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Abstract

Digital transformation driven by the Industry 4.0 paradigm requires governments not only to adopt
information technologies but also to strengthen bureaucratic capacity to sustain digital governance practices.
This study examines strategies for developing the capacity of civil servants in supporting digital governance at
the local government level. The research was conducted at the Regional Civil Service and Human Resource
Development Agency of Badung Regency using a qualitative approach with a descriptive—analytical design.
Data were collected through field observations, in-depth interviews with human resource managers and civil
servants, and analysis of institutional documents related to competency development programs. The data
were analyzed using thematic analysis to identify key challenges and institutional strategies in bureaucratic
capacity development. The findings reveal several structural constraints affecting digital governance capacity,
including gaps in digital competencies among civil servants, limited motivation for professional development,
and restricted budget allocations for continuous training programs. To address these challenges, the
institution has implemented several capacity-building initiatives, such as digital competency—based training
programs, the strengthening of adaptive bureaucratic work culture, and digital transformation awareness
programs across government agencies. This study contributes to the governance literature by integrating
bureaucratic capacity development with the digital governance framework, highlighting the role of civil
servants as institutional actors in local digital transformation. The findings suggest that successful digital
governance depends not only on technological infrastructure but also on the institutional capacity and
professional development of the public bureaucracy.
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INTRODUCTION

The digital transformation driven by the advancement of the Fourth Industrial
Revolution has fundamentally altered how states perform administrative functions, manage
policies, and deliver public services to citizens (Fadrial et al., 2024; Nugroho et al., 2024).
Governments across the world are no longer expected merely to manage administrative
processes through conventional mechanisms; they are also required to adapt to the rapid
evolution of digital technologies (Maulana et al., 2022; Wadipalapa et al., 2024). Digitalization
within the public sector has consequently generated a new paradigm of governance known
as digital governance, defined as a model of governmental management that utilizes
information and communication technologies to enhance efficiency, transparency, public
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participation, and the quality of public service delivery (Huraerah et al., 2022; Virnandes et
al., 2024). In this context, digital technology is not merely viewed as an administrative tool
but rather as a strategic infrastructure that reshapes how the state interacts with its citizens.
These transformations are not limited to developed countries but have also become a
significant agenda for developing nations, including Indonesia. In recent years, the Indonesian
government has actively promoted digital transformation within the bureaucracy through
various policies, such as the development of electronic-based government systems, the
integration of digital public services, and the modernization of administrative governance.
These initiatives are expected to foster a more adaptive, responsive, and efficient
bureaucracy capable of addressing increasingly complex societal demands (Hutahaean &
Pasaribu, 2022; Umasugi, 2025). Nevertheless, the implementation of governmental
digitalization at the regional level continues to encounter numerous challenges that extend
beyond technological availability to include the readiness of bureaucratic human resources.
In practice, many local government organizations still face significant capacity gaps in
managing digital transformation. As the primary actors within the bureaucracy, civil servants
(Aparatur Sipil Negara—ASN) play a central role in translating digitalization policies into
everyday administrative practices. However, various studies indicate that the levels of digital
literacy, technological adaptability, and motivation for competency development among
government officials remain uneven (Aneta et al., 2023; Rahmat et al., 2024). This condition
often results in digital transformation processes that are implemented in a partial and
administrative manner, without being accompanied by substantial changes in organizational
culture and institutional capacity.
This phenomenon is also evident within local government bureaucracies in Indonesia.
The majority of ASN personnel are still dominated by groups whose educational backgrounds
and skill sets are not fully aligned with the demands of digitalized public administration. At
the same time, competency development programs for civil servants frequently face
limitations related to budget constraints, low participation rates, and the lack of integration
between training curricula and the needs of bureaucratic digital transformation. This situation
indicates that the success of digital governance development is determined not only by the
provision of digital technologies but also by the capacity of state institutions to systematically
and sustainably develop the capabilities of bureaucratic personnel (Harsoyo & Amanatin,
2025; Prabowo et al., 2026; Simandjorang et al., 2022). Consequently, the development of
ASN capacity has become a critical agenda within bureaucratic reform in the digital era.
Within the field of public administration and contemporary governance studies,
bureaucracy is regarded as a strategic institution that manages the relationship between the
state and society. The classical perspective on bureaucracy proposed by Max Weber
emphasizes the importance of administrative rationality, professionalism, and the
competence of officials in ensuring the effectiveness of state organizations (Ariansyah et al.,
2023; Dellyana et al., 2023). In contemporary developments, this concept has expanded
through various approaches that highlight the importance of organizational innovation,
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institutional adaptation, and human resource capacity development within public
organizations (Djatmiko et al., 2025; Hafel, 2023). Digital transformation in government can
therefore be understood as part of a broader process of institutional change that requires
bureaucracies to develop new capabilities in managing technology, information, and digital
interaction with citizens.

Previous studies have examined the development of digital governance from diverse
perspectives. Early studies largely emphasized the development of e-government as a
mechanism for improving administrative efficiency and expanding citizens’ access to
government services (Budiarto et al., 2024; Mislawaty et al., 2022). Other research highlights
the role of digital platforms and technological innovation in creating more open and
participatory models of public service delivery (Mutiarin et al., 2024; Widowati et al., 2023).
Within this framework, digitalization is viewed as a crucial instrument for strengthening
governmental transparency and public accountability.

As digital technologies continue to evolve, the focus of digital governance studies has
also broadened. Research by Isabella et al. (2024), Iswanto and Putra (2023), and Lubis et al.
(2024) demonstrates that digital transformation in the public sector is not limited to the
digitalization of services but also involves changes in organizational structures, work
processes, and bureaucratic culture. In other words, governmental digitalization represents
an institutional transformation process that requires changes in how public organizations
manage knowledge, resources, and interactions with society. This perspective positions
bureaucracy not merely as a policy implementer but as an institutional actor that actively
shapes the practices of digital governance.

On the other hand, several studies have also emphasized the importance of
bureaucratic capacity in supporting the success of governmental digital transformation.
Asmara et al. (2024) and Setyawan et al. (2024) demonstrate that the implementation of
digital technologies in public organizations often encounters obstacles due to limitations in
organizational and human resource capacities. Similarly, Azzahra (2023) and Wagola et al.
(2023) argue that digital reform in the public sector requires fundamental changes in
organizational structures and the competencies of government officials. Without
strengthening bureaucratic capacity, the adoption of digital technologies risks producing
administrative systems that are technologically complex but institutionally ineffective.

The discussion of bureaucratic capacity development is further enriched by the
institutional theory perspective developed by Febriyanti et al. (2023) and Saputra et al.
(2023), which explains how public organizations tend to adapt to environmental pressures
through processes of structural and normative adjustment. In the context of digital
governance, such adaptation is reflected in various efforts by government organizations to
enhance the digital competencies of civil servants through training programs, workplace
cultural reforms, and the integration of technology within public administrative systems. This
approach emphasizes that digital transformation is not merely a technological change but
also a social process involving shifts in organizational values, norms, and practices.
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Nevertheless, much of the existing literature on digital governance continues to
position technology as the primary focus of analysis. Numerous studies emphasize aspects
such as digital infrastructure, governmental information systems, or technology-based public
service innovations (Andayani et al., 2024; Faedlulloh & Yulianto, 2023; Karinda et al., 2024).
In contrast, scholarly attention to the social and institutional capacity of bureaucracy as the
main actor in the digitalization process remains relatively limited, particularly in the context
of local governments in developing countries. In fact, bureaucratic dynamics at the local level
possess distinctive characteristics compared with national-level governance, both in terms of
resources, organizational structures, and institutional capacity.

Within this context, it is essential to view governmental digital transformation not
merely as a matter of technology or administrative policy but as a broader institutional
change process that involves the development of state administrative capacity. Such an
approach opens wider analytical space to examine how strategies for developing bureaucratic
human resources can contribute to building the foundations of digital governance at the
regional government level. By positioning civil servants as social actors within the process of
digital transformation, this study seeks to enrich the understanding of the relationship
between bureaucratic capacity development, institutional adaptation, and the construction
of digital governance.

Based on this conceptual framework, this study aims to analyze strategies for
developing the capacity of civil servants in supporting the development of digital governance
at the regional government level in the era of the Fourth Industrial Revolution. Specifically,
this research examines the dynamics of digital competency development among government
officials, the institutional challenges encountered during the process, and the strategies
implemented by regional personnel management institutions to strengthen bureaucratic
capacity. Through this approach, the study is expected to contribute conceptually to the
advancement of governance and public administration scholarship by emphasizing the central
importance of bureaucratic capacity as a foundational element in the process of
governmental digital transformation.

RESEARCH METHOD

This study employs a qualitative approach with a descriptive—analytical design to gain
an in-depth understanding of the dynamics of civil servant (Aparatur Sipil Negara—ASN)
capacity development in supporting the implementation of digital governance at the local
government level. A qualitative approach was selected because the study seeks not only to
identify administrative facts but also to understand the social processes, perceptions of
bureaucratic actors, and institutional dynamics that shape strategies for developing
bureaucratic capacity. This approach enables researchers to capture meanings, experiences,
and practices occurring within governmental organizational environments that cannot always
be adequately explained through quantitative data alone. Within the tradition of social
research, qualitative methods are widely regarded as effective for examining complex
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organizational phenomena and policy processes, as they allow researchers to explore social
contexts, organizational culture, and interactions among actors within public institutions
(Ahad & Nugraha Barsei, 2023; Prasodjo, 2025).

The research was conducted at the Regional Civil Service and Human Resource
Development Agency (Badan Kepegawaian dan Pengembangan Sumber Daya Manusia—
BKPSDM) of Badung Regency. The selection of this research site was based on substantive
considerations, as the institution holds a strategic mandate in managing public sector human
resources at the regional government level, including the formulation of competency
development programs for civil servants. BKPSDM also plays a significant role in
implementing various education and training initiatives aimed at strengthening bureaucratic
capacity in response to governmental digital transformation. Consequently, this institutional
setting was considered relevant for examining how strategies for developing civil servant
capacity are formulated and implemented within the broader context of building digital
governance at the local level.

Informants in this study were selected using purposive sampling, a technique that
involves intentionally choosing participants based on the consideration that they possess
relevant knowledge, experience, and direct involvement in the process of ASN capacity
development. Through this technique, the researcher was able to obtain deeper insights into
the institutional dynamics that constitute the focus of the study (Ramadoan et al., 2025). In
total, the research involved ten informants, consisting of structural officials within BKPSDM
responsible for formulating policies related to ASN competency development, officials from
regional government agencies involved in implementing training programs, and several civil
servants who had previously participated in digital competency development initiatives.
Selecting informants from different organizational positions was intended to capture diverse
perspectives on how bureaucratic capacity development strategies are designed,
implemented, and experienced by the civil servants who serve as the primary beneficiaries of
these programs.

Data collection was conducted through three principal techniques: observation, in-
depth interviews, and document analysis. Observation was carried out to directly understand
the organizational environment, bureaucratic work practices, and institutional contexts in
which ASN capacity development programs are implemented. Through observation, the
researcher was able to capture organizational dynamics that may not always emerge in
interviews or official documents. In-depth interviews were conducted using a semi-structured
format to allow the researcher to explore the experiences, perspectives, and interpretations
of informants regarding digital transformation within the bureaucracy and strategies for
developing ASN competencies. This interview approach provides flexibility for researchers to
explore emerging issues during the research process while maintaining alignment with the
study’s objectives (Turner et al., 2022). In addition, document analysis was undertaken to
examine various institutional documents, including competency development plans for civil
servants, reports on education and training activities, institutional profiles, and regulatory
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frameworks related to public sector human resource development. These documents served
as an important source of data for understanding the policy framework underlying strategies
for bureaucratic capacity development.

To ensure the validity and reliability of the findings, this study employed both source
and methodological triangulation techniques. Source triangulation was conducted by
comparing information obtained from informants who held different organizational roles and
experiences. Meanwhile, methodological triangulation was achieved by integrating findings
derived from observation, interviews, and document analysis so that the study’s conclusions
would not rely solely on a single type of data. This process enabled the researcher to verify
the consistency of information and develop a more comprehensive understanding of the
phenomenon under investigation (Fitriyanti, 2024; Hidayat, 2023). The collected data were
subsequently analyzed using thematic analysis, which involved identifying major patterns
emerging from the processes of interviews, observation, and documentation. Through this
analytical approach, the study sought to develop an in-depth understanding of the challenges
and strategies involved in strengthening ASN capacity to support the development of digital
governance at the local government level.

RESULTS AND DISCUSSION
Digital Governance and Bureaucratic Capacity in Local Government Institutions

Digital transformation in the public sector has become one of the central agendas of
bureaucratic reform in many countries, including at the local government level. The rapid
advancement of information technology has compelled governments not only to modernize
administrative systems but also to reorganize how public organizations operate, interact, and
deliver services to society. Within this context, the concept of digital governance has emerged
as a framework that emphasizes the integrated use of digital technologies to enhance the
effectiveness of governmental management, administrative transparency, and the quality of
public service delivery (Khairani et al., 2023; Nasution et al., 2024). Such transformation
requires bureaucratic institutions to develop organizational capacities that are not solely
grounded in conventional administrative procedures but also in institutional capabilities to
manage digital systems in an adaptive and sustainable manner.

At the local government level, the process of digital transformation often unfolds
gradually and is influenced by specific institutional conditions. In Badung Regency, efforts
toward the digitalization of public administration have begun to emerge through various
initiatives aimed at developing electronic-based government systems that are integrated into
everyday bureaucratic activities. These systems are utilized not only to accelerate
administrative processes but also to improve coordination among regional government
agencies and strengthen the management of civil servant data. In this context, the Regional
Civil Service and Human Resource Development Agency (Badan Kepegawaian dan
Pengembangan Sumber Daya Manusia—BKPSDM) plays a crucial role, as the institution is
responsible for managing public sector human resources, including the development of digital
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systems related to personnel services.

Field observations indicate that the digitalization of personnel administration within
BKPSDM Badung Regency has begun to be integrated into various bureaucratic work
processes. In the administrative service area, for example, the use of a personnel information
system allows employees to access civil service data digitally, including information related to
career history, rank, and records of education and training programs that they have attended.
Several staff members were observed working through digital system dashboards that display
real-time personnel data. This system not only facilitates data management but also
accelerates administrative procedures that were previously conducted manually through
physical documentation.

Observations within the office environment also reveal that the use of digital
technology has transformed patterns of workplace interaction among employees. In several
workspaces, administrative communication that was previously conducted primarily through
formal correspondence is now more frequently facilitated through internal digital platforms.
This is reflected in the use of document-sharing systems and internal communication
applications that enable easier coordination among departments. Nevertheless, the process
of adapting to digital technologies has not occurred uniformly across all organizational units.
Some employees appear to adapt more quickly to the digital systems, while others still require
guidance in utilizing technology-based administrative applications.

Information obtained through interviews with several informants further indicates
that the process of bureaucratic digitalization at the local government level is not merely
related to the provision of technological infrastructure but also to the readiness of human
resources responsible for operating the system. One official at BKPSDM, referred to in this
study as Informant A, explained that the implementation of digital systems in personnel
management initially encountered several challenges, particularly concerning the ability of
civil servants to understand and operate the newly introduced systems. According to the
informant, during the early stages of implementation many employees were still accustomed
to working through manual administrative procedures, and therefore required time to adapt
to technology-based working mechanisms.

A similar explanation was also provided by another participant, referred to in this
study as Informant B. During the interview, the informant described digital transformation
within local government bureaucracy as fundamentally an organizational learning process
that requires time. According to the informant, digitalization not only alters administrative
tools but also reshapes the way civil servants think about managing public administration.
The informant further explained that several internal training programs have gradually been
directed toward improving employees’ understanding of the use of technology within
governmental administrative systems. This observation suggests that strengthening the
capacity of public officials constitutes an important component of bureaucratic digital
transformation strategies.
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These findings indicate that the development of digital governance at the local
government level cannot be separated from the dynamics of bureaucratic capacity
development. Digital transformation is not merely a technical matter concerning the use of
software or information systems; rather, it also involves the organizational ability to manage
change. Within contemporary public administration perspectives, digital transformation is
often understood as a process of institutional change involving adjustments in organizational
structures, work patterns, and the competencies of civil servants (Khairani et al., 2023;
Nasution et al., 2024). In other words, the success of governmental digitalization largely
depends on the capacity of bureaucratic institutions to integrate technological systems into
everyday administrative practices.

In this regard, BKPSDM Badung Regency plays a strategic role as an institution that
bridges digital transformation policies with the development of bureaucratic capacity. The
agency is responsible not only for managing personnel data but also for designing competency
development programs that support bureaucratic adaptation to technological change. A
structural official interviewed in this study, referred to as Informant C, explained that one of
the primary challenges in the digitalization of bureaucracy is ensuring that all civil servants
possess basic competencies in utilizing digital technologies. According to the informant,
without strengthening the competencies of public officials, many digital systems developed
by the government risk being underutilized.

From the perspective of public organizations, this statement indicates that
bureaucratic capacity represents a key factor in the development of digital governance.
Government institutions require not only technological infrastructure but also civil servants
who possess the ability to understand, manage, and further develop digital systems within
administrative practice. Consequently, capacity development among civil servants becomes
an integral component of bureaucratic digital transformation. In public administration
literature, this phenomenon is frequently associated with the concept of digital-era
governance, which emphasizes that digital technologies must be integrated with
organizational reform and the strengthening of human resource capacities (Kurniawan et al.,
2023; Wijayanti et al., 2025).

Based on the findings of this study, the development of digital governance at the local
government level can be understood as an institutional process involving the interaction
between technology, organizational structures, and bureaucratic human resources. The
digitalization of public administration does not merely produce new technology-based
working systems but also encourages transformations in the organizational culture of
bureaucracy. Government officials are therefore expected not only to function as executors
of administrative procedures but also to act as institutional actors capable of adapting to
technological developments and the continuously evolving needs of society.

Structural Challenges in Developing Digital Competence among Civil Servants

Digital transformation within local government bureaucracies does not always

proceed linearly or without obstacles. Although various national policies have encouraged the
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acceleration of public administrative digitalization, implementation at the organizational level
frequently encounters structural constraints that affect the effectiveness of building digital
governance capacity. Findings from this study conducted within the Regional Civil Service and
Human Resource Development Agency (Badan Kepegawaian dan Pengembangan Sumber
Daya Manusia—BKPSDM) of Badung Regency indicate that the primary challenges in
developing the digital capacity of public officials are not limited to the availability of
technological infrastructure. Rather, they are closely related to the social conditions of the
organization, the competencies of human resources, and limitations in institutional support.
Overall, three principal constraints were identified as influencing efforts to strengthen the
digital capacity of civil servants: disparities in digital competencies among civil servants
(Aparatur Sipil Negara—ASN), relatively low motivation for professional capacity
development, and limited budget allocations for sustaining training programs.

The disparity in digital competencies represents one of the most visible challenges in
the process of digitalizing local government bureaucracy. Differences in digital literacy among
ASN are influenced by several factors, including educational background, work experience,
age, and the nature of organizational tasks performed by employees. Field observations
conducted at the BKPSDM office revealed that employees working in personnel
administration units tend to be more accustomed to utilizing digital information systems in
their daily work activities. These employees routinely access web-based personnel
applications, manage digital documents, and process personnel data through integrated
information systems. In several workspaces, administrative staff were observed using
computers with multiple applications open simultaneously, ranging from personnel
management systems to internal communication platforms used for inter-unit coordination.

However, this situation does not fully apply to organizational units with broader
operational functions. In several cases, officials who had previously relied more heavily on
manual administrative procedures still required time to adjust to the use of digital systems.
During the observation period, for instance, several employees were seen asking colleagues
for assistance in accessing particular features within the personnel information system. This
condition indicates that the process of adaptation to digital technology is still occurring
gradually and unevenly across different sections of the organization.

Information obtained through interviews further reinforced these findings. One
official within BKPSDM, referred to in this study as Informant A, explained that differences in
digital capabilities among civil servants are often associated with variations in work
experience and generational background. According to the informant, younger officials
generally adapt more quickly to digital technologies because they are more accustomed to
using digital devices in their daily lives. In contrast, some officials who have spent many years
working within conventional bureaucratic systems tend to require a longer period of
adjustment when transitioning to technology-based administrative systems. Nevertheless,
the informant emphasized that this condition does not imply that senior officials are
incapable of adapting; rather, they require more intensive training approaches to effectively
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understand and utilize newly introduced digital working systems.

In addition to disparities in digital competencies, the study also found that the
motivation of civil servants to develop their professional capacity remains a distinct challenge
within the broader process of bureaucratic digital transformation. Several informants
indicated that training programs organized by personnel management institutions are not
always perceived as strategic opportunities for competency development. In certain cases,
training activities continue to be viewed primarily as administrative obligations that must be
fulfilled to comply with civil service regulations.

A structural official interviewed in this study, referred to as Informant B, described
that some civil servants participate in training activities mainly due to organizational
assignments rather than internal motivation to improve their professional capabilities.
According to the informant, this mindset reflects a legacy of bureaucratic culture that has
historically emphasized compliance with administrative procedures rather than competency
development based on continuous learning. In the informant’s view, the transition toward a
digital bureaucracy requires a transformation in organizational culture that encourages public
officials to engage in self-directed learning and to remain open to technological innovation.

This pattern was also evident during observations conducted throughout the research
process. In several internal socialization activities related to the introduction of new
administrative applications, employee participation appeared relatively high at a formal level.
However, in discussions that followed these activities, several employees admitted that they
still relied on previous work methods because they felt more comfortable with familiar
procedures. This situation illustrates that digital transformation within the bureaucracy
requires not only technical training but also broader changes in organizational work culture.

Another significant challenge in developing the digital capacity of civil servants
concerns budgetary constraints in sustaining training programs. Digital competency
development programs often require substantial resources, including training materials,
technological facilities, and expert instructors with specialized knowledge in information
technology. In practice, however, budget allocations for human resource development at the
local government level frequently have to compete with various other development
priorities.

Informant C, who serves as one of the officials responsible for managing training
programs at BKPSDM, explained that the institution has in fact designed several initiatives
aimed at improving the digital competencies of civil servants. However, the implementation
of these programs often needs to be adjusted to the availability of the regional government’s
annual budget. According to the informant, in recent years local government budget priorities
have been more heavily directed toward public service delivery and infrastructure
development, which means that civil servant training programs cannot always be
implemented regularly at the scale initially planned.

From an analytical perspective, these findings demonstrate that the challenges of
digital transformation in public bureaucracy cannot be understood solely as technological
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issues. The obstacles that arise during the digitalization process frequently stem from broader
organizational dynamics and institutional structures. This observation is consistent with the
perspective of digital transformation in public organizations, which emphasizes that digital
change within public institutions constitutes a complex process involving interactions among
technology, organizational structures, workplace culture, and human resource capacities
(Kurniawan et al., 2023).

Within this framework, the development of digital governance capacity requires
strategies that extend beyond the provision of technological infrastructure to include
strengthening the competencies of public officials and reforming bureaucratic organizational
culture. Without enhancing the capacities of the human resources responsible for managing
technological systems, many digital initiatives introduced by governments risk becoming
merely administrative innovations that are not fully utilized in everyday bureaucratic
practices.

Institutional Strategies for Civil Service Capacity Development

Efforts to build digital governance capacity at the local government level depend not
only on identifying structural constraints but also on the ability of institutions to formulate
systematic and sustainable strategies for developing the capacity of public officials. In this
context, the Regional Civil Service and Human Resource Development Agency (Badan
Kepegawaian dan Pengembangan Sumber Daya Manusia—BKPSDM) of Badung Regency plays
a strategic role as the institution responsible for designing and implementing various
competency development programs for civil servants (Aparatur Sipil Negara—ASN). The
findings of this study indicate that the capacity development strategies developed by the
agency are not solely oriented toward improving the technical skills required to operate
digital technologies; rather, they are also directed toward fostering an organizational culture
within the bureaucracy that is adaptive to digital transformation. Broadly, these strategies
can be understood through three main approaches: the implementation of digital
competency—based education and training programs, the strengthening of an adaptive
bureaucratic work culture in response to technological change, and the organization of digital
transformation socialization programs across regional government institutions.

The first prominent strategy involves the implementation of education and training
programs focused on strengthening the digital competencies of civil servants. These programs
are designed to enhance the ability of public officials to utilize information technology in
various aspects of governmental administration. Field observations conducted within the
BKPSDM office in Badung Regency indicate that the agency regularly organizes training
activities aimed at improving the digital literacy of civil servants. During the observation
period, for example, several employees were seen participating in a training session on the
use of personnel administration applications held in the institution’s internal training facility.
The training room was equipped with neatly arranged computer units and a projector screen
displaying step-by-step guidelines for operating the personnel information system.
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During the training sessions, participants were not only introduced to the technical
features of the application but were also encouraged to understand how digital systems could
be utilized to accelerate administrative processes and improve the accuracy of personnel data
management. Several participants appeared actively engaged in experimenting with various
application features demonstrated by the training facilitator. The overall atmosphere of the
training environment reflected a dynamic learning process, where participants discussed their
respective experiences in utilizing digital systems within their organizational units.

Information obtained through interviews further suggests that digital training
initiatives constitute part of a broader strategy aimed at enhancing the competencies of civil
servants. One official, referred to in this study as Informant A, explained that the institution
has gradually begun integrating digital literacy components into various training programs
provided for ASN. According to the informant, the primary objective of these programs is not
merely to teach employees how to operate specific applications but also to develop a broader
understanding of the importance of utilizing technology in public administration. In the
informant’s view, strengthening digital competencies has become an unavoidable necessity
within the context of contemporary bureaucratic transformation.

Beyond technical training initiatives, the second strategy developed by BKPSDM
involves strengthening a bureaucratic work culture that is adaptive to technological change.
Digital transformation in government requires not only the technical capabilities of civil
servants but also a shift in organizational mindsets and work practices. Consequently, the
personnel management agency seeks to cultivate awareness among civil servants regarding
the importance of innovation, continuous learning, and the ability to adapt to technological
developments.

Observations within the office environment indicate that efforts to build such an
adaptive work culture are carried out through various internal organizational activities.
During several coordination meetings held throughout the research period, for instance,
institutional leaders frequently emphasized the importance of openness toward
technological innovation in the administration of governmental activities. In one internal
meeting attended by several officials and staff members, organizational leaders highlighted
the need for bureaucratic work patterns to become more responsive to the advancement of
digital technologies. During the discussion, employees were encouraged not only to perform
routine administrative procedures but also to explore new ways of improving work efficiency
through the use of digital technologies.

This perspective was also reflected in interviews with another participant, referred to
in this study as Informant B. The informant explained that the transition toward a digital
bureaucracy fundamentally requires a transformation in organizational culture. According to
the informant, public officials must begin to perceive technology not as an additional burden
within their work responsibilities but as a tool capable of enhancing the quality of public
service delivery. The informant further emphasized that organizational learning represents a
crucial component of digital transformation, as the ability of civil servants to continuously
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learn and adapt will ultimately determine the success of implementing digital systems within
bureaucratic institutions.

The third strategy identified in this study involves the organization of digital
transformation socialization programs within regional government institutions. These
programs aim to enhance civil servants’ understanding of the broader policy direction of
governmental digitalization and the importance of integrating technology into public service
practices. Such socialization initiatives are generally conducted through internal seminars,
cross-agency discussions, and the dissemination of information through various
governmental coordination forums.

During the observation process, socialization activities were often seen functioning as
platforms for dialogue between personnel policy administrators and civil servants from
different organizational units. In one socialization event attended by representatives from
several regional government agencies, participants were presented with information
regarding the local government’s digital transformation agenda as well as various
competency development programs designed to support the process. The atmosphere of the
discussion indicated that civil servants were gradually beginning to recognize that the
digitalization of public administration forms part of a broader bureaucratic reform agenda.

Another informant, referred to in this study as Informant C, explained that these
socialization programs play an important role in fostering collective awareness among civil
servants regarding ongoing changes within governmental bureaucracy. According to the
informant, many employees initially did not fully understand the objectives of public
administrative digitalization. Through socialization activities, civil servants are expected to
recognize that the use of digital technologies is not merely an administrative policy
requirement but rather part of a broader governmental effort to enhance the quality of
governance and public service delivery.

From an analytical perspective, the strategies developed by BKPSDM Badung Regency
demonstrate that bureaucratic capacity development in the digital era cannot be separated
from the broader dynamics of public organizations. Although improving the technical
competencies of civil servants represents an important step in supporting the
implementation of digital systems, the success of digital transformation also depends heavily
on the ability of organizations to cultivate a work culture that supports innovation and
continuous learning. This perspective aligns with approaches in public administration
literature that emphasize that digital transformation in governmental organizations is a
multidimensional process involving changes in technology, organizational structures, and
patterns of social interaction within the bureaucracy (Andriyan et al., 2024).

Toward Smart Civil Servants: Institutionalizing Digital Governance Capacity

Efforts to develop digital governance at the local government level are ultimately
directed not only toward establishing technology-based administrative systems but also
toward developing a profile of public officials capable of managing and utilizing such
technologies effectively. In this context, the concept of Smart Civil Servants becomes relevant
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in describing a type of bureaucratic official who possesses not only technical competencies in
the use of digital technologies but also professional integrity, analytical capacity, and the
ability to adapt to the dynamic changes occurring within contemporary governmental
environments. Findings from this study conducted within the Regional Civil Service and
Human Resource Development Agency (Badan Kepegawaian dan Pengembangan Sumber
Daya Manusia—BKPSDM) of Badung Regency indicate that the various capacity development
strategies implemented by the institution have gradually been directed toward shaping civil
servants who are capable of actively supporting the digital transformation of government
administration.

Field observations indicate that the shift toward a more technologically adaptive
profile of public officials has begun to emerge within the daily working dynamics of the
regional bureaucracy. In several organizational units within BKPSDM, for instance, employees
not only utilize digital systems as administrative tools but also employ these technologies to
conduct more systematic analyses of personnel data. In one workspace observed during the
research process, several staff members were seen reviewing personnel data through an
integrated digital information system. The data were subsequently used to prepare internal
reports concerning competency development needs among civil servants across various
regional government agencies. This situation demonstrates that digital technologies are no
longer functioning merely as tools for data storage; rather, they are increasingly used as
instruments that support decision-making processes within the organization.

Observations within the office environment also indicate that the use of digital
technology has begun to encourage more collaborative working patterns among public
officials. On several occasions, informal discussions among employees regarding the
utilization of administrative applications were observed taking place within workspaces as
well as in small meeting rooms used for internal coordination. Employees who possessed
greater familiarity with specific features of digital systems frequently assisted their colleagues
in operating those applications. Such interactions illustrate the emergence of collective
learning processes that indirectly contribute to strengthening the digital capacity of the
organization.

Information obtained through interviews with several informants further suggests
that the development of bureaucratic capacity is no longer narrowly understood as merely
improving technical skills. One official responsible for managing competency development
programs, referred to in this study as Informant A, explained that the objective of the training
programs organized by BKPSDM is not limited to teaching civil servants how to operate
particular digital applications. According to the informant, the development of ASN capacity
should be directed toward cultivating more analytical and adaptive modes of thinking. In this
regard, public officials are expected to understand how digital technologies can be utilized to
support policy planning processes, data management, and improvements in the quality of
public service delivery.
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This perspective was also reinforced by another participant, referred to in this study
as Informant B. During the interview, the informant explained that the transition toward
digital bureaucracy fundamentally requires public officials to adopt new perspectives
regarding their professional roles. Within conventional administrative systems, civil servants
often function primarily as implementers of hierarchical administrative procedures. However,
in the context of digital governance, public officials are expected to be more proactive in
utilizing technology to resolve administrative issues more efficiently. Consequently, according
to the informant, the development of bureaucratic capacity must include the cultivation of
critical thinking skills, collaborative working abilities, and the capacity to understand the
continuously evolving dynamics of technological change.

These findings suggest that the concept of Smart Civil Servants in the context of local
bureaucracy does not merely refer to officials who are capable of using digital technologies
but also to those who possess a more innovative work orientation and responsiveness to
societal needs. In several internal discussions observed during the research period,
institutional leaders frequently emphasized that governmental digitalization should not be
limited to the adoption of administrative applications but must also produce tangible
improvements in the quality of public services. Civil servants are therefore encouraged to
utilize digital technologies to accelerate service delivery processes, enhance the accuracy of
administrative data, and strengthen transparency in the management of public information.

Field observations further indicate that the process of developing technologically
adaptive public officials takes place through various mechanisms of organizational learning.
In several training sessions and policy socialization activities related to governmental
digitalization, participants were not only provided with technical instruction on the use of
information systems but were also invited to discuss the challenges they encounter when
integrating technology into their everyday work practices. Such discussions often generated
exchanges of experience among civil servants from different regional government agencies,
thereby creating shared learning spaces that collectively strengthen organizational capacity.

From an analytical perspective, these dynamics demonstrate that the development of
digital governance capacity at the local government level cannot be separated from the role
of civil servants as institutional actors in the process of digital transformation. In
contemporary public administration literature, public officials are increasingly viewed as
agents of change who shape governance practices through their everyday interactions within
organizational environments (Mergel et al., 2019). Accordingly, governmental digitalization
does not only produce changes at the level of technology or administrative systems but also
influences how civil servants understand their roles within the relationship between the state
and society.

Within this context, the concept of Smart Civil Servants can be understood as an
institutional effort to develop a profile of public officials capable of integrating technical
competencies, professional values, and adaptive capacities in response to technological
change. Civil servants who possess adequate digital competencies are better positioned to
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utilize information systems to support data-driven decision-making, improve administrative
efficiency, and enhance transparency in governmental administration. At the same time,
professional integrity and a strong orientation toward public service remain essential
elements to ensure that the utilization of digital technologies continues to serve the broader
interests of society.

This perspective is consistent with approaches in the literature on digital
transformation in public organizations, which emphasize that the success of governmental
digitalization largely depends on the human capacities responsible for managing
technological systems (Andriyan et al., 2024). Without public officials who possess analytical
capabilities, collaborative skills, and a strong commitment to public service, many digital
innovations developed by governments risk failing to produce meaningful improvements in
the quality of governance.

Reframing Digital Governance: Bureaucratic Capacity as the Foundation of Digital
Transformation

The discussion on the development of digital governance at the local government level
ultimately leads to an important conceptual finding: digital transformation in bureaucracy
cannot be understood merely as a process of technological adoption or the modernization of
administrative infrastructure. Rather, it represents a broader institutional transformation
involving the capacity of bureaucratic organizations as the primary actors responsible for
managing and utilizing digital technologies in governmental practices. The findings of this
study indicate that the success of governmental digitalization largely depends on the ability
of bureaucratic organizations to establish a solid foundation of administrative capacity,
encompassing technical competencies, supportive organizational cultures, and a public
service orientation that is adaptive to technological change.

Field observations within the Regional Civil Service and Human Resource Development
Agency (Badan Kepegawaian dan Pengembangan Sumber Daya Manusia—BKPSDM) of
Badung Regency reveal that the digitalization of governmental administration has indeed
progressed through the adoption of various information systems and personnel management
applications. However, the implementation of these technologies does not operate merely as
a technical change. In several organizational units observed during the research process, the
use of digital systems was frequently accompanied by intensive processes of organizational
learning. Employees who had previously been accustomed to manual administrative
procedures gradually adapted to technology-based work processes.

During one observation conducted in the personnel administration service unit,
several staff members were seen accessing the personnel information system to verify civil
service data used in preparing internal organizational reports. The office space was equipped
with workstations containing computers and monitors displaying various governmental
administrative applications. Work activities unfolded in a dynamic environment, where
employees engaged in discussions regarding the procedures for utilizing the digital systems
employed in personnel data management. Some staff members were also observed assisting
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colleagues in understanding specific features of administrative applications that had only
recently been introduced.

This situation illustrates that digital transformation in bureaucracy essentially
constitutes a gradual process of organizational adaptation. While digital technologies provide
the infrastructure that enables the modernization of public administration, the effectiveness
of these technologies ultimately depends on the ability of civil servants to understand and
integrate them into their everyday work practices. In this regard, bureaucratic capacity
emerges as a key factor determining the extent to which digital innovations can generate
meaningful improvements in the quality of governmental governance.

These findings are further reinforced by interviews with several informants involved
in the management of civil service policies within the regional government. One official,
referred to in this study as Informant A, explained that the digitalization of governmental
administration requires organizational readiness that extends beyond technical preparation
to include institutional readiness. According to the informant, many governmental
digitalization initiatives are initially designed with a strong emphasis on technological system
development; however, in practice, the implementation of such policies often encounters
obstacles because civil servants do not yet fully possess the competencies necessary to
manage these systems effectively.

A similar perspective was expressed by another informant, referred to in this study as
Informant B. In the interview, the informant described the strengthening of bureaucratic
capacity as one of the principal challenges in the digital transformation of local government
administration. Digital technology, in this view, fundamentally functions as a tool supporting
public administrative processes. Without civil servants who are capable of understanding and
utilizing such technologies optimally, digital systems developed by the government risk failing
to produce significant improvements in public service quality. Consequently, the informant
emphasized that the development of civil service capacity must be positioned as a central
priority within the broader agenda of governmental digital transformation.

These findings suggest that the development of digital governance cannot be
separated from the dynamics of bureaucratic institutional capacity. In many internal
organizational discussions observed during the research process, institutional leaders
frequently emphasized that the success of governmental digitalization is not determined
solely by the sophistication of the technologies employed but also by the readiness of the
human resources responsible for operating those systems. Civil servants are therefore
encouraged to continuously improve their ability to understand technological developments
and integrate such technologies into public service practices.

Field observations further indicate that efforts to strengthen bureaucratic capacity are
implemented through various organizational mechanisms, including digital training programs,
policy socialization initiatives related to governmental digitalization, and the cultivation of
organizational cultures that are more open to technological innovation. In several training
sessions observed during the study, civil servants were not only provided with technical
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instruction on the use of governmental information systems but were also encouraged to
understand how digital technologies could be utilized to improve administrative efficiency
and strengthen transparency in the management of public data.

These organizational learning processes demonstrate that digital transformation in
bureaucracy is a complex process involving interactions between technology, organizational
structures, and the individual capacities of public officials. From an analytical perspective,
these dynamics suggest that the development of digital governance at the local government
level should be understood as a broader institutional process rather than merely a
modernization of technological systems. Digital transformation fundamentally entails
changes in how bureaucratic organizations operate, interact, and interpret their roles within
the broader system of governance.

Within public administration literature, such perspectives are frequently discussed
through the framework of digital-era governance, which emphasizes the transformative
potential of digital technologies in reshaping how governments organize public services,
manage information, and interact with citizens (Ramadoan et al., 2025; Turner et al., 2022).
However, recent studies also highlight that the success of digital governance implementation
depends heavily on the organizational capacity of government institutions to manage these
changes effectively. Without adequate bureaucratic capacity, digital innovations in the public
sector risk becoming merely technological projects that fail to produce substantive
improvements in the quality of governance (Ramadoan et al., 2025; Turner et al., 2022).

In this context, the present study contributes conceptually by emphasizing that the
development of digital governance at the local government level should be viewed through
the perspective of bureaucratic capacity as the fundamental foundation of digital
transformation. The capacity development strategies for civil servants identified in this
research demonstrate that governmental digitalization requires not only investment in
technological infrastructure but also sustained investment in the development of
bureaucratic human resources. Strengthening digital competencies, fostering organizational
cultures that are adaptive to innovation, and integrating civil service development policies
with governmental digitalization agendas represent critical elements in establishing the
institutional foundations necessary for successful digital transformation.

The reframing of digital governance proposed in this article positions bureaucracy not
merely as an implementer of digitalization policies but as an institutional actor that plays a
strategic role in shaping digital governance practices at the local level. Bureaucratic officials
function as the connecting link between digital transformation policies formulated at the
governmental level and their concrete implementation in everyday public service practices.
Therefore, the development of bureaucratic capacity must be understood as a fundamental
prerequisite for the creation of responsive, transparent, and sustainable digital governance.

238


https://ojs3.unpatti.ac.id/index.php/populis/index

Populis: Jurnal limu Sosial dan limu Volume 20 No. 2 | May 2026
Politik https://ojs3.unpatti.ac.id/index.php/populis/index

P-ISSN: 1907-9893 | E-ISSN: 3090-7047

CONCLUSION

This study demonstrates that the development of digital governance at the local
government level cannot be understood merely as a process of adopting digital technologies
within public administration. Rather, it represents a broader process of strengthening the
institutional capacity of bureaucracy that enables these technologies to be implemented
effectively in governmental practice. The findings indicate that civil service development
strategies implemented by public personnel management institutions play a critical role in
establishing the institutional foundations for bureaucratic digital transformation through
three key dimensions: the enhancement of civil servants’ digital competencies, the
strengthening of organizational cultures that are adaptive to technological innovation, and
the expansion of bureaucratic understanding regarding the broader policy direction of
governmental digitalization. Within this context, bureaucratic officials are no longer
positioned solely as executors of administrative procedures but as institutional actors who
shape the practices of digital governance through analytical capacity, collaborative capability,
and a technology-oriented public service perspective. The study further emphasizes that the
success of governmental digital transformation largely depends on the integration of
digitalization agendas with policies aimed at developing bureaucratic human resources. The
primary contribution of this article lies in its conceptual emphasis that bureaucratic capacity
constitutes the fundamental foundation for the development of digital governance at the
local level. Consequently, civil service development strategies should be positioned as an
integral component of the digital transformation process in government, rather than merely
as supporting programs for the implementation of administrative technologies.
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