
approval number once it is available, as this is essential for publication in a reputable journal. 

 
Results and Discussions 
The visual appearance of WA MAILAKU reflects the main direction of this study, namely the use of a simple 
but accessible digital channel to strengthen public service delivery for cooperatives and MSMEs in Bali Province. 
The interface shows that the service is not built as a complex standalone application, but rather as a WhatsApp-
based communication platform that combines information delivery, service promotion, contact access, location 
details, and catalog features in one familiar medium. This is important because the findings of the study indicate 
that the success of e-government in this case does not depend solely on advanced technology, but on how well 
the technology fits the habits, needs, and digital literacy of the target users: 

 
Figure 1. WA MAILAKU Catalog and Menu Display 

The screenshots of WA MAILAKU show that the service is designed as a practical and user-oriented digital 
channel for public service delivery, combining contact access, catalog features, institutional identity, and 
location transparency in one platform. This visual evidence becomes the starting point for the NVivo 14 analysis 
because it reflects the actual service environment experienced by users and administrators. In the word cloud 
results, the most dominant terms can be read as an extension of these interface elements, showing which ideas, 
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actions, and service experiences were most often mentioned by informants. Word clouds in NVivo are useful at 
the early stage of analysis because they help highlight the most frequent and salient concepts in the data set. For 
Example chat box wit AI from WA MAILAKU. 

 

 

 
Figure 2. Chat Box WA MAILAKU 

The participant chats with the WA MAILAKU chat box illustrate how a digital public service channel can 
function as an accessible and user-friendly communication tool for citizens seeking practical information. In the 
first interaction, a participant asks about the requirements for joining a training program, and the system 
responds with a clear, structured list of documents and eligibility criteria, such as a photocopy of an ID card and 
family card, a minimum age requirement, online registration, and a business plan, followed by a polite invitation 
for further questions. In the second interaction, the participant asks for the office address, and the chat box 
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immediately provides the full office location along with a Google Maps link, showing that the service is designed 
not only to answer questions but also to reduce access barriers and support user navigation. In the third 
interaction, the participant asks about office operating hours, and the system responds with a concise schedule 
for each working day, including lunch break hours and weekend closures, again ending with a courteous closing 
message that reflects a service-oriented communication style. Overall, these chat exchanges show that WA 
MAILAKU chat box is used as a responsive front-end service for disseminating standardized information, 
reducing repeated inquiries, and making public service delivery more practical, accessible, and interactive for 
participants. 

The thematic table below therefore presents the main themes that emerged from the data, the open codes 
that formed each theme, the informant groups that referred to them, and the way each theme relates to the 
theoretical dimensions of e-government. In this way, the table serves as a transition from raw qualitative data to 
deeper analytical discussion, allowing the reader to see both the pattern of findings and their theoretical 
relevance. 

Table 1. Thematic Table 

Theme Open Codes Informant 
Group(s) 

Illustrative Meaning Pillar 

Policy support SPBE, official 
assignment, internal 
coordination, formal 
authorization 

Officials, 
staff 

WA MAILAKU operated 
within a legitimate 
institutional 
framework. 

Support 

Service 
accessibility 

easy access, 
WhatsApp familiarity, 
quick contact, user 
convenience 

Staff, users Users could reach the 
service through a 
platform they already 
knew. 

Value 

Fast response quick reply, auto-
response, reduced 
waiting time 

Staff, users The platform improved 
the speed of routine 
communication. 

Value 

Data 
synchronization 

tabulation, record 
keeping, avoiding 
duplicate entries, 
service tracking 

Staff Incoming messages 
were organized to 
support administrative 
order. 

Capacity 

Organizational 
readiness 

staff rotation, service 
management, 
operational continuity 

Officials, 
staff 

The service depended 
on internal human 
resource arrangement. 

Capacity 

Query overload many messages, 
delayed reply, peak-
hour congestion 

Staff, users High message volume 
reduced 
responsiveness. 

Capacity 

Digital literacy 
gap 

difficulty 
understanding service 
flow, limited digital 
skill 

Users Not all users could 
navigate the service 
equally well. 

Value / 
Support 

Internet instability weak signal, 
connection 
interruption, delayed 
access 

Users, staff External infrastructure 
affected service 
continuity. 

Capacity 

Privacy concern data risk, non-official 
platform, trust issue 

Users, staff Using a third-party app 
created concerns about 
data protection. 

Support / 
Capacity 

Language 
mismatch 

dialect issues, 
misunderstood 
wording, chatbot 
limits 

Users, staff Local language variation 
sometimes reduced 
communication clarity. 

Value 
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Table 2. Indrajit Matrix 

Indrajit 
Pillar 

Empirical Findings Data Meaning Analytical Conclusion 

Support Formal institutional backing, 
internal assignment, policy 
alignment 

The service had 
organizational 
legitimacy. 

WA MAILAKU was supported 
by governance structures, but 
trust and privacy issues weakened 
full support. 

Capacity Staff management, query 
handling, data tabulation, 
response workflow 

The service had basic 
operational capacity. 

Capacity existed, but it was still 
constrained by overload, manual 
handling, and internet instability. 

Value Easy access, fast 
communication, user 
convenience, service reach 

Users perceived 
practical benefits. 

Value was evident in convenience 
and speed, but uneven digital 
literacy limited universal benefit. 

Implementation of e-government through WA MAILAKU 
The findings show that WA MAILAKU functioned as a practical e-government channel that connected 

citizens directly with the institution through a familiar communication platform. Rather than operating as a fully 
automated digital system, the service combined institutional identity, manual coordination, and limited 
automation to deliver public information and administrative assistance. This indicates that the implementation 
of e-government in this case was incremental and adaptive, relying on a consumer messaging application to 
extend the reach of public service delivery. The result confirms that digital public service implementation does 
not always require a sophisticated stand-alone platform; it may also emerge through the strategic use of a widely 
adopted application. From the perspective of Indrajit’s framework, the strongest evidence appears in 
the support and capacity dimensions. Support was visible in the formal institutional authorization and the 
integration of the service into official public administration routines. Capacity appeared in the way staff 
organized incoming queries, tabulated service needs, and maintained continuity of communication. However, 
the implementation was not without limitations. The reliance on a third-party platform and the continued need 
for manual intervention show that the service was functional but not fully mature as an e-government system. 
This suggests that the value of WA MAILAKU lay not in technological sophistication, but in its ability to make 
public services more reachable and more responsive within existing institutional constraints. 

Supporting factors in WA MAILAKU 
The study identified several supporting factors that enabled WA MAILAKU to function effectively as a digital 
public service channel. The most important support came from the familiarity of WhatsApp itself, which reduced 
the learning burden for users and made access more immediate. In addition, institutional backing and internal 
coordination allowed the service to be maintained as an official communication channel rather than an informal 
messaging account. Staff readiness also contributed to service continuity, especially when queries had to be 
organized and responded to within limited time. 

These supporting factors are best explained through the support and value pillars of Indrajit’s model. Support 
was expressed through policy alignment, staffing arrangements, and organizational commitment, while value 
was expressed through convenience, accessibility, and the perceived usefulness of the service by users. The 
findings suggest that the success of WA MAILAKU was not only technical, but also organizational and social. 
In other words, the service worked because it fit the communication habits of users and was backed by a structure 
capable of sustaining it. This demonstrates that e-government value increases when the technology used is both 
familiar to citizens and embedded in an accountable institutional setting. 

Inhibiting factors in WA MAILAKU 
The study also found a number of barriers that limited the effectiveness of WA MAILAKU. The most prominent 
constraints were query overload, delayed replies, digital literacy gaps, unstable internet connections, privacy 
concerns, and occasional communication mismatches caused by language variation. These barriers show that 
the platform’s accessibility did not automatically guarantee smooth service delivery. While the service was 
useful, it remained vulnerable to operational pressure and contextual limitations. The use of WhatsApp also 
introduced trust-related concerns because users were aware that the platform was not fully controlled by the 
government. 

Within Indrajit’s framework, these barriers were concentrated in the capacity and support pillars. Capacity 
was weakened by the high volume of incoming queries and the dependence on manual response processes. 
Support was undermined by concerns about data protection and the institutional risks of relying on a third-party 
platform. These findings are important because they show that digital public services are not only judged by how 
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fast they operate, but also by how safely and consistently they operate. The barriers identified in WA MAILAKU 
therefore reveal the limits of platform-based e-government when organizational readiness, infrastructure quality, 
and data governance are not fully aligned. 

Taken together, the findings suggest that WA MAILAKU embodied both the promise and the constraints of 
platform-based e-government. On one hand, it expanded access, shortened communication distance, and made 
public services more approachable for MSME-related users. On the other hand, it remained dependent on 
human labor, internet stability, and the trustworthiness of a commercial messaging platform. This dual character 
is analytically important because it shows that digital public service innovation can improve accessibility without 
eliminating structural weaknesses. 

The study therefore extends Indrajit’s model by showing that support, capacity, and value are not fixed 
achievements but negotiated conditions that can strengthen or weaken one another in practice. Support without 
privacy assurance remains fragile. Capacity without automation remains vulnerable to overload. Value without 
digital literacy remains uneven. In this sense, WA MAILAKU should be understood not as a completed digital 
transformation, but as an evolving form of e-government whose effectiveness depends on continuous 
institutional refinement. 

 
Conclusions 
WA MAILAKU showed that a WhatsApp-based service can improve access to public information, shorten 
communication distance, and support faster interaction between the institution and MSME-related users. In this 
study, the service was effective in a practical sense because it worked within a familiar platform, used an official 
institutional identity, and enabled users to reach the UPTD without needing to learn a separate digital system. 
However, its effectiveness was limited by query overload, delayed responses, uneven digital literacy, internet 
instability, and privacy concerns, which meant that the service was useful but not yet fully reliable as a stand-
alone public service channel. This study had several limitations that should be considered when interpreting the 
findings. First, it examined only one UPTD service setting, so the results are context-specific and cannot be 
generalized broadly. Second, the number of service users interviewed was very small, which limited the depth 
of user-side comparison. Third, the study relied primarily on self-reported experiences and did not include 
objective performance indicators such as measured chatbot response time or service completion time. Fourth, 
because of these constraints, the study reflects perceptions and operational observations rather than a full 
effectiveness evaluation. For UPTD Bali, the most useful next step is not to replace WA MAILAKU, but to 
supplement and strengthen it. The service should be maintained because it clearly improves accessibility, but it 
needs specific operational improvements to reduce its weaknesses. The UPTD should implement an auto-reply 
scheduler for peak hours, assign a fixed short-cycle staff rotation for query handling, and create a simple 
escalation flow for complex questions that the chatbot cannot answer. It should also add a basic response-time 
monitoring log, provide short digital-literacy guidance for users, and develop clearer privacy notices so users 
understand how their data are handled. In short, WA MAILAKU should be scaled cautiously as a 
supplementary public service channel, not treated as a complete replacement for direct human service. Its value 
lies in extending access, but its limitations show that human support, governance controls, and technical 
monitoring remain necessary for sustainable public service delivery. 

 
Acknowledgments 
The authors would like to acknowledge the officials and staff of the UPTD Pendidikan dan Pelatihan Koperasi, 
Usaha Mikro, Kecil, dan Menengah Provinsi Bali for providing access to the service context and supporting the 
research process. Appreciation is also extended to the study participants, including service users and training 
participants, whose experiences made this research possible. Any assistance in writing, editing, or technical 
support should also be acknowledged with permission from the individuals concerned, along with any funding 
sources or institutional support, if applicable. 

 
References 
Apriliani, B. S., Santoso, S., & Badar, R. (2024). Pengembangan E-Government Melalui Web Tangerang 

Gemilang Whatsapp Dalam Upaya Meningkatkan Kualitas Pelayanan Akta Kelahiran Di Kabupaten 
Tangerang. 

Ali, I. A., Damayanti, L. C., Jannah, R., Koirunnisak, A., Bahtiar, E., & Ilahiyah, I. I. (2025). Analisis 
Pemanfaatan Whatsapp Sebagai Sarana Percepatan Pelayanan Administrasi Kependudukan Di Kantor 
Desa Tebel. Ardhi: Jurnal Pengabdian Dalam Negri, 3(3), 138–147. 
Https://Doi.Org/10.61132/Ardhi.V3i3.1328 

https://jurnal.iicet.org/index.php/sajts/index
https://doi.org/10.61132/ardhi.v3i3.1328


Cahyani, N. K. Y. C. & Gorda, A. A. N. E. S. JRTI	(Jurnal	Riset	Tindakan	Indonesia)	
Vol.	11,	No.	1,	2026,	pp.	51-59	
	   58	

 

Journal homepage: https://jrti.eloracenter.org/jrti 
 

Arista, L. D., & Marhaeni, S. S. (2018). Persepsi Masyarakat Nelayan Tentang Pentingnya Pendidikan Formal 
12 Tahun (Studi Kasus Di Desa Kedungrejo Kecamatan Muncar Kabupaten Banyuwangi). Jppkn, 3(1), 
12–17. 

Awasthi, R. (2020). Determinants Of Property Tax Revenue: Lessons From Empirical Analysis. Ssrn Electronic 
Journal, September. Https://Doi.Org/10.2139/Ssrn.3695327 

Allsop, D. B., Chelladurai, J. M., Kimball, E. R., Marks, L. D., & Hendricks, J. J. (2022). Qualitative Methods 
With Nvivo Software: A Practical Guide For Analyzing Qualitative Data. Psych, 4(2), 142–159. 
Https://Doi.Org/10.3390 /Psych4020013  

Alvarenga, A., Matos, F., Godina, R., & Matias, J. C. O. (2020). Digital Transformation And Knowledge 
Management In The Public Sector. Sustainability, 12(14), Article 5824. 
Https://Doi.Org/10.3390/Su12145824  

Aminah, S., & Saksono, H. (2021). Digital Transformation Of The Government: A Case Study In Indonesia. 
Jurnal Komunikasi: Malaysian Journal Of Communication, 37(2), 272–288. 
Https://Doi.Org/10.17576/Jkmjc-2021-3702-17  

Barry, A. S., Assoul, S., & Souissi, N. (2023). Strengths And Weaknesses Of Digital Maturity Models. Journal 
Of Computer Science, 19(6), 727–738. Https://Doi.Org/10.3844/Jcssp.2023.727.738  

Borgert, T., Donovan, J. D., Topple, C., & Masli, E. K. (2019). Determining What Is Important For 
Sustainability: Scoping Processes Of Sustainability Assessments. Impact Assessment And Project 
Appraisal, 37(1), 33–47. Https://Doi.Org/10.1080/14615517.2018.1519222 

Charis, J. C., Rotty, G. V., Wiraputra, A. L., & Parani, R. (2023). Kekuatan Pemasaran Digital: Analisis 
Dampak Iklan, Celebrity Endorsement, Dan Influencer Marketing Terhadap Niat Beli Konsumen. 
Jkomdis : Jurnal Ilmu Komunikasi Dan Media Sosial, 3(3), 709–714. 
Https://Doi.Org/10.47233/Jkomdis.V3i3.1217 

Dwi, S., Wijaya, A., Nurcahyanto, H., Marom, A., & Publik, D. A. (2025). Optimalisasi Peran E-Government 
Dalam Meningkatkan Kualitas Pelayanan Publik. 

Fardiah, D., Darmawan, F., Rinawati, R., Edya, V., & Supaat, M. (2024). Digital Transformation Through 
Electronic-Based Government System Performance As Public Relations Strategy. 9(1), 23–48. 

Lintang, Y., Andrian, C., & Besa, M. (2025). The Dynamics Of E-Government-Based Administrative Public 
Services. 06(01), 48–59. 

Muhammad Adil, & Fajarwaty Kusumawardhani. (2022). Competency Development Of State Civil Apparatus 
(Asn) Of Planning (Planners) In The Meranti Islands Regency. Jurnal Niara, 15(2), 195–210. 
Https://Doi.Org/10.31849/Niara.V15i2.9947 

Nadhir, N., Sinaga, D. P., Nadhir, N., Sinaga, D. P., Syawal, M., & Patola, I. M. (2024). Pertanggungjawaban 
Otorita Ibu Kota Nusantara Dalam Penyelenggaraan Tata Pemerintahan Liability Of The Nusantara 
Capital Authority In Implementing Governance Ibu Kota Adalah Tempat Dimana Rakyat Indonesia 
Berkumpul Untuk Kemudian Mengambil Kebijakan Yang Paling Penting Terhadap Republik Indonesia 
Dalam Sebuah Kelembagaan . 1 Indonesia Menetapkan Jakarta Sebagai Ibu Kota Yang Didasari Dengan 
Khusus Ibu Kota Jakarta Sebagai Ibu Kota Negara Kesatuan Republik Indonesia . Namun Pasal 4 Ayat ( 
1 ) Uu Ibu Kota Negara , “ Otorita Ibu Kota Nusantara Sebagai Lembaga Nusantara .” Nomenklatur “ 
Setingkat Kement Erian Yang Menyelenggarakan Pemerintahan. 7(1), 163–179. 

Rachman, F., Setiawan, F. A., & Ginting, A. H. (2025). Development Of Digital Reporting System Using 
Whatsapp Chatbot Sigap E-Pol ( Police Service Frontline Integration System ) To Accelerate Police 
Response To Public Complaints. 164–170. Https://Doi.Org/10.33830/Osc.V3i1.7046 

Rohmatunisa, R. N., & Rahmah, A. (2025). Digital Communication Model In Optimizing E- Government For 
Improving The Quality Of Public Services In Tangerang City. 26(2), 783–791. 

Sessa Tiara Maretaniandini, Radhitiya Wicaksana, Zalfa Aura Tsabita, & Amrie Firmansyah. (2023). Potensi 
Kepatuhan Pajak Umkm Setelah Kenaikan Tarif Pajak Pertambahan Nilai: Sebuah Pendekatan Teori 
Atribusi. Educoretax, 3(1), 42–54. 

 Sadeka, S., Mohamad, M. S., & Sarkar, M. S. K. (2018). Comparative Analysis Of Sustainable Development 
Indicators In Southeast Asian Countries: Current Status And Policy Implications. International Journal Of 
Development And Sustainability, 7(10), 2445–2462. Https://Isdsnet.Com/Ijds-V7n10-07.Pdf 

Sazzad, F., Rajan, V. P., & Demircioglu, M. A. (2021). The Role Of Leadership In Public Sector Innovation: 
A Systematic Review And Meta-Analysis Of The Management Of Covid-19 In Asian Countries. Frontiers 
In Public Health, 9. Https://Doi.Org/10.3389/Fpubh.2021.743748 

Sohag, K., Shams, S. M. R., Darusalam, D., & Devalle, A. (2021). Information Digitalisation And Local 
Institutional Agility: Evidence From Asean Countries. Technological Forecasting And Social Change, 172, 
Article 121063. Https://Doi.Org/10.1016/J.Techfore.2021.121063 

Sukarno, M., & Nurmandi, A. (2023). E-Government Development Index Impact On World Governance 
Indicator Index In Southeast Asian Countries. Journal Of Contemporary Governance And Public Policy, 
4(1), 97–114 Https://Doi.Org/10.46507/Jcgpp.V4i1.106 

https://isdsnet.com/ijds-v7n10-07.pdf
https://doi.org/10.3389/fpubh.2021.743748
https://doi.org/10.1016/j.techfore.2021.121063
https://doi.org/10.46507/jcgpp.v4i1.106


 
 

59 
 

Journal homepage: https://jurnal.iicet.org/index.php/jrti 
 

Analysis	of	whatsapp	call	center	WA	MAILAKU-based	public…	

Tran, M., Beddewela, E., & Ntim, C. G. (2021). Governance And Sustainability In Southeast Asia. Accounting 
Research Journal, 34(6), 516–545. Https://Doi.Org/10.1108/Arj-05-2019-0095 

Tran, T.-V., Lepistö, S., & Järvinen, J. (2021). The Relationship Between Subjectivity In Managerial 
Performance Evaluation And The Three Dimensions Of Justice Perception. Journal Of Management 
Control, 32, 369–399. Https://Doi.Org/10.1007/S00187-021-00319-2 

Vărzaru, A. A. (2023). Assessing Digital Transformation Acceptance In Public Organizations’ Marketing. 
Sustainability, 15(1), Article 265. Https://Doi.Org/10.3390/Su15010265 

Wahyu Sulistya, A. Q., Sulistiyo, B. B., Aditya, F., Aritonang, I. D., Simangunsong, S. A., & Shihab, M. R. 
(2019). A Case Study Of Indonesian Government Digital Transformation: Improving Public Service 
Quality Through E-Government Implementation. In 2019 5th International Conference On Science And 
Technology (Pp. 1–6). Institute Of Electrical And Electronics Engineers (Ieee). 
Https://Doi.Org/10.1109/Icst47872.2019.9166234  

Wang, C., & Ma, L. (2022). Digital Transformation Of Citizens’ Evaluations Of Public Service Delivery: 
Evidence From China. Global Public Policy And Governance, 2, 477–497. 
Https://Doi.Org/10.1007/S43508-022-00054-X 

Xiao, J., Han, L., & Zhang, H. (2022). Exploring Driving Factors Of Digital Transformation Among Local 
Governments:Foundations For Smart City Construction In China. Sustainability, 14(22), Article 14980. 
Https://Doi.Org/10.3390/Su142214980 

Yukhno, A. (2024). Digital Transformation: Exploring Big Data Governance In Public Administration. Public 
Organization Review, 24, 335–349. Https://Doi.Org/10.1007/S11115-022-00694-X 

Yulyana, E., Martini, N., Solehudin, A., & Sadayi, D. P. (2024). General Election Accessibility In The Covid-
19 Pandemic: Democracy’s Responsibility To People With Disabilities. Sage Open, 14(4). 
Https://Doi.Org/10.1177/21582440241298345 

Zuchri Abdussamad, H., & Sik, M. S. (2021). Metode Penelitian Kualitatif [Qualitative Research Methods]. 
Syakir Media Press. 

https://jurnal.iicet.org/index.php/sajts/index
https://doi.org/10.1108/ARJ-05-2019-0095
https://doi.org/10.1109/ICST47872.2019.9166234
https://doi.org/10.1007/s43508-022-00054-x
https://doi.org/10.3390/su142214980
https://doi.org/10.1007/s11115-022-00694-x
https://doi.org/10.1177/21582440241298345

