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ABSTRAK

Penelitian ini menganalisis efektivitas tata kelola pemerintahan digital
berbasis super app melalui studi kasus JAKI (Jakarta Kini) sebagai
platform layanan publik terpadu (one-stop service) dalam mengatasi
fragmentasi layanan dan meningkatkan kesejahteraan masyarakat. Di
tengah percepatan digitalisasi, keberadaan lebih dari 27.000 aplikasi
pemerintah di Indonesia memunculkan inefisiensi sistemik, lemahnya
interoperabilitas, dan rendahnya integrasi layanan. Studi terdahulu
umumnya berfokus pada kualitas layanan/kepuasan pengguna secara
parsial, tanpa mengkaji keterkaitan antara kinerja layanan digital, integrasi
birokrasi, dan kesejahteraan publik secara komprehensif. Studi ini
bertujuan mengembangkan dan menguji secara empiris model terintegrasi
yang menghubungkan kualitas layanan digital (kualitas sistem, kualitas
informasi, dan kualitas layanan), kepuasan pengguna, serta kesejahteraan
publik, dengan mempertimbangkan peran moderasi integrasi birokrasi.
Penelitian menggunakan metode analisis data sekunder yang diperoleh
dari berbagai sumber seperti basis data layanan JAKI, dokumen resmi
pemerintah, pemberitaan media massa, serta publikasi ilmiah yang relevan.
Hal tersebut juga dilakukan analisis mendalam untuk mengidentifikasi
pola kelembagaan dan dinamika tata kelola digital. Hasil penelitian
menunjukkan bahwa kualitas sistem, kualitas informasi, dan kualitas
layanan berpengaruh signifikan terhadap kepuasan pengguna, yang
selanjutnya berdampak positif terhadap kesejahteraan publik yang diukur
melalui dimensi persepsi, partisipasi, dan akseptabilitas (PPA). Namun
demikian, fragmentasi birokrasi, inkonsistensi regulasi, serta kurangnya
sistem atau tata kelola yang seragam dalam mengintegrasikan database
antar unit kerja menjadi faktor penghambat utama dalam optimalisasi
integrasi layanan digital, sehingga membatasi inklusivitas dan utilitas
layanan. Temuan ini menegaskan bahwa kualitas layanan digital tidak

52


mailto:sulisarsk@gmail.com
mailto:muh.naufalhelga@gmail.com
mailto:oktaavr16@gmail.com
mailto:herie.saksono26@gmail.com

ICONIE FTIK UIN K.H. ABDURRAHMAN WAHID PEKALONGAN (2026)

cukup tanpa didukung oleh keselarasan kelembagaan dan koherensi tata
kelola. Penelitian ini memberikan kontribusi teoretis melalui integrasi
Information Systems Success Model dengan pendekatan kesejahteraan
dalam konteks tata kelola digital, serta menegaskan peran krusial integrasi
birokrasi dalam ekosistem super app. Secara praktis, direkomendasikan
penguatan kebijakan satu data, harmonisasi tata kelola lintas sektor, dan
pengembangan strategi literasi digital yang inklusif guna meningkatkan
dampak layanan publik digital.

Kata-kata Kunci: Tata Kelola Digital, Reformasi Birokrasi, Aplikasi
Super, Kepuasan Pengguna, Kualitas Layanan, dan Metodologi
Kesejahteraan.

ABSTRACT

This study examines the effectiveness of super app—based digital
governance through the case of JAKI (Jakarta Kini) as an integrated one-
stop public service platform in addressing service fragmentation and
enhancing public well-being. Amid the acceleration of digital
transformation, the existence of more than 27,000 government
applications in Indonesia has led to systemic inefficiencies, weak
interoperability, and limited service integration. Prior studies have
predominantly focused on service quality or user satisfaction in isolation,
without comprehensively examining the interrelationships among digital
service performance, bureaucratic integration, and public well-being. This
study aims to develop and empirically test an integrated model linking
digital service quality (system quality, information quality, and service
quality), user satisfaction, and public well-being, while considering the
moderating role of bureaucratic integration. The research employs a
secondary data analysis method using data obtained from various sources,
such as the JAKI service database, official government documents, mass
media reports, and relevant scientific publications. An in-depth analysis
was conducted to identify institutional patterns and the dynamics of digital
governance. The findings indicate that system quality, information quality,
and service quality significantly influence user satisfaction, which in turn
positively affects public well-being, measured through the dimensions of
perception, participation, and acceptability (PPA). However, bureaucratic
fragmentation, regulatory inconsistencies, and the lack of a uniform
system or governance framework for integrating databases across work
units are major obstacles to optimizing digital service integration, thereby
limiting the inclusivity and utility of these services. These findings
underscore that the quality of digital services is insufficient without
institutional alignment and coherent governance. This study contributes
theoretically by integrating the Information Systems Success Model with a
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well-being approach in the context of digital governance, while
highlighting the critical role of bureaucratic integration within super app
ecosystems. Practically, the study recommends strengthening one-data
policy integration, enhancing cross-sectoral governance harmonization,
and promoting inclusive digital literacy strategies to maximize the impact
of digital public services.

Keywords: Digital Governance, Bureaucratic Reform, Super Apps, User
Satisfaction, Service Quality, and Well-Being Methodology

INTRODUCTION

The development of information and communication technology in the 21st
century has brought about fundamental changes in government systems. This
phenomenon is known as digital transformation, which involves the comprehensive
adoption of digital technology to improve the effectiveness, efficiency, and quality of
public services. Data from the 13th edition of the United Nations E-Government
Survey indicates significant progress in global e-government development, with the
average E-Government Development Index (EGDI) score rising from 0.6102 to 0.6382
by 2024. As many as 71.5% of the 193 UN member states have now reached a high or
very high EGDI level, reflecting an increasingly massive wave of digital
transformation that is further divided into three waves: Government to Citizen, which
focuses on providing information; Government as Platform, which emphasizes
transactional interactions; and We -Government, which fosters collaboration between
government and citizens in the co-production of public services (OECD, 2020). It is
this third wave that major cities worldwide are currently experiencing, where citizens
are no longer passive recipients of services but active participants in the public service

process through integrated digital.

Indonesia, as the country with the fourth-largest population in the world, is also
part of this trend. The Indonesian Internet Service Providers Association (APJII, 2023)
reports that national internet penetration has reached 78.19 percent of the total
population, with Jakarta serving as the epicenter of digital connectivity. The Jakarta
Provincial Government capitalized on this momentum through the Jakarta Smart City

initiative to launch the JAKI (Jakarta Kini) super app in October 2019. This innovation
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refers to a single platform that integrates various services into a unified digital
ecosystem (Gao, Krogstie, & Siau, 2020), a model that, in the context of government,
can serve as a one-stop government service instrument enabling residents to access

various public services through a single digital platform.

Although JAKI has recorded substantial user growth, comprehensive
evaluations of its service quality, the effectiveness of its bureaucratic integration, and
its impact on user well-being remain very limited in the academic literature. This gap
serves as the primary rationale for this study. This study aims to evaluate the quality of
JAKT’s services from a user perspective based on available secondary data; analyze the
level of integration of Local Government Agencies (LGAs) within JAKI’s digital
ecosystem; measure the impact of JAKI usage on user well-being; and formulate
evidence-based policy recommendations to strengthen digital governance through the
super app in Jakarta. Theoretically, this study is grounded in three main frameworks:
the E-Government Maturity Model (Layne & Lee, 2001) to assess the level of
service integration maturity; the Information System Success Model (DeLone &
McLean, 1992) to evaluate the effectiveness of technology use; and E-Government
Service Quality (Zeithaml, Parasuraman, & Malhotra, 2002) to evaluate the

dimensions of digital service quality.

The contributions of this research lie at three levels: academic, policy, and
practical, which can serve as a foundation for the development of a more inclusive,
responsive, and impactful JAKI for all segments of Jakarta’s population. The novelty
of this study lies in the use of the Digital Competitiveness Index (DCI), a statistical
measure that integrates data from various reports by the Central Statistics Agency
(BPS), Jakarta Smart City (JSC), the Indonesian Internet Service Providers Association
(APJII), and other relevant documents. The data is used to address the gaps identified
in the benefits to the public, as measured through the dimensions of perception,

participation, and acceptability (PPA).
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METHOD

This study employs a secondary data analysis (SDA) approach as its primary
method. Secondary data analysis is a scientific approach that utilizes data previously
collected by others for different purposes, but which can be reanalyzed to answer new
research questions (Heaton, 2004; Vartanian, 2011). This method was chosen due to
the availability of rich and relevant public data regarding JAKI and its suitability for
comprehensive policy evaluation, as well as its reliance on a wide range of
comprehensive empirical data, thereby enabling resource savings, the testing of new
hypotheses, and the analysis of large datasets over a specific time period (Wickham,

2019).

The data analysis adopts the Integrative Secondary Research (ISR) model,
an approach that combines various methodologies, such as mixed methods to serve as
the basis for evidence-based policy evaluation (Whittemore & Knafl, 2005). This
model is also complemented by the Well-being Methodology, which is used to
measure the effectiveness of government interventions on citizens’ quality of life and
well-being through three dimensions: perception, participation, and acceptability (PPA)
(Muktiono & Suriadi, 2021).

These data sources are further supported by government documents, including
evaluation results of the FElectronic-Based Government System (SPBE) through
Jakarta’s digital regulatory documents, such as Jakarta Governor Regulation No. 95 of
2021, Jakarta Governor Regulation No. 2 of 2020 on Jakarta One Data, and Law No.
27 of 2022 on Personal Data Protection. The results of this data analysis are expected
to provide suggestions and recommendations for improving the digital public service

system on the JAKI app.

DISCUSSION

The Jakarta Kini (JAKI) app, launched by the Jakarta Provincial Government
in October 2019, serves as a one-stop service platform that replaces various

overlapping government apps. The development of JAKI is part of the Jakarta Smart

56



ICONIE FTIK UIN K.H. ABDURRAHMAN WAHID PEKALONGAN (2026)

City master plan, which is based on Jakarta Provincial Governor Regulation No. 95 of
2021 on the Implementation of Digital Ecosystem Services. Architecturally, the
platform is built on cloud computing infrastructure using a microservices approach,
integrating more than 30 government public services. To date, the JAKI app has
provided approximately 11 core features, including a citizen complaint feature, with 6
new features planned for 2025. This diversity of services positions JAKI as one of the

most comprehensive super apps in Indonesia.

From a user perspective, data from the 2025 Jakarta Smart City report shows a
significant increase. In 2020, JAKI recorded approximately 650,000 cumulative
downloads which then surged to 1.2 million users in 2021, a rise driven in part by the
COVID-19 pandemic, which made JAKI the primary information channel for Jakarta
residents to access updates on the pandemic’s progression, healthcare facilities, and
vaccination information. This surge in users demonstrates that a crisis can serve as a
catalyst for increased government digital adoption (Luna et al., 2021). This growth has
continued to rise year over year, despite a slowdown in the growth rate following the
COVID-19 pandemic, indicating that JAKI has entered a maturity phase in the adoption
curve, where reaching new users becomes more challenging and retaining existing
users becomes increasingly critical. The increase in JAKI downloads and active users

can be illustrated in the following table based on data from Kaleidoskop JSC as follows.

Table 3.1. JAKI User Growth, 2020-2024

Year Total Downloads Active Users Year-over-Year
(YoY)

2020 ~500.000 ~180.000 -

2021 ~2.500.000 ~340.000 +85%

2022 ~3.000.000 ~520.000 +75%

2023 ~4.000.000 ~680.000 +43%

2024 ~6.000.000 ~980.000 +17%

Source: Author’s compilation, 2026

57



ICONIE FTIK UIN K.H. ABDURRAHMAN WAHID PEKALONGAN (2026)

The JAKI app has an average rating of 3.8 out of 5 stars on the Google Play
Store (based on 12,000 reviews as of 2025), reflecting fairly positive reception;
however, user reviews still highlight various technical issues as well as a lack of

transparency regarding regulatory matters.

The biggest problem currently facing JAKI also lies in the uneven
optimization of its features, with the “JakLapor” feature being the most frequently
used complaint platform, while the “JakSurvei” feature is the least used. This has led
to an imbalance in the digital participation mechanism, with the dominance of one
feature indicating that JAKI has not yet fully become the primary platform for
providing complex services, where service equity serves as the benchmark for the
success of a government super app (Twizeyimama & Andersson, 2019). This issue is
further compounded by the tendency for complaint responses to be delayed due to
significant disparities in governance among government agencies and differences in

institutional capacity and commitment in fulfilling their rights and obligations.

The evaluation of JAKI becomes even more meaningful when compared with
government super apps from the ASEAN region, as shown in the table cited from

official government documents of Singapore, Malaysia, and Thailand.

Table 3.2. Benchmarking JAKI Against ASEAN Regional Super Apps

Indikator JAKI LifeSG MyGOV Tang Rat
(Indonesia) (Singapura (Malaysia) (Thailand)
Digital
Government
. Government
Jakarta Smart Technology Ministry of
Platform Operator ; - Development
City Agency Digital
Agency
(Govtech)
(DGA)
User Ratings 3.8 4.6 33 42
Integration 30+ 100+ 36+ 173
Services
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Indikator LifeSG MyGOV Tang Rat
(Indonesia) (Singapura (Malaysia) (Thailand)
Complaint ~91% ~92% ~88%
Resolution
System Uptime ~99% ~99% ~99%
Uses
Accessibility for Limited to
Does not meet international Limited to
People with facial
o standards Malay -
Disabilities recognition
(WCAG 2.1)

Source: Author’s compilation, 2026

The benchmarking reveals a gap in user ratings, where JAKI still lags behind
LifeSG and Tang Rat, although it outperforms Malaysia’s MyGOV. In terms of
procurement resolution, JAKI still outperforms Tang Rat, though it trails behind
LifeSG and MyGOV. The greatest disparity lies in system availability, with JAKI
ranking last compared to the other three government super apps, and access for people
with disabilities remains very limited with a key dimension used as an indicator of the

maturity of an inclusive e-government (Dwivedi et al., 2019).

Data from the East Ventures-Digital Competitiveness Index (EV-DCI) 2025
ranks DKI Jakarta as the province with the highest digital competitiveness score in
Indonesia for six consecutive years with a score of 78.4, a figure that exceeds the
national average of 38.3. This achievement is supported by three key pillars:
Entrepreneurship and Productivity (score 100.0, first nationally), Infrastructure (score
95.8, first nationally), and Finance, including digital financial inclusion (score 84.5,
first nationally). Within the context of the Information Systems Success Model
(DeLone & McLean, 2003), the primary theoretical framework of this study use these
three achievements reflect system quality maturity at the infrastructure level: DKI
Jakarta possesses very strong technical prerequisites to support the operation of
government digital platforms such as JAKI, ranging from 4G signal coverage across

the entire administrative region (score 100), e-wallet adoption achieving the highest
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national score (100), to the growth of the Regional Gross Domestic Product (RGDP)
in the Information and Communication sector by 4.9 percent in 2024, with a total value

of Rp3,679.36 trillion.

DIGITAL COMPETITIVENESS INDEX DKI JAKARTA

50
/ —_—
45,1
e \ /
37,4
2020 2021 2022 2023 2024 2025

— =—the Regulatory and Capacity Region Government Index

Figure 3.1 Trends in the Regulatory and Capacity Index of the Jakarta
Provincial Government, 2020-2025

Source: East Ventures Digital Competitiveness Index, 2020-2025

However, in quantitative terms, the regulatory and capacity indicators for the
Jakarta Provincial Government have shown fluctuating trends year by year, with the
highest score of 70.6 in 2021 and the lowest of 37.4 in 2023. In 2025, the regulatory
and capacity score for the Jakarta Regional Government declined again become 28th
rank nationally with a score of 45.1, which impacted the performance of JAKI is
particularly the government agencies (OPDs) responsible for operating the super app
as they were not functioning effectively. This decline in the score resulted from
negative factors arising from bureaucratic fragmentation and unresolved
regulatory inconsistencies, compounded by the fact that some civil servants (ASN)

lacked the technical readiness to operate the Electronic-Based Government System
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(SPBE), which has the potential to hinder JAKI’s transformation into an inclusive and

tangible digital governance instrument.

CONCLUSION

This study examines the effectiveness of utilizing a super-app-based digital
government system through a case study of JAKI as an integrated public service
platform in DKI Jakarta. Overall, the findings indicate that JAKI has successfully
served as a tangible tool in addressing the fragmentation of government digital services,
which previously consisted of 27,000 overlapping applications with low
interoperability. Built on a cloud computing infrastructure using a microservices
approach, JAKI integrates more than 30 public services into a single digital ecosystem
that replaces previous applications, reflecting the seriousness of the DKI Jakarta
Provincial Government in realizing the concept of a modern and responsive one-stop

service.

In terms of user adoption, the JAKI app has seen annual growth, with over
6,000,000 downloads and more than 980,000 active users by 2024. Significant events
such as the COVID-19 pandemic served as a major catalyst for the adoption of digital
governance, positioning JAKI as the primary channel for residents of Jakarta to access
various information during the pandemic. However, the growth rate slowed
significantly after the pandemic ended; by 2024, the number of JAKI users had grown
by only 17%, indicating that JAKI has entered a maturity phase in the digital adoption
curve, characterized by the retention of existing users and the expansion of reach to

new users.

Theoretically, this study empirically demonstrates that system quality,
information quality, and JAKI service quality have a significant impact on user
satisfaction, which in turn positively affects public well-being as measured through the
three dimensions of perception, participation, and acceptability (PPA) and relevance to
the Information Systems Success Model (DeLone & McLean). However, this study
also identifies significant structural barriers. Although DKI Jakarta’s digital

infrastructure ranks first nationally with an EV-DCI score of 78.4 for six consecutive
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years, regulatory performance and institutional capacity have shown a weakening trend,
with the local government capacity score dropping to 45.1 in 2025 and ranking 28th
nationally. Within bureaucratic fragmentation among Regional Government Agencies
(OPDs), inconsistencies in cross-sectoral regulations, and the uneven technical
readiness of Civil Servants (ASNs) in operating the SPBE system are significant
barriers to optimizing the integration of JAKI’s digital services. This situation creates
a paradox where superior technical infrastructure does not automatically result in
effective governance. When compared to government super apps in the ASEAN region,
JAKI still lags significantly behind Singapore’s LifeSG and Thailand’s Tang Rat,
particularly in terms of the number of integrated services, system uptime, and most
critically, accessibility for people with disabilities, which does not yet meet the

international WCAG 2.1 standards.

Therefore, the researchers provide recommendations based on evidence-based
policies, such as: (1) The need to accelerate the implementation of a comprehensive
and consistent “One Data Jakarta” initiative, accompanied by the formation of a cross-
sectoral data governance team with executive authority to promote the standardization
of governance within government agencies; (2) Harmonization of regulations and
strengthening of bureaucratic capacity through programs to improve civil servants’
digital literacy and technical training to prevent them from becoming a bottleneck in
the delivery of digital services; (3) The JAKI application needs to adopt international
standards in providing access to people with disabilities so they can receive equal
services, also expanding inclusive digital literacy strategies, particularly for

communities with limited digital capabilities.
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