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Technology (ICT) applications. Moreover, about 75% of respondents stated
Community that ICT enables them to provide direct feedback and
Participation opinions to the government, enhancing transparency and
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Making around 20% of respondents still face challenges in accessing
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needed to improve accessibility and understanding of
technology among the community to achieve broader and
more equitable participation.

INTRODUCTION

Use of ICTs is significant in the functioning of the government system of any country
by enhancing transparency, accountability and taking ordinary people to participate
in the decision-making processes. In Indonesia, increasingly, the government is
employing ICT that empowers the citizens to contribute in the formulation of policies.
Good example is the city of Surabaya that governs the East Java Province that uses
ICT to serve people and enhance quality of its governance. As there are more than
2.9 million inhabitants, Surabaya has difficulties with governance challenges (in
addition to others) related to the inclusion of the population in decision-making.

The Information and Communication Technology (ICT) has become a significant
determinant of government transformation across the world (Dias Canedo et al.,
2020; Torkayesh & Torkayesh, 2021; Mojaye & Aondover, 2022; Al-Ansi et al., 2021).
e-government implements decisions made by the government to involve more citizens
using ICT. In Indonesia, ICT has become a significant instrument that is being
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employed so that it can enhance transparency, accountability and enable citizens to
participate in the law making process (Sofyani et al., 2020).

A study by Potts (2020) hints that ICT has changed how government officials relate
with other citizens. Due to the availability of digital platforms, governments can
outreach people more freely and people now find it easier to gain official information
and form an opinion regarding how things are run (Lee-Geiller & Lee, 2019).
According to Kusumastuti et al. (2022), they found out that the Surabaya city
government has implemented some of the ICT activities, e.g., mobile applications to
report citizens and information sharing tools with people in the streets. However, the
challenges of a scarce access to technology as well as poor digital literacy skills
persist and should be addressed (Neumeyer et al., 2020; James, 2021; Allmann &
Blank, 2021).

Surabaya is one of the cities, where E-government initiatives are actively being
performed in Indonesia. Surabaya is the second biggest city in Indonesia and this
implies that its population is quite large and it experiences problems in
administration (Indraprahasta & Derudder, 2019). In their work, Rachmawati et al.
(2021) concluded that the local government has developed various apps and
platforms that make people communicate with the authorities, find the information
of the country easier, involve people in the decision-making process and make all the
services more efficient.

According to the research conducted by Indrayani (2023), despite the such
advantages as the adoption of ICT in government, additional research is necessary
to comprehend the effects of e-government on the involvement of communities in
Surabaya more accurately. This research aims to find out how the use of ICT has
made a difference in terms of human involvement in the government affairs in
Surabaya. The required future e-government initiatives are likely to be more
successful, fair and reflective due to the knowledge that this research provides when
compared to the experiences perceived in the progress of e-government in 2023 as
reported by Rusadi & Rahmadany.

This study aims at exploring the impact of ICT on the ability of communities in
participation in the city policy making. The issue that this study discusses is the
discovery of how government websites, social media and mobile applications have
influenced the volume and the nature of the participation of the masses and this
holds true to the results of Cho et al (2021). The study is examining the view of the
residents and their experiences in Surabaya to comprehend the effectiveness of the
application of ICT to bring transparency, accountability and participatory rule in
government (Judijanto et al., 2023; Priyowidodo et al., 2024; Puspitarini, 2023).

To sample the people, 500 individuals were randomly sampled in different sub-
districts of Surabaya. We also put questions in the survey that examined whether
people used ICT in their government activities and their perception of the role of ICT
on making decisions (Busch, 2023; Wirtz et al., 2019). The authors will apply
descriptive statistical analysis and inferential statistical analysis to determine about
relationship between various variables.

The aim of the study is to provide empirical evidence that would improve research
on the way ICT increases the participation of people in local decisions. Their findings
may enable researchers to offer policymakers and officials both in Surabaya and
other cities in the country with directions to guide them regarding the ongoing IT
projects and the future plans to have improved citizen participation and governance.

Past studies have demonstrated that ICT can be useful in enhancing the involvement
of people in government (Oliveira et al., 2020). Nevertheless, there exists scanty
research focusing on the Indonesian context, more so to the city level of Surabaya.

2

Copyright © 2024 by Author, Published by Mahogany Journal De Social. This is an open access article
under the CC BY-SA License (https://creativecommons.org/licenses/by-sa/4.0).



This is why the present research attempts to resolve that problem by examining how
ICT could assist in engaging people in decisions taken at the community level as
proposed by Hrivnk et al. (2021).

This study can also help the city government to make inclusive policies and policies
which are fitting to the expectations of the community. The use of ICT in
communicating with the government can be improved by the authorities; the
experiences and views of the citizen on how they would like to communicate with the
government can help improve areas in the delivery of services and information that
would attract the interest and support of the populace (Mansoor, 2021). According
to Johnston & Lane (2019), not only the fairness of the policies but also their
ensuring that they respond to the actual needs of the community require people to
act as stakeholders in the government decisions. Both in this manner is it likely that
this study will of great help to the government of Surabaya to make its government
better, more democratic and that has relation to its people. Other than its
advantages, the research findings might be applied by other researchers in Surabaya
and other cities in Indonesia. Extending research on ICT in government management
can show us more about the things that impact ICT’s success in improving public
engagement and government quality.

METHODS

A survey approach within a quantitative study was used to collect data for this study.
The method aims to take a picture of significant variables when they are all in a given
state, so their relationships can be studied. People who are at least 18 years old and
live in Surabaya are part of the target group.

Structured online questionnaires are given to people to collect the data. The
questionnaires aim to check two important areas: how people in the community are
involved in making decisions and their attitudes toward Information and
Communication Technology (ICT). The questions in the questionnaire are structured
so that they can numerically look at both actions and views concerning these
problems. Collected data will go through processing and analysis using descriptive
and inferential stats. These statistics will provide a brief summary of the participants’
demographic features and their participation rates. We will use correlation and
regression analyses to find out the connection between ICTs and community
participation. The purpose of this framework is to draw insights from studies showing
how digital engagement affects people’s participation in government matters.

RESULTS AND DISCUSSION

According to the survey, most people rely on information and communication
technology (ICT) to get access to government information. Usually, people look at
government agency websites or the official social media pages managed by the
government. Using these websites, the public can learn about laws, plans and
updates from the government. The evidence proves that ICT now plays a major role
in connecting the government with the public and points to a movement towards
digital ways of interacting with government info.

Table 1. Use of ICT to Access Government Information

Information Source Percentage of Use Frequency of Use (Daily,

(%) Weekly, Monthly)
Official Government .
Websites 60 Daily
Social media 40 Daily /Weekly
Government Applications 25 Weekly
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Table 1 shows the percentage of respondents who used Information and
Communication Technology (ICT) to get government information. It is clear from the
findings that most people rely on government websites for news and almost half log
on daily. A large number of respondents or about 40%, use social media to look for
government information every day or a few times each week. On the other hand,
government-specific applications are mainly used once per week by one in four
respondents.

Official government websites seem to be the main way information is given out,
probably because people see them as trustworthy and broad in what they offer. Yet,
the extensive use of social media and, in smaller part, than government applications
suggests that peoples’ ways to communicate with the public are changing. Even
though they are not the main way people get news, these sites give more people a
chance to use government resources conveniently.

Table 2. Use of ICT to Provide Feedback to the Government

Frequency of Use (Daily,

o,
Type of Feedback Percentage of Use (%) Weekly, Monthly)

Through Official

Websites 35 Weekly
Through social media 20 Weekly/Monthly
Through Applications 15 Monthly

In Table 2, you can find out how often people use several ICT platforms to
communicate with the government. According to the research, the official
government website is the most used channel, with a third of the sample people
reporting that they submit their feedback there every week. One-fifth of the
respondents use social media to express their thoughts or worries to government
authorities roughly every week or month. When it comes to giving feedback through
apps made by the government, only 15% of people do so every month.

Table 3. Challenges in Using ICT

Frequency of Occurrence (Often,

o,
Challenges Percentage (%) Sometimes, Rarely)
Access Difficulties 20 Sometimes
Lgck of Digital 95 Often
Literacy
Low Self-Confidence 15 Rarely

Table 3 shows the issues encountered by respondents as they use Information and
Communication Technology (ICT) to use government services. About one-fifth of the
respondents faced occasional troubles getting ICT resources. It is possible that these
challenges are caused by lack of strong internet, weak mobile networks or not having
enough access to helpful devices. Because of these hurdles, some people do not fully
take part in government messaging online.

A bigger issue that was noted is that people are not adequately digitally literate.
About a quarter of participants regularly face problems with ICT because they do not
understand digital resources well. As a result, it seems the community still has
unequal access to the skills needed to use various digital services. Without specific
efforts, the lack of digital skills might continue preventing most citizens from
engaging meaningfully using technology.

Nearly all the research I have done suggests that problems with self-confidence in
ICT are not prominent. Not many, just 15% of those surveyed, stated that they hardly
feel confident when dealing with technology. Even so, this factor emphasizes the
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importance of encouraging users mainly those unfamiliar with online tools to feel at
ease using ICT resources.

Table 4. Preference for Using ICT to Provide Feedback to the Government

Method of Providing Feedback Percentage of Use (%)
Digital Platforms 80
Directly (non-digital) 20

Table 4 shows the ways respondents wish to be involved in sharing their opinions
with government bodies. The data prove that nearly all of the respondents,
representing 80%, usually choose to voice their opinions by using websites, social
media or mobile apps. Instead, most respondents prefer using online tools, since only
20% want to visit in person or submit forms by post. Because people now prefer
digital channels, governments notice that the public is interested in convenience and
expects easy access to information in real time.

The findings highlight a growing reliance on technology as the primary medium for
engaging with government institutions. This trend carries important implications for
public policy, particularly in the development and implementation of digital feedback
mechanisms. To align with citizen preferences and promote more responsive
governance, it is essential for governments to invest in user-friendly, secure, and
efficient digital platforms. Moreover, ensuring that these systems are accessible to
all demographic groups will be key to fostering inclusive participation in public
affairs.

Table 5. Use of ICT by Education Level and Income

Education Level Percentage of Use for Percentage of Use for

Access (%) Feedback (%)
High School or Below 50 30
Bachelor's Degree 70 50
Master's Degree or Above 90 70
Income Level Percentage of Use for Percentage of Use for
Access (%) Feedback (%)
Low Income 40 20
Middle Income 60 40
High Income 80 60

Table 5 demonstrates that the use of Information and Communication Technology
(ICT) for interacting with the government varies depending on a person’s education
and income level. The findings show that people with a higher education are much
more prone to use ICT for all kinds of activities. For instance, people who have a
master’s degree or more are much more likely to use ICTs than individuals with just
high school education. Where income is concerned, high earners are more likely to
use ICT tools than low earners.

They demonstrate that a person’s socioeconomic background is very important in
deciding if and how they use government digital tools. Access to helpful technology
and the internet is generally limited by income, whereas education plays a part in
building both technology and confidence skills. Thus, people with less education or
money may experience additional challenges in taking part in digital governance.

Noticing these differences shows why we need special initiatives to help people get
access to technology. To make sure everyone can take part equally in governance
through ICT, we should increase technology accessibility, train people better in
digital skills and develop platforms that suit diverse people.
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Table 6. Perception of ICT's Potential to Improve Government Transparency and

Accountability
Perception Percentage of Respondents (%)
Agree 70
Neutral 25
Disagree S

Table 6 shows the transformation of how citizens use ICT to conduct activities with
the government because of the COVID-19. It has been demonstrated that, due to the
pandemic people have tendency to use online systems more frequently in order to
get access to government information and services. This transformation is one of the
many transformations that continue to take place in the government in the sense
that ICT is currently valued not only in facilitating communication, but also in
promoting openness and good administration.

Eight in ten of the respondents were in an agreement that through ICT there might
be an improvement in the amount of knowledge we have concerning our government.
The fact that people believe in e- government demonstrates that people have
enhanced optimism that their use of digital tools would lead to more visibility of
government actions and also provide them with simpler tools they can use to monitor
government activities. Meanwhile, one-fourth of the respondents were ambivalent
and only 5 percent were opposed in that it reflects the fact that although the picture
is positive on the whole, there are variations in the degree of faith and dependence
on technology by individuals.

Based on these findings, it is quite apparent that government spending on enhanced
ICT, their ease of use, as well as notifications to the citizens is key in achieving good
government with the help of ICT. Amidst the pandemic, digital transformation is
currently a priority issue, and it is therefore the obligation of governments to ensure
that transparency practices are now introduced through the use of information and
communication technology. This will result in improved services, more confidence of
the people towards the government and better and transparent government practice
in the long run.

The paper shows that the use of ICT in among the people of Surabaya is increasingly
becoming common when they are interacting with the government chiefly to access
information and contribute some feedback. It is also an initiative of broader
campaign of digital governance that has been enjoyed by global trends showing how
ICT facilitates transparency, accountability and citizen engagement (Bertot et al.,
2010). It is notable that majority of the participants visit the government websites on
a daily basis to obtain information, and furthermore through social media also.
Unlike in the previous ways of transferring information to mere recipes, individuals
with these tools also have the capacity to communicate with the government.

However, in spite of the fact that more people get access to government information
through ICT, the feedback element is significantly less. As per the findings, it was
identified that only 35 percent of the participants reported that they could provide
feedback weekly on official websites and a significantly low number used social media
or apps to that end. This implies that such forms of media as social media are useful
to share information online but not as an activity to help individuals engage in civic
acts. It is one of the most shared challenges of digital governance that people find
that most sites are concentrating more on the transmission of information than
communication with the users (Marland et al., 2017). The authorities ought to ensure
that ICT development is constructed with interaction, feedbacks and dialogue
between the citizens and authorities.

Copyright © 2024 by Author, Published by Mahogany Journal De Social. This is an open access article
under the CC BY-SA License (https://creativecommons.org/licenses/by-sa/4.0).



Without leaving major reasons why people and businesses are not utilizing ICT
technologies, the report also names several others. The primary prohibiting factor
that people reported was digital literacy as 25 percent of them mentioned it, the
second problem was access as 20 percent reported it and 15 percent reported self-
confidence. Earlier studies have also indicated that digital inequality does not only
refer to physical infrastructure but also in terms of skills and confidence level
(DiMaggio et al., 2004). Thus, bridging the digital divide requires more than mere
internet access; there is the need to consider measures to increase the level of the
digital skills among the underrepresented populations.

In this case it is evident, that receiving education and having income has a significant
contribution to ICT use. Higher education and income meant that the individuals
were highly likely to access information about the government and share their
remarks using ICT. About 9 out of 10 individuals with a postgraduate degree made
use of ICT for access which is twice as many as those with only high school or less
education. This shows why digital literacy programs for all and targeted help for low-
income and low-education people are important, so they do not become separated
from digital society (Choudhary & Bansal, 2022; Khairi, 2023).

Positively, the survey revealed that 70% of people see that ICT can improve how
transparent and accountable the government is. Because of this perception, it is
believed that technology can help bring back people’s trust and encourage more open
government. Even so, to see results, political leaders must work on ensuring ICT is
used in civic policy-making as well as keep strong safeguards for privacy and good
digital moral choices (Gilardi, 2022).

Also, most (80%) respondents prefer receiving digital feedback instead of non-digital
forms which shows how digital practices are becoming common among citizens,
especially those who are younger and technically skilled. Yet, it is important to focus
on making sure ICT systems are accessible to older people who can encounter
challenges due to their age. Should they be ignored, this group might not be able to
use digital technologies, even though they have an important role in politics (Resnick,
2013).

To sum up, the results of this study require government to take multiple policy
approaches. Governments should first put effort into designing platforms that help
people both find information and voice their opinions. Second, digital literacy
programs must be part of public education and efforts to reach communities that are
widely disadvantaged. Thirdly, it is necessary to expand digital infrastructure so that
it benefits different groups of people, including those with different ages and abilities.
In the end, the way in which feedback is collected from the people and made part of
policy decisions should be visible and transparent to motivate more citizen
participation.

CONCLUSION

The research explains that ICT has a major impact on communities’ involvement in
government decisions in Surabaya. The findings demonstrate that ICT tools
particularly government websites, social media platforms, and mobile applications
have significantly improved public access to government information and enabled
greater citizen engagement. However, while access to information is relatively high,
active participation through feedback remains limited, pointing to the need for more
interactive and user-friendly digital platforms.

Barriers such as digital literacy gaps, access challenges, and socioeconomic
disparities continue to hinder inclusive participation. These issues underline the
importance of comprehensive policies that focus on digital education, infrastructure
improvement, and equitable access to technology. Furthermore, the strong public
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perception of ICT’s potential to promote transparency and accountability emphasizes
the urgency for sustained investment in digital governance. To build a more
participatory, transparent, and accountable government, especially at the local level,
policymakers must adopt a holistic approach. This includes not only expanding
digital access but also fostering a civic culture that values and supports meaningful
citizen involvement through ICT. The case of Surabaya offers valuable insights for
other cities in Indonesia and beyond, underscoring that technology when
implemented inclusively can be a powerful enabler of democratic governance.
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