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Abstract 

Digital transformation has become a central reform agenda in public administration, particularly in 

improving the quality and credibility of local government services. In decentralized governance systems, 

citizen trust is a crucial outcome that determines the effectiveness and sustainability of digital 

governance initiatives. This study examines the effect of digital transformation on citizen trust in local 

government services in Awangpone District, Bone Regency, Indonesia. Using a quantitative approach, 

data were collected through a structured survey administered to 412 residents who had accessed local 

government services within the previous twelve months. Digital transformation was operationalized as 

a multidimensional construct encompassing service availability, ease of use, system reliability, 

responsiveness, and perceived efficiency, while citizen trust was measured through indicators of 

institutional competence, transparency, procedural fairness, integrity, and overall confidence. Statistical 

analysis was conducted using descriptive statistics, correlation analysis, and multiple linear regression. 

The findings indicate that digital transformation has a significant positive effect on citizen trust in local 

government services. The results suggest that the quality of digital service implementation plays a 

critical role in shaping institutional trust at the district level. This study contributes to the public 

administration and digital governance literature by providing district-level empirical evidence from a 

developing-country context, addressing the limited focus of previous studies on metropolitan or national 

settings. The findings offer practical implications for local governments seeking to strengthen citizen 

trust through inclusive and effective digital transformation strategies. 

 

Keywords: Digital Transformation, Citizen Trust, Local Government, Public Service, Public 

Administration. 

 

INTRODUCTION  

Digital transformation has emerged as a defining agenda in contemporary public administration, 

fundamentally reshaping how governments design, deliver, and evaluate public services. The rapid 

advancement of information and communication technologies (ICTs), data analytics, and platform-

based governance models has enabled public sector institutions to transition beyond traditional 

bureaucratic arrangements toward more integrated, efficient, and citizen-centered systems (Mergel, 
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Edelmann, & Haug, 2019; Linders, 2019). Across governance contexts, digital platforms are 

increasingly deployed to enhance administrative efficiency, expand service accessibility, reduce 

transaction costs, and promote transparency. Nevertheless, the success of digital transformation cannot 

be understood solely in terms of technological adoption. Its broader governance implications are 

intrinsically linked to how citizens perceive, experience, and evaluate digitally mediated public services 

(Meijer, 2018). 

Citizen trust constitutes a central pillar of democratic governance and public sector legitimacy. 

Trust influences citizens’ willingness to comply with regulations, engage with governmental initiatives, 

and adopt newly introduced service delivery mechanisms (Van de Walle & Migchelbrink, 2020). Within 

digital governance environments, trust performs a dual function: it operates both as an outcome of 

effective digital transformation and as a prerequisite for citizens’ acceptance and sustained use of e-

government services (Carter & Bélanger, 2016; Veeramootoo, Nunkoo, & Dwivedi, 2018). When digital 

public services are perceived as reliable, accessible, secure, and responsive, they contribute positively 

to institutional credibility. Conversely, technological disruptions, usability limitations, privacy 

concerns, and inadequate responsiveness may undermine citizen confidence and intensify distrust 

toward public institutions (Mensah, 2019; Janssen, van der Voort, & Wahyudi, 2017). 

The relationship between digital transformation and citizen trust has attracted increasing scholarly 

attention; however, empirical evidence remains mixed and contextually contingent. A number of studies 

suggest that digitalization may enhance trust by improving service quality, strengthening procedural 

fairness, and increasing transparency (Grimmelikhuijsen, Piotrowski, & Van Ryzin, 2017; Porumbescu, 

2016). Digital technologies supporting transparency initiatives—such as open data portals and online 

information disclosure—have been associated with higher perceptions of government trustworthiness 

(Cucciniello, Porumbescu, & Grimmelikhuijsen, 2017). Yet, other research indicates that digital 

transformation does not automatically translate into increased trust, particularly when reforms are 

symbolic rather than substantive or when institutional capacity and citizen orientation remain limited 

(Mergel, 2016; Ali, Shrestha, & Goh, 2018). 

Within this discourse, service quality dimensions play a particularly salient role. Ease of use, 

system reliability, responsiveness, and perceived efficiency have been consistently identified as critical 

predictors of citizen satisfaction and trust in e-government environments (Veeramootoo et al., 2018; 

Mensah, 2019). Digital services capable of reducing administrative complexity, shortening processing 

times, and enabling timely feedback are more likely to generate positive evaluations of institutional 

competence (Thomas & Streib, 2003; Tolbert & Mossberger, 2016). In contrast, unreliable systems and 

delayed responses may signal organizational inefficiency, thereby negatively influencing citizens’ 

perceptions of administrative effectiveness (Meijer, 2018). 

In developing-country contexts, the dynamics linking digital transformation and citizen trust 

present additional complexities. Structural constraints—including infrastructural limitations, uneven 

digital literacy, administrative capacity gaps, and resource scarcity—often shape both implementation 

quality and citizen perceptions (Heeks, 2006; Wahyudi & Janssen, 2022). Research on digital 

government in emerging economies highlights persistent disparities between policy ambitions and 

operational realities (Sabani, Deng, & Thai, 2019). While national frameworks frequently mandate 

digitalization, local-level institutions may encounter challenges related to interoperability, technical 

reliability, and human resource readiness (Nugroho, Zuiderwijk, & Janssen, 2020). 

Indonesia provides a particularly relevant empirical setting for examining these dynamics. Over the 

past decade, digital governance reforms have been institutionalized through the Electronic-Based 

Government System (Sistem Pemerintahan Berbasis Elektronik—SPBE), which promotes integration, 

efficiency, and accountability across national and subnational governance levels. Despite notable 

progress, implementation outcomes vary significantly across regions, reflecting differences in 

infrastructure, organizational readiness, and governance capacity (Pratama, 2021; Kusumasari & Alam, 

2019). Prior studies emphasize that local governments continue to face challenges associated with digital 

divides, system sustainability, and citizen engagement (Hardjaloka, 2017; Sabani et al., 2019). 

Existing empirical investigations in Indonesia predominantly focus on national performance 

indices, provincial administrations, or major urban municipalities. Comparatively limited scholarly 

attention has been directed toward district-level (kecamatan) administrative units, where citizens most 
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frequently interact with frontline public services, including population administration, licensing, and 

community services (Pratama, 2021). This gap is analytically significant because district governments 

function as the operational interface between citizens and broader governance reforms. Citizen trust is 

often shaped less by abstract policy narratives than by everyday administrative encounters at this local 

level (Van de Walle & Migchelbrink, 2020). 

Awangpone District in Bone Regency represents a pertinent case for examining the nexus between 

digital transformation and citizen trust. As a semi-rural administrative unit, Awangpone reflects 

common features of Indonesian local governance, including gradual digital adoption, variations in 

service accessibility, and evolving citizen expectations. Although digital initiatives—such as online 

information dissemination, administrative digitization, and limited e-service applications—have been 

introduced, their perceived effectiveness and implications for citizen trust remain underexplored. 

This study addresses these empirical and conceptual gaps by examining the association between 

digital transformation and citizen trust in local government services in Awangpone District, Bone 

Regency. Digital transformation is conceptualized as a multidimensional construct encompassing 

service availability, ease of use, system reliability, responsiveness, and efficiency. Citizen trust is 

measured through perceptions of institutional competence, transparency, procedural fairness, integrity, 

and overall confidence. Employing a quantitative survey-based design, this research seeks to answer the 

following question: 

To what extent is digital transformation associated with citizen trust in local government services 

at the district level? 

Based on prior theoretical and empirical insights, the study proposes the following hypothesis: 

H1: Digital transformation is positively associated with citizen trust in local government services. 

Theoretically, this research contributes to digital governance and institutional trust scholarship by 

providing district-level empirical evidence from a decentralized developing-country context. 

Empirically, it offers insights into the relative significance of digital transformation dimensions in 

shaping trust perceptions. Practically, the findings are expected to inform policymakers and public 

administrators in designing citizen-centered digital reforms that align technological innovation with 

institutional legitimacy. 

METHODS  

Research Design 

This study employed a quantitative research approach using a cross-sectional survey design to 

examine the association between digital transformation and citizen trust in local government services. 

A cross-sectional design is appropriate for capturing citizens’ perceptions and evaluating relationships 

between variables at a single point in time, particularly in public administration and e-government 

research (Carter & Bélanger, 2016; Veeramootoo, Nunkoo, & Dwivedi, 2018). The quantitative strategy 

enables statistical estimation of the strength and direction of relationships between digital transformation 

dimensions and trust outcomes (Mensah, 2019). 

 

Research Setting 

The research was conducted in Awangpone District, Bone Regency, Indonesia, a semi-rural 

administrative unit where digital public service initiatives have gradually been introduced. District-level 

institutions represent the frontline interface between citizens and government reforms, making them 

highly relevant for examining trust formation and service perceptions (Pratama, 2021; Kusumasari & 

Alam, 2019). Variations in infrastructure, digital literacy, and service accessibility in such contexts often 

influence both digital transformation outcomes and citizen evaluations (Sabani, Deng, & Thai, 2019). 

 

Population and Sampling 

The target population consisted of residents of Awangpone District who had accessed local 

government services within the previous twelve months, either through digital or conventional channels. 

Focusing on recent service users ensured experiential relevance and minimized recall bias, consistent 

with recommendations in e-government adoption studies (Veeramootoo et al., 2018). 
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A probability sampling technique was applied. Sample size determination followed established 

survey sampling principles to ensure representativeness and statistical adequacy (Hair, Black, Babin, & 

Anderson, 2019). Using a 95% confidence level and 5% margin of error, the minimum required sample 

was calculated and subsequently increased to account for potential non-response. A total of 412 valid 

responses were retained for analysis. 

To enhance representativeness across administrative units, stratified random sampling was 

employed based on village/ward distribution. Stratification reduces sampling bias and improves 

generalizability, particularly in heterogeneous populations (Ali, Shrestha, & Goh, 2018). 

 

Data Collection Procedure 

Data were collected using a structured questionnaire administered through face-to-face distribution 

with assisted self-completion. This approach was selected to accommodate variations in digital literacy 

and to reduce item non-response, a common concern in developing-country digital governance research 

(Heeks, 2006; Wahyudi & Janssen, 2022). 

Respondents were informed about the study’s objectives, anonymity safeguards, and voluntary 

participation. Ethical procedures followed recognized social science research standards (Israel & Hay, 

2006). 

 

Measurement of Variables 

1. Digital Transformation 

Digital transformation was conceptualized as a multidimensional construct, reflecting citizens’ 

perceptions of digital public service implementation. The measurement dimensions included: 

• Service availability 

• Ease of use 

• System reliability 

• Responsiveness 

• Efficiency 

These dimensions are widely recognized as core components of digital government quality and 

performance (Mergel, Edelmann, & Haug, 2019; Linders, 2019). Prior studies indicate that 

usability, reliability, and responsiveness strongly shape citizen satisfaction and trust in e-

government contexts (Veeramootoo et al., 2018; Mensah, 2019). 

Each dimension was measured using multiple Likert-scale items (1 = strongly disagree to 5 = 

strongly agree). 

2. Citizen Trust 

Citizen trust was operationalized through perceptions of: 

• Institutional competence 

• Transparency 

• Procedural fairness 

• Integrity 

• Overall confidence 

This multidimensional approach aligns with institutional trust theory, which emphasizes 

competence, integrity, and fairness as foundational trust drivers (Van de Walle & Migchelbrink, 

2020; Grimmelikhuijsen, Piotrowski, & Van Ryzin, 2017). Transparency and ethical conduct 

are also recognized as key determinants of trust in digital governance environments 

(Cucciniello, Porumbescu, & Grimmelikhuijsen, 2017). 

 

Instrument Testing 

1. Validity 

Content validity was established through expert review, ensuring conceptual alignment with 

digital governance and trust literature (Mergel et al., 2019). Construct validity was assessed 

using item-total correlation, with all items exceeding recommended thresholds (Hair et al., 

2019). 
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2. Reliability 

Internal consistency reliability was evaluated using Cronbach’s alpha. All constructs exceeded 

the recommended minimum value of 0.70, indicating satisfactory reliability (Hair et al., 2019). 

 

Data Analysis Techniques 

Data analysis was performed using statistical software and comprised: 

1. Descriptive statistics – to summarize respondent characteristics and variable distributions 

2. Pearson correlation analysis – to examine bivariate associations 

3. Multiple linear regression analysis – to estimate the association between digital transformation 

and citizen trust 

Correlation analysis is commonly used to evaluate relationships among perceptual variables in e-

government studies (Mensah, 2019). Multiple regression enables examination of the relative 

contribution of each digital transformation dimension to trust (Veeramootoo et al., 2018). 

Statistical significance was evaluated at α = 0.05. 

 

Regression Model Specification 

The regression model was formulated as: 

 

𝐶𝑇𝑖 = 𝛽0 + 𝛽1𝑆𝐴𝑖 + 𝛽2𝐸𝑈𝑖 + 𝛽3𝑆𝑅𝑖 + 𝛽4𝑅𝑆𝑖 + 𝛽5𝐸𝐹𝑖 + 𝜀𝑖 
 

Where: 

• 𝐶𝑇𝑖 = Citizen Trust of respondent i 

• 𝛽0 = Intercept (constant term) 

• 𝛽1 − 𝛽5 = Regression coefficients 

• 𝑆𝐴𝑖 = Service Availability 

• 𝐸𝑈𝑖 = Ease of Use 

• 𝑆𝑅𝑖 = System Reliability 

• 𝑅𝑆𝑖 = Responsiveness 

• 𝐸𝐹𝑖 = Efficiency 

• 𝜀𝑖 = Error term 

 

This specification reflects multidimensional digital transformation predictors consistent with prior 

digital governance research (Mergel, 2016; Janssen et al., 2017). 

 

Assumption Testing 

To ensure model robustness, classical assumption tests were conducted: 

• Normality test 

• Multicollinearity test (VIF & Tolerance) 

• Heteroscedasticity test 

Variance Inflation Factor (VIF) values below 10 indicated absence of multicollinearity (Hair et al., 

2019). Assumption testing is essential in regression-based public administration research (Gujarati & 

Porter, 2009). 

 

Ethical Considerations 

Participation was voluntary, informed consent was obtained, and no personally identifiable 

information was collected. Confidentiality and anonymity principles were maintained throughout the 

study (Israel & Hay, 2006). 

RESULTS AND DISCUSSION  

Results 

A total of 412 valid questionnaires were collected and included in the analysis, exceeding the 

minimum required sample size. The response adequacy indicates sufficient statistical power for 
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correlation and regression analyses (Hair, Black, Babin, & Anderson, 2019). Respondents represented 

all villages/wards within Awangpone District, ensuring proportional geographic coverage and 

minimizing location bias, which is particularly important in heterogeneous semi-rural populations (Ali, 

Shrestha, & Goh, 2018). 

 

Respondent Characteristics 

The demographic profile of respondents provides context for interpreting perceptions of digital 

transformation and citizen trust. As shown in Table 1, the sample reflects a relatively balanced gender 

distribution and a concentration within the productive age groups. Educational attainment varied, 

enabling assessment across different levels of digital literacy and administrative engagement (Pratama, 

2021). 

 

Table 1. Demographic Characteristics of Respondent (n=412) 

Characteristic Category Frequency Percentage (%) 

Gender Male 215 52.2 
 

Female 197 47.8 

Age 18–25 61 14.8 
 

26–35 172 41.7 
 

36–45 121 29.4 
 

>45 58 14.1 

Education Junior High or below 113 27.4 
 

Senior High 159 38.6 
 

Higher Education 140 34.0 

              Source: Research Results, 2025. 

 

The dominance of respondents aged 26–35 years (41.7%) suggests that digitally active citizens 

constitute the largest user group of local government services. This pattern is consistent with studies 

indicating that younger and economically productive populations are more likely to engage with digital 

government platforms (Veeramootoo, Nunkoo, & Dwivedi, 2018). Meanwhile, the presence of 

respondents with lower educational attainment (27.4%) underscores the importance of usability and 

accessibility considerations in digital service delivery (Heeks, 2006). 

 

Descriptive Statistics of Digital Transformation 

Digital transformation was measured across five dimensions: service availability, ease of use, 

system reliability, responsiveness, and efficiency. Table 2 summarizes the descriptive statistics. 

 

Table 2. Descriptive Statistics of Digital Transformation Variables 
Indicator Mean Standard Deviation 

Service Availability 3.61 0.78 

Ease of Use 3.74 0.71 

System Reliability 3.42 0.83 

Responsiveness 3.39 0.86 

Efficiency 3.87 0.69 

Overall Digital Transformation 3.61 0.74 

                      Source: Research Results, 2025. 
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Overall perceptions of digital transformation were moderately positive (Mean = 3.61). The highest-

rated dimension was efficiency (Mean = 3.87), suggesting that respondents generally perceived digital 

services as faster and less bureaucratic compared to conventional procedures. This finding aligns with 

digital governance literature emphasizing efficiency gains as a key driver of citizen satisfaction (Mergel, 

Edelmann, & Haug, 2019). 

Ease of use (Mean = 3.74) also received favorable evaluations, indicating that most respondents 

found digital platforms understandable and manageable. Prior studies consistently show that usability 

significantly influences citizens’ evaluations of digital government effectiveness (Mensah, 2019; Carter 

& Bélanger, 2016). 

However, system reliability (Mean = 3.42) and responsiveness (Mean = 3.39) scored comparatively 

lower. These values suggest variability in citizens’ experiences regarding system stability, response 

times, and feedback mechanisms. Similar disparities between availability and operational quality have 

been observed in developing-country digital transformation contexts (Sabani, Deng, & Thai, 2019). 

The relatively higher standard deviations for reliability and responsiveness indicate greater 

dispersion of responses, reflecting inconsistent service experiences. This variability is critical, as 

reliability issues are known to negatively affect perceptions of institutional competence (Meijer, 2018). 

 

Descriptive Statistics of Citizen Trust 

Citizen trust was operationalized across five dimensions. Table 3 presents the descriptive results. 

 

Table 3. Descriptive Statistics of Citizen Trust Variables 

Indicator Mean Standard Deviation 

Institutional Competence 3.68 0.72 

Transparency 3.44 0.81 

Procedural Fairness 3.76 0.69 

Integrity 3.46 0.77 

Overall Confidence 3.59 0.74 

Overall Citizen Trust 3.59 0.75 

                            Source: Research Results, 2025. 

 

Respondents expressed moderate trust levels (Mean = 3.59). The highest score was observed for 

procedural fairness (Mean = 3.76), suggesting that citizens generally perceived service processes as 

equitable and non-discriminatory. This result is consistent with research highlighting fairness 

perceptions as a central determinant of trust (Grimmelikhuijsen, Piotrowski, & Van Ryzin, 2017). 

Institutional competence (Mean = 3.68) also scored relatively high, indicating confidence in the 

capability of local government officials. Studies show that competence perceptions are foundational to 

institutional trust formation (Van de Walle & Migchelbrink, 2020). 

Conversely, transparency (Mean = 3.44) and integrity (Mean = 3.46) received lower ratings. These 

findings suggest that while administrative processes are viewed as fair, concerns remain regarding 

openness of information and ethical consistency. Transparency gaps are frequently reported in digital 

governance transitions (Cucciniello, Porumbescu, & Grimmelikhuijsen, 2017). 

 

Reliability and Validity Testing 

Measurement reliability was assessed using Cronbach’s alpha. All constructs exceeded 0.70, 

indicating satisfactory internal consistency (Hair et al., 2019). 
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Table 4. Reliability Statistics 

Construct Cronbach’s Alpha 

Digital Transformation 0.84 

Citizen Trust 0.87 

   Source: Research Results, 2025. 

 

Construct validity was confirmed through item-total correlations (>0.40), supporting the adequacy 

of measurement instruments (Hair et al., 2019). 

 

Correlation Analysis 

Pearson correlation analysis examined relationships between digital transformation dimensions and 

citizen trust. 

 

Table 5. Correlation Matrix between Digital Information and Citizen Trust 

Variable Citizen Trust 

Service Availability 0.482** 

Ease of Use 0.611** 

System Reliability 0.558** 

Responsiveness 0.634** 

Efficiency 0.521** 

Overall Digital Transformation 0.624 

                                    Note: p < 0.01 

                                    Source: Research Results, 2025. 

 

The results reveal a strong positive correlation between overall digital transformation and citizen 

trust (r = 0.624, p < 0.001). This indicates that more favorable perceptions of digital services are 

associated with higher trust levels. Such findings corroborate prior research linking digital service 

quality with trust outcomes (Mensah, 2019). 

Among individual dimensions, responsiveness (r = 0.634) and ease of use (r = 0.611) exhibited the 

strongest correlations. This suggests that timely responses and user-friendly systems play critical roles 

in shaping trust perceptions (Veeramootoo et al., 2018). 

 

Regression Analysis 

Multiple linear regression analysis evaluated the association between digital transformation 

dimensions and citizen trust. 

 

Table 6. Regression Results: Effect of Digital Transformation on Citizen Trust 

Predictor β t-value Sig. 

Service Availability 0.118 2.64 0.009 

Ease of Use 0.284 6.91 0.000 

System Reliability 0.201 4.87 0.000 

Responsiveness 0.312 7.45 0.000 

Efficiency 
 

0.156 3.58 
 

0.001 

Model Statistics Value 
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F-value 146.32 

Sig. 0.000 

Adjusted R² 0.387 

                             Source: Research Results, 2025. 

 

The regression model was statistically significant (F = 146.32, p < 0.001). The Adjusted R² = 0.387 

indicates that digital transformation explains 38.7% of the variance in citizen trust. In governance 

research, this represents moderate explanatory power, suggesting that while digital transformation is 

influential, trust is also shaped by other institutional and contextual factors (Van de Walle & 

Migchelbrink, 2020). 

Responsiveness (β = 0.312) emerged as the strongest predictor, followed by ease of use (β = 0.284) 

and system reliability (β = 0.201). These findings reinforce prior studies emphasizing responsiveness 

and usability as key determinants of positive citizen evaluations (Mensah, 2019; Carter & Bélanger, 

2016). 

The comparatively weaker coefficient for service availability (β = 0.118) suggests that expanding 

digital services alone may not substantially enhance trust unless accompanied by quality improvements 

(Mergel, 2016). 

 

Assumption Testing 

Diagnostic tests confirmed compliance with regression assumptions. 

 

Table 7. Multicollinearity Statistics 

Predictor VIF 

Availability 1.32 

Ease of Use 1.74 

Reliability 1.87 

Responsiveness 1.81 

Efficiency 1.45 

     Source: Research Results, 2025. 

 

All VIF values were below 10, indicating absence of multicollinearity (Hair et al., 2019). 

 

Discussion 

The discussion section interprets the empirical findings in relation to the study’s theoretical 

framework and prior research. It examines how the observed associations between digital transformation 

and citizen trust contribute to existing digital governance and institutional trust literature, while also 

considering contextual implications specific to district-level public administration. 

 

Digital Transformation and Citizen Trust 

The empirical findings demonstrate that digital transformation is positively associated with citizen 

trust in local government services in Awangpone District. This result substantiates contemporary digital 

governance scholarship, which posits that trust in public institutions is increasingly shaped by citizens’ 

evaluations of digitally mediated service experiences rather than solely by institutional reputation 

(Mergel, Edelmann, & Haug, 2019). Digital transformation, when perceived as enhancing service 

efficiency, accessibility, and interaction quality, may function as a mechanism through which 

governments reinforce performance-based legitimacy. 

This outcome aligns with institutional trust theory, which emphasizes that citizens develop trust 

when public institutions are perceived as competent, reliable, and responsive to societal needs (Van de 
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Walle & Migchelbrink, 2020). In the present study, respondents reporting more favorable perceptions 

of digital transformation expressed higher levels of confidence in local government services. Such 

findings corroborate prior research suggesting that digital government initiatives can be associated with 

improved trust outcomes, particularly when reforms yield observable improvements in service delivery 

(Mensah, 2019). 

However, it is important to interpret this relationship cautiously. Digital transformation itself does 

not inherently produce trust; rather, trust emerges from citizens’ interpretations of how digitalization 

influences service quality and institutional performance (Meijer, 2018). This distinction reinforces the 

argument that technological adoption without substantive service enhancement may have limited 

implications for institutional trust. 

 

Responsiveness as the Primary Trust-Related Dimension 

Among the dimensions of digital transformation examined, responsiveness exhibited the strongest 

association with citizen trust. This finding is theoretically and empirically significant. Responsiveness 

reflects the government’s capacity to provide timely feedback, address citizen concerns, and ensure 

communicative clarity—factors consistently identified as central determinants of trust in public 

administration research (Thomas & Streib, 2003). 

In digital governance contexts, responsiveness assumes heightened importance because digital 

platforms create expectations of immediacy and continuous interaction (Linders, 2019). Citizens may 

interpret delayed responses or inadequate feedback mechanisms as indicators of administrative 

inefficiency or organizational disengagement. Conversely, rapid responses facilitated through digital 

systems may enhance perceptions of institutional attentiveness and accountability (Grimmelikhuijsen, 

Piotrowski, & Van Ryzin, 2017). 

The dominance of responsiveness observed in this study is consistent with prior empirical 

investigations demonstrating that interactive service features—such as complaint handling systems, 

status notifications, and two-way communication channels—significantly influence trust evaluations 

(Mensah, 2019). This suggests that the relational dimension of digital transformation, rather than purely 

technical or structural aspects, plays a decisive role in shaping trust perceptions at the district level. 

 

Ease of Use and Perceived Institutional Competence 

Ease of use emerged as the second most influential predictor of citizen trust. This finding resonates 

strongly with technology acceptance and e-government adoption literature, which consistently identifies 

usability as a key determinant of citizen attitudes toward digital public services (Veeramootoo, Nunkoo, 

& Dwivedi, 2018). Systems that are intuitive, clearly structured, and cognitively accessible reduce user 

effort and foster positive service evaluations. 

From a trust perspective, usability contributes indirectly to perceptions of institutional competence. 

Citizens frequently associate user-friendly digital platforms with administrative professionalism and 

organizational capability (Mensah, 2019). In contrast, complex or poorly designed interfaces may 

generate frustration and signal bureaucratic inefficiency (Carter & Bélanger, 2016). 

The relevance of this dimension is particularly pronounced in semi-rural contexts such as 

Awangpone District, where disparities in digital literacy and educational attainment persist (Pratama, 

2021). Prior studies highlight that digital divides are not solely infrastructural but also cognitive and 

skill-based (Heeks, 2006). Therefore, improving system usability represents a critical strategy for 

mitigating exclusion risks and fostering broader trust-enhancing effects of digital transformation. 

 

System Reliability and Administrative Credibility 

System reliability demonstrated a statistically significant association with citizen trust, 

underscoring the foundational role of technological stability in digital governance. Reliability 

encompasses system uptime, functional consistency, and error minimization. In digitally mediated 

environments, technical disruptions may undermine citizens’ perceptions of administrative competence 

and organizational effectiveness (Meijer, 2018). 

This finding aligns with prior research emphasizing that reliability constitutes a prerequisite for 

positive citizen evaluations of digital government performance (Janssen, van der Voort, & Wahyudi, 
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2017). Even when digital services are available and usable, inconsistent system performance may 

generate uncertainty and diminish trust. In developing-country contexts, reliability challenges often stem 

from infrastructural limitations, maintenance constraints, and resource scarcity (Sabani, Deng, & Thai, 

2019). 

The results suggest that investments in digital transformation should prioritize technical robustness 

and system sustainability, as reliability failures may have disproportionately negative effects on 

institutional credibility. 

 

Efficiency and Its Conditional Relationship with Trust 

The dimension of efficiency exhibited a positive yet comparatively weaker association with citizen 

trust. Efficiency gains—such as reduced processing times and simplified procedures—primarily 

influence citizen satisfaction rather than deeper trust constructs (Mensah, 2019). While respondents 

acknowledged the benefits of faster digital services, efficiency alone did not emerge as the dominant 

trust-related factor. 

This outcome supports theoretical arguments distinguishing instrumental service benefits from 

normative trust determinants. Trust is more strongly shaped by perceptions of fairness, integrity, 

responsiveness, and reliability (Van de Walle & Migchelbrink, 2020). Efficiency improvements may 

enhance user experience but may not necessarily signal transparency or ethical consistency. 

 

Service Availability and Symbolic Digitalization 

The relatively modest effect of service availability indicates that the mere presence of digital 

services is insufficient to substantially influence citizen trust. This finding contributes to ongoing 

debates regarding symbolic versus substantive digital transformation (Mergel, 2016). Governments may 

expand digital platforms to meet policy mandates or modernization narratives; however, citizens 

evaluate digital reforms based on functionality and experiential value (Ali, Shrestha, & Goh, 2018). 

Thus, digital transformation strategies emphasizing service quantity without commensurate 

improvements in usability and reliability may yield limited trust outcomes. 

 

Citizen Trust Dimensions: Uneven Perceptions 

Descriptive analysis revealed stronger perceptions of procedural fairness and institutional 

competence, while transparency and integrity remained comparatively weaker. This pattern is consistent 

with prior studies indicating that digital reforms often produce immediate gains in efficiency and fairness 

perceptions but slower shifts in transparency and ethical evaluations (Cucciniello, Porumbescu, & 

Grimmelikhuijsen, 2017). 

Transparency enhancements require organizational commitments to information disclosure, 

standardized communication practices, and accountability mechanisms beyond technological 

deployment (Grimmelikhuijsen et al., 2017). Similarly, integrity perceptions are shaped by governance 

culture, ethical norms, and anti-corruption safeguards (Wahyudi & Janssen, 2022). 

 

Theoretical Contributions 

This study contributes to institutional trust theory by demonstrating that trust is significantly 

associated with citizens’ evaluations of digital service quality dimensions. The findings reinforce 

performance-based interpretations of trust, wherein competence, responsiveness, and reliability function 

as key explanatory factors (Van de Walle & Migchelbrink, 2020). 

Furthermore, the study extends digital governance literature by evidencing that responsiveness and 

ease of use exert stronger associations with trust than service availability alone (Mergel et al., 2019). 

 

Policy Implications 

The findings suggest that trust-oriented digital transformation initiatives should prioritize: 

• Enhancing organizational responsiveness 

• Improving system usability 

• Ensuring technical reliability 
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• Institutionalizing feedback and communication mechanisms 

Such priorities align with citizen-centered digital governance frameworks (Linders, 2019). 

 

Limitations and Future Research 

The cross-sectional design limits causal inference. Future research may employ longitudinal, 

experimental, or mixed-method approaches to capture trust dynamics over time (Mensah, 2019). 

Additionally, incorporating objective performance indicators may complement perceptual assessments. 

CONCLUSION  

Conclusion 

This study underscores the strategic relevance of digital transformation within local public 

administration, particularly in its relationship with citizen trust. The analysis highlights that digital 

governance should be understood not merely as a technological intervention but as an institutional 

reform process that reshapes how citizens perceive government competence, legitimacy, and service 

orientation. By situating the investigation at the district level, this research contributes to a more context-

sensitive understanding of digital transformation in decentralized governance settings, where everyday 

administrative interactions play a central role in shaping institutional evaluations. 

The study advances the conceptualization of digital transformation as a multidimensional construct 

encompassing structural, technical, and relational components. This perspective reinforces the view that 

the governance implications of digitalization are contingent upon service quality attributes, 

organizational capacity, and citizen experience. In doing so, the research extends digital governance and 

institutional trust literature by demonstrating the importance of micro-level administrative contexts, 

which remain comparatively underexplored in existing empirical scholarship. 

Furthermore, the findings carry theoretical significance for institutional trust theory. They 

emphasize that trust formation in digitally mediated governance environments is closely linked to 

citizens’ evaluations of administrative processes, communication practices, and system performance. 

Trust, therefore, emerges as a dynamic outcome of perceived institutional behavior rather than a static 

attitudinal disposition. This interpretation aligns with contemporary perspectives that frame trust as 

performance-based and experience-driven within public sector contexts. 

Empirically, this study contributes district-level evidence from a developing-country setting, 

addressing a notable gap in research that has predominantly focused on national or metropolitan 

analyses. By doing so, it provides a nuanced account of how digital transformation operates within semi-

rural administrative environments characterized by infrastructural variability and diverse citizen 

capacities. Such localized insights are critical for refining digital governance frameworks and avoiding 

overly generalized assumptions regarding the effects of digitalization. 

In sum, this research affirms the institutional importance of aligning digital transformation 

initiatives with citizen-centered service principles. Sustainable digital governance requires attention not 

only to technological deployment but also to organizational responsiveness, usability, reliability, and 

procedural integrity. These elements collectively shape how citizens interpret administrative 

modernization and institutional credibility. 

 

Recommendation 

Local governments are encouraged to treat digital transformation as a long-term institutional 

process rather than a purely technological initiative. Policy priorities should focus on improving service 

responsiveness, system reliability, and ease of use, as these elements are central to citizens’ evaluations 

of digital public services. Ensuring stable digital infrastructure and user-friendly platforms can enhance 

service experiences across diverse population groups. 

In addition, local administrations should strengthen organizational capacity, particularly through 

training programs that develop digital competencies and citizen-oriented service practices among public 

employees. Integrating digital initiatives with transparency and accountability measures is also 

important to reinforce institutional credibility. 
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For future research, scholars are advised to employ longitudinal and comparative designs to better 

understand how citizen trust evolves over time and across different administrative contexts. 
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