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In Indonesia, the transition to online bureaucratic services at the municipal level,
encompassing areas such as population administration, education, procurement, public
information dissemination, taxation, and civic engagement in development, represents a
significant shift towards modernizing governance and enhancing socio-economic
development. Despite the widespread adoption across various agencies, the integration of these
services has not been uniformly achieved. This study delves into the factors influencing the
preparedness of both the community and government apparatus in adopting an online model
for government bureaucratic services. It is revealed that factors such as comprehension,
proficiency in technology, psychological and ethical guidance, and both formal and informal
education, along with tangible and intangible incentives, exert a positive and significant
influence on the readiness levels of community members and government personnel to engage
in online service provision. Moreover, it is demonstrated that online socio-economic program
services serve as a critical mediator in expediting the development of urban areas. The findings
underscore the necessity for municipal governments to enhance the comprehensive
implementation of various online socio-economic services, as they are pivotal in accelerating
urban development.

1. INTRODUCTION

Currently, the issue of government bureaucratic services
remains a primary concern at the national, regional, and local
levels. Despite efforts to address the issue, several internal and
external obstacles within the government continue to
contribute to the problem. However, the development concept
of the Indonesian government from the periphery aims to
accelerate the process, starting from the smallest level. Several
items in the "Nawacita" concept clearly emphasize the
importance of development at the local level, including in
urban areas. Nawacita is a Sanskrit word meaning "nawa",
which means "nine", and "cita" means "hope, desire, and
dream." Nawacita is a summary of nine national development
priorities under the presidency of Joko Widodo and Jusuf
Kalla in Indonesia [1-3].

Bureaucracy is derived from the words "bureau," and
"kratia" (cratein), meaning desk and government. The forms
of bureaucratic activities include various public services
provided by the government, and the administration system is
a basic need for human resource management in providing
public service [4]. Bureaucracy is a control system within an
organization designed based on rational and systematic rules,
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aimed at coordinating and directing individual work activities
to complete administrative tasks on a large scale [5].

The current service model for bureaucracy at the city
government level is predominantly online and has garnered
considerable attention with the implementation adopted by
various agencies. However, the implementation has not been
running smoothly in all existing online bureaucratic service
units [6].

Generally, online services at the city government level are
only carried out simply because of a lack of infrastructure
support. In addition, they are project-based and are limited to
unidirectional information from the government to the
community, and others [1-5]. The condition requires an in-
depth and comprehensive analysis related to what, why, and
how the factors that influence it. Moreover, the online
bureaucratic service is targeted to be a stimulant for
accelerating development in urban areas and is expected to
become a model for urban development in Indonesia.
Therefore, this study aims to analyze the role of online
community socio-economic development program services in
mediating the influence of community readiness factors as
service users and apparatus as service providers on urban
development. The findings of this study are expected to help
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city government stakeholders measure the extent of the role of
implementing online services seriously and determine the
priorities of effective programs if they are carried out to
improve the readiness of the community and its servant
apparatus.

2. METHODOLOGY

This study uses a quantitative approach with an explanatory
model focusing on the relationship between variables and
testing hypotheses [6]. The examination was conducted by the
Tebing Tinggi City Government, North Sumatra, Indonesia.
The population is a bureaucratic apparatus, with a total of
2,769 individuals, according to the data from the Tebing
Tinggi City Government in 2019. The sample size was
determined using the Slovin formula [7].

N

"= 14 N(e)?

(M

where, n is the number of samples, N is the number of
population, and e is the error tolerance (0,1).

The sample was obtained using probability sampling, which
gives equal chances for every element of the population to be
selected as a sample member [8]. Furthermore, the sample size
was calculated based on Formula (1) with a precision of 6%,
resulting in a total of 253 respondents.

2.1 Data collection

This study obtained primary data as the main data by giving
questionnaires to a sample of apparatus in Tebing Tinggi City.
Meanwhile, secondary data was collected from a variety of
sources, including office/institutional records, academic
journals, and textbooks pertinent to the research. Relevant
literature is also used to discuss the data and information
obtained [9]. Before the distribution of the primary data
collection instrument, it was subjected to a pretest involving
30 individuals who were also selected as samples. The data
obtained from the pretest was analyzed to ensure its validity
and reliability [10, 11] using product-moment correlation [12]
and Cronbach's alpha calculation [13, 14].

2.2 Data analysis

The structural equation model (SEM) was used as the
primary data analysis technique to examine the research
problem. This statistical technique allows for the simultaneous
testing of multiple relationships between dependent and
independent variables [15, 16]. This SEM is used because it
can analyze complex relationships between one or several
dependent variables and one or more independent variables. In
this case, the variable of community readiness and apparatus
is a variable that must be explained with several more
measurable sub-variables. The service variable of the socio-
economic development program of the community has a dual
role, where it is an independent variable in one relationship,
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but becomes a dependent variable in another relationship

because there is a tiered causality relationship (Figure 1). Each

dependent and independent variable is in the form of a factor
or construct built from several indicator variables.

The conceptual framework of the model is presented in the
chart, as shown in Figure 1. With this model, the relationship
between variables can be known, as can the role of online
community socio-economic development program service
variables in moderating relationships, whether they are
strengthening or vice versa.

In this study, the model flow of the relationship between
variables and indicators is described as follows:

a. Community readiness variable. The community readiness
variable in the implementation of the online government
bureaucratic service model is measured using indicators
such as understanding, technology mastery, mental
coaching, moral coaching for apparatus, formal and
informal education, as well as material and non-material
incentives for service users.

Apparatus readiness variable. The apparatus readiness
variable in the implementation of the online government
bureaucratic service model can be measured using
indicators such as understanding, technology mastery,
mental coaching, moral coaching for apparatus, formal and
informal education, as well as material and non-material
incentives in the intended service.

Effect of community and apparatus readiness on social-
economic development program service for the
community. This test was conducted to determine the
effect of community and apparatus readiness on program
services as measured by sub-variables, including
population administration services, education,
procurement of goods and services, public information,
taxes, and levies, as well as participation in development.

Direct effect of community and apparatus readiness on
urban development. This testing is conducted to determine
the direct effect of community and apparatus readiness on
urban development as measured by sub-variables
including household income, job availability, education,
and health.

Effect of community and apparatus readiness on urban
development through an online social-economic
development program service. This testing is conducted to
determine the indirect effect of community and apparatus
readiness on the development of urban areas. This test is
also useful for measuring the role of development program
service variables as mediators in accelerating urban
development. The mediator variable is declared significant
if the indirect influence is stronger than the direct influence.

In SEM analysis, there is no single statistical test tool to

measure or test hypotheses regarding models. Generally,

various types of fit indexes are used to measure the degree of
conformity between the hypothesized model and the data
presented. In this study, several fit indices were used to
measure the correctness of the resulting model. Some of the
conformity indexes and criteria used in testing whether the
resulting SEM is acceptable or rejected are presented below
(Table 1).
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Figure 1. Conceptual framework of the model

Table 1. Goodness of fit index (GFI)

Goodness of Fit Measure Critical Value (Cut of

Value)
Chi-square (A\?) Expected small
Significance probability (p) >0.05
RMSEA <0.08
GFI >0.09
AGFI >0.09
CMIN/DF <2.00
TLI >0.95
CFI >0.94

3. RESULTS AND DISCUSSION
3.1 Results of the SEM test

3.1.1 Measurement model evaluation

The measurement model evaluation was carried out through
the Confirmatory Factor Analysis (CFA) to test the validity
and reliability of the constructs. Furthermore, the factor
loading values of each indicator and AVE values were
examined to test construct validity. The indicator is considered
valid when the value is greater than 0.5, and the reliability test
was conducted by analyzing the critical ratio (CR) value.
Meanwhile, the construct is considered reliable when the CR
value is > 0.7, and the CFA first-order analysis showed that all
constructs met the criteria for validity and reliability.

The readiness of the community and the apparatus was built
on seven dimensions, namely understanding, technology
mastery, mental development, moral development, formal
education, informal education, and material incentives. Based
on the results using AMOS V.24, the fit indices of the
measurement model of constructs, such as Chi-square,
significance probability (p), root mean square error of
approximation (RMSEA), GFl, adjusted GFI (AGFI),
minimum discrepancy/degree of freedom (CMIN/DF),
Tucker-Lewis index (TLI), and comparative fit index (CFI),
were in the good fit category. Thus, the readiness of the
community and apparatus can be explained by the dimensions
of understanding, technology use, mental coaching, moral
coaching, formal education, informal education, and material
incentives. Similar results were obtained for the urban
development construct, but there were two indicators with a
marginal fit for the socio-economic development program
construct, namely GFI and AGFI.
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3.1.2 SEM assumption testing

a. Multivariate normal
variables

In this study, CR values for skewness and kurtosis
for each indicator are between -2.58 and +2.58,
indicating that the data fulfill the assumption of
univariate normality. The obtained multivariate CR
value is 45.465, and the assumption of multivariate
normality was not fulfilled. The Central Limit
Theorem showed that a sample distribution can
approach normality with increasing size. Therefore,
the normality assumption can be ignored with a
sufficiently large sample size [17, 18]. This study
used a sample with a sufficient proportion to fulfill
this assumption.
Evaluation of multicollinearity and singularity

Based on the data processing, the determinant of
the sample covariance matrix is zero (0.00). This
indicates a singularity problem, and the model
requires modification.
Assumption of outliers

Outlier testing was conducted using the
Mahalanobis distance criteria at a level of p<0.001.
The Mahalanobis distance was evaluated using X?
with degrees of freedom equal to the number of
indicator variables. In this study, the number of
indicators used is 82, and at a p-level of 0.001, the
obtained X? value is 127.324. Some of the highest
Mahalanobis distance values were greater than the
tabled X2, indicating the presence of outliers, which
were then addressed.

distribution of observed

3.1.3 Evaluation of the structural model

The following is the initial SEM using the AMOS computer
program, as shown in Figure 2. The goodness of fit assessment
for the model is presented in Table 2.

Based on Table 2, the eight fitness measures have a good fit
measurement model, namely RMSEA, CMIN/DF, TLI, and
CFI. Meanwhile, models included in the bad fit category are
Chi-square, significance probability (p), GFI, and AGFI.

Due to the presence of inadequate fit criteria, an
enhancement was implemented by linking errors to the
corresponding indicators based on the modification indices
derived from the AMOS output. Subsequently, a retest was
conducted, and the outcomes obtained are depicted in Figure
3. The goodness of fit assessment for the model is shown in
Table 3.
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Figure 2. AMOS output research model

Goodness of fit:

Chi Square:3236,312
Prob.: 185

DF:3165

RMSEA: 009
GFI:, 784

AGFI. 768
CMIN/DF:1,023
TLI; 994
CFI;,994

Figure 3. AMOS output research model (after modification)

1044



Table 2. Conformity size of the measurement model

GOF Expected Estimation

Indicator Size Results Conclusion
More
Chi-square 3323362 3344.962 Bad fit
(df=3212)

priéiﬂ'.ﬂfﬁ?ﬁf >0.05 0.000 Bad fit
RMSEA <0.08 0.023 Good fit
GFI >0.90 0.761 Bad fit
AGFI > 0.90 0.747 Bad fit
CMIN/DF <2.00 1131 Good fit
LI >0.95 0.966 Good fit
CFI >0.94 0.967 Good fit

Note: Marginal fit is the condition of the suitability of the measurement
model under the absolute fit or incremental fit criteria, but further analysis
continues because it is close to the good fit size criteria.

Table 3. Conformity measurement of the full measurement
model (after modification)

GOF Expected Estimation Conclusion
Indicator Size Results
Lower
Chi-square than 3236.312 Good it
3296.994 :
(df=3165)
Significance ;
orobability (p) >0.05 0.185 Good fit
RMSEA <0.08 0.009 Good fit
GFI >0.90 0.784 M?irtg'”a'
AGFI >0.90 0.768 M?irtg'”a'
CMIN/DF <2.00 1.023 Good fit
TLI >0.95 0.994 Good fit
CFI >0.94 0.994 Good fit

Note: Marginal fit is a condition where the measurement model is under the
criteria of both absolute fit and incremental fit, but further analysis continues
because it is close to the criteria of good fit.

Based on Table 3, almost all of the suitability measures have
a good fit index for the measurement model, namely Chi-
square, significance probability (p), RMSEA, CMIN/DF, TLI,
and CFI, while two of the models are marginal fit, namely GFI
and AGFI.

3.1.4 Regression equation
The equations formed based on the model are as follows:

Y =0.363*X; + 0.414*X,. Errorvar= 0.597. R-square =
0.403

Z =0.467*Y + 0.368*X; + 0.211*X,. Errorvar= 0.274. R-
square = 0.726

where, the coefficients of the variables are positive, indicating
a positive relationship between the readiness of the community
and apparatus and the online development program service.
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The R-square values obtained were 40.3% and 72.6%,
indicating the extent to which the independent variables in
each equation can elucidate the variance observed in the
dependent variable.

3.1.5 Partial hypothesis testing results

The relationship between independent and dependent
variables can be seen in Table 4.

Table 4 explains the results as follows:

a. Hypothesis 1. The variable of community readiness
(X1) has a CR value of 4.371, greater than the t-table of
1.96, and a P-value of 0.000, less than 0.05. Therefore, H;
is accepted since community readiness (Xi1) has a
significant effect on the online social-economic
development program service (Y).

b. Hypothesis 2. The variable of apparatus readiness (Xz)
has a CR value of 5.028, greater than the t-table of 1.96,
and a P-value of 0.000, less than 0.05. Therefore, H; is
accepted since apparatus readiness (Xz) has a significant
effect on the online social-economic development program
service for the community (Y).

¢. Hypothesis 3. The variable of online social-economic
development program service for the community (Y) has a
CR value of 4.467, greater than the t-table of 1.96, and a P-
value of 0.000, less than 0.05. Therefore, Hs is accepted
since the online social-economic development program
service for the community () has a significant effect on
urban development (2).

d. Hypothesis 4. The variable of community readiness
(X1) has a CR value of 4.396, greater than the t-table of
1.96, and a P-value of 0.000, less than 0.05. Therefore, H4
is accepted since community readiness (Xi) has a
significant effect on urban development (2).

e. Hypothesis 5. The variable of apparatus readiness (X2)
has a CR value of 3.028, greater than the t-table of 1.96,
and a P-value of 0.000, less than 0.05. Therefore, Hs is
accepted since apparatus readiness (Xz) has a significant
effect on urban development (Z).

3.1.6 Direct and indirect effects
The direct and indirect effects of community and apparatus
readiness on urban development through the online social-
economic development program service are presented in Table
5 as follows:
a. Community readiness for urban development
The percentage results show that the readiness of the
community can improve urban development through
social-economic  programs.  Consequently, in the
explanatory relationship between community readiness
and urban development, the variable of online social-
economic program service serves as the mediating variable.
b. Apparatus readiness for urban development
The percentage results show that the readiness of the
apparatus can improve urban development through social-
economic program service for the apparatus, but the
indirect effect is more dominant. In the explanatory
relationship between apparatus readiness and urban
development, the variable of online social-economic
program service serves as the mediating variable.



Table 4. Summary of partial hypothesis tests

Standardized S.E. C.R. P Conclusion
Y <-- X1 .363 .083 4371 faleal Significant
Y <-- X2 414 .045 5.028 faleal Significant
Z <-- Y 467 137 4.467 faleie Significant
Z <-- X1 .368 110 4.396 faleal Significant
Z <-- X2 211 .050 3.028 .002 Significant
Note: *** indicates the value is lower than 0.000.
Table 5. Direct and indirect effects on urban development
Direct Effect (D) on Indirect Effect (ID) Through Community Social- .
Effect - - Conclusion
Urban Development Economic Development Program Service
Community readiness forurban —  35a125100 = 13.54% 0.363 x 0.467 x 100 = 16.95% ID>D
development (mediating)
Apparatus readiness forurban -, 511y2.5100 = 4.4506 0.414 X 0.467 %100 = 19.33% ID>D
development (mediating)

3.2 Readiness of apparatus and community in the social-
economic development program service

Based on the analysis results, it is stated that community
readiness in the implementation of the online government
bureaucratic service model has a significant effect on the
service of socio-economic development programs. The effect
also has a positive direction, where the level of community
readiness as the target group of service users to use online
service products is directly proportional to the quality of
social-economic development programs. In this analysis,
community readiness is measured from several aspects,
namely understanding, technology mastery, mental
development, moral development of the apparatus, formal
education, informal education, and material incentives.

The apparatus readiness for the implementation of the
online government bureaucratic service model is also variable,
with a significant effect on social-economic development
programs. Therefore, the level of understanding/apparatus
readiness is directly proportional to the quality of socio-
economic development programs in Tebing Tinggi City. The
variable is also measured from the same aspects, namely
understanding, technology mastery, mental development,
moral development of the apparatus, formal education,
informal education, and material incentives.

The understanding and awareness of the community
towards various forms of government bureaucratic service, as
well as the importance of participation in the implementation
of different programs, are positive assets for regional
development. Furthermore, good understanding and
awareness can encourage positive perceptions and attitudes
toward the government apparatus and its role in serving the
community. This also characterizes a progressive, modern,
and developing society [19, 20]. The implementation of
information technology in the processes of administration,
management, and governance of the state requires
participation, measured by freedom of expression and the
rapid dissemination of information between the government
and the community. The use of information technology is
related to service quality and the accountability of
development services. Effective government information
technology is an important aspect that must be considered to
achieve the success of e-government development in
Indonesian local governments [21]. In the Al-Jouf Region,

Saudi Arabia, it is recommended that policy-makers and
institutional leaders earnestly optimize the benefits of
implementing e-government technology to meet the
increasingly advanced and dynamic needs of services to
beneficiaries [22]. While in Jordan [23] added that the
application of information technology in government services
is also cheaper.

Public service is the fundamental pillar of people-centered
governance [24, 25]. Understanding is aimed at realizing
public service that conforms to the principles of good
governance [26, 27]. This thematically represents a
fundamental reason for the desire to establish legal
frameworks for building public servants who uphold
democratic principles, transparency, accountability, and
responsibility with a new paradigm of bureaucracy as servants
rather than rulers [28]. Mutual understanding between public
service bureaucrats and the community requiring service is an
important aspect used as a solution in addressing challenges
and obstacles [29].

The mastery of technology in online government
bureaucratic services cannot be denied as an important factor.
The general functions of technological facilities in
bureaucratic service include a) speeding up work processes; b)
increasing productivity of goods and services; ¢) ensuring
accuracy of product size/quality with sufficient room facilities;
d) creating comfort; and €) creating satisfaction and reducing
the emotional tendencies of service providers [6].

The geographical condition of Indonesia as an archipelago
and the presence of Information and Communication
Technology (ICT) plays a crucial role in government
bureaucratic services [30]. With the rapid development of the
information age, technological discoveries are becoming more
advanced and cheaper, promising efficient and attractive
services, and making the use of ICT increasingly important
[31, 32]. Therefore, the government must also use ICT,
especially with the increasing volume of work and the
advantages of efficiency, productivity, and transparency [33].
To enhance the role and output of bureaucratic performance,
technological innovation through e-government is needed. In
this perspective, e-government should be interpreted as a
policy instrument for public service through information
technology in distributing the desires of the community. The
realization of this result directly impacts the quality of public
service [34, 35].
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One of the fundamental weaknesses in public service is
morality [36]. According to Sadhana, ethics is a concept that
can explain the content of morality and the code of conduct,
and the end product of bureaucracy is public service.
Therefore, ethics is one of the determining factors of public
satisfaction with the service provided as well as a measure of
the success of public service organizations. This is related to
the implementation of an online government bureaucratic
service in Tebing Tinggi City. In this study, the variables of
the mental and moral development of apparatus are significant
and positive factors affecting the social-economic
development program service. Therefore, genuine efforts from
a government in developing the mental and moral aspects of
regional apparatus have a positive and significant impact on
the improvement of different program services related to
socio-economic development in an urban area.

The main disease of bureaucratic mentality is corruption
and the presence of illegal fees in various public services.
According to the study by Ramadhani [37], several causative
factors for committing corruption and illegal fees are:

a. Abuse of power, position, or authority can lead to

disciplinary violations by individuals who commit illegal

fees.

b. Mental, character, or behavior factors of an

individual in acting and controlling oneself.

c. Economic factors and insufficient income to fulfill

basic needs compared to the duties or positions held can

drive an individual to commit illegal fees.

d. Cultural and organizational factors. The culture

continuously formed in an institution towards bribery can

normalize illegal fees.

e. Limited human resources.

f.  Weak control and supervision system by superiors.

Philosophically, the morality of the apparatus is closely
related to the mastery of ethics in work. Ethics is the morality
of human acts, while morality is the goodness or badness, the
rightness or wrongness of human acts [38]. The variable
analyzes human attitudes, behavior, and actions regarding
good and bad, as well as right and wrong, using norms or value
criteria as criteria [24]. Therefore, the local government should
promote understanding and trust in ethics as a fundamental
code of conduct to improve the standard of administrative
machinery and enhance the provision of bureaucratic service.

Regarding norms in policy implementation [39], attitudes of
bureaucratic service providers can be seen through the
following:

a. The organizational or bureaucratic structure is
responsible for the implementation of policies with a
significant effect on policy implementation. An important
aspect of the organizational structure is the Standard
Operating Procedure (SOP).

b. Norms include the rules for policy implementers. The
behavior of the apparatus can be limited to prevent
arbitrary actions with this indicator.

c. Relationship patterns in  bureaucracy. The
relationship patterns among apparatus greatly affect policy
implementation. The success of the policy can be affected
when there is a faulty relationship pattern.

The issue of moral and mental aspects applies to the
bureaucratic service apparatus and the community as the
recipients of programs. This can be seen from the positive and
significant variables in the community. The phenomenon
cannot be separated from the system of values and ethics in the
community, which is related to the collective perception of
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right or wrong and good or bad behavior. According to Bertens
theory, ethics has three important meanings, namely, as moral
values and norms that guide individuals or groups in regulating
behavior, known as the "value system"; as a collection of
principles or moral values commonly known as the "code of
ethics"; and as a science of good or bad, often referred to as
"moral philosophy.” Similarly, the opinion in the
Encyclopaedia of Philosophy uses ethics as a way of life and
a moral code or set of rules of conduct [25].

By conducting linear regression analysis and simple
correlation, bureaucratic ethics have a positive functional
relationship and a significant effect on the professionalism of
public service at the Malalayang Sub-District Office in
Manado City [39]. Potolau’s research in Bitung City also drew
the same conclusion: bureaucratic ethics have a direct and
indirect effect on the quality of public service. Furthermore,
employee performance also has a direct and indirect effect on
the quality of public service. Bureaucratic ethics and employee
performance affect the quality of public service.

Even though various journals reported the importance of
ethical, moral, and mental factors of government bureaucratic
apparatus and the community in public service, these forms of
ethics and morals are difficult to trace or eradicate. The
fundamental problem in the public service process is ethics
[40]. There are no universal standards for norms, ethics, or
sanctions governing violations committed by apparatus in
public service. However, moral or ethical violations are
difficult to trace and prove due to the taboo of exposing flaws,
including in public service issues. Achieving ethical maturity
and autonomy is not easy; hence, moral or ethical violations in
public service in Indonesia will continue to occur.

Formal and non-formal education are important factors that
affect the success of the implementation of online government
bureaucratic services in Tebing Tinggi City. Furthermore,
formal education is obtained by the community and
bureaucratic apparatus in schools ranging from elementary,
middle, and higher education levels. This study does not
analyze the linearity factor between formal education and the
field of service carried out by the apparatus. Non-formal
education is a learning process outside of schools experienced
by apparatus and the community, such as training, technical
assistance, counseling, socialization, and so on. Therefore, the
intensiveness of non-formal education activities of apparatus
and the community is directly proportional to the forms of
government bureaucratic services packaged with information
technology.

The economic, social, and political environment can
provide support for the successful implementation of online
technology-based services [39]. An open and educated
community environment is needed, with support from political
elites as policy-makers. Meanwhile, an open and educated
community is more adaptive to the implementation of
technology because the urgency and benefits are understood
through openness or the effect of external factors. The strong
effect of moral and mental variables on the apparatus and
community in government bureaucratic services [41]. It is
recommended that government institutions act in a flexible
and accountable manner through modernization and
contemporary reform programs.

3.3 The effect of apparatus and community readiness on
urban development (direct effect)

Based on the statistical analysis using the SEM, the



readiness of the community and apparatus has a significant and
positive direct effect on area development in Tebing Tinggi
City. These results are consistent with the theory and the
statement of the study [42], where development is any
government action performed with stakeholders to achieve a
beneficial goal for the area and the administrative unit. The
relationship between creative actors and area development
[43]. In this case, the function of the apparatus that serves
various administrative, licensing, and other needs for
development stakeholders professionally becomes very
crucial. This is also known as the concept of good governance
[44, 45]. According to studies [46-48], the principles are partly
related to bureaucratic apparatus variables, such as
professionalism, to improve the ability and morals of the
apparatus in providing an easy, fast, and precise service at an
affordable cost. The second is accountability, to increase the
accountability of decision-makers in all fields involving the
interests of the community. Third is transparency, to create
mutual trust between government and community through the
provision of information and the ease of obtaining accurate
and adequate information. Fourth is excellent service: the
provision of good procedures, clear tariffs, certainty of time,
ease of access, completeness of facilities and infrastructure, as
well as friendly and disciplined service.

Another case was reported by Irwan et al. [49] in Kulo Sub-
district, Sidenreng Rappang Regency, where leadership style,
state civil apparatus performance, and community
participation have a significant effect on development with a
value of 99.6% in the category of very influential. In the
Southeast Minahasa Regency, using linear regression analysis,
it was concluded that the apparatus has a positive and
significant functional relationship with the effectiveness of
development planning at the Regional Development Planning
Agency of Southeast Minahasa Regency [50]. Based on
product-moment correlation analysis, the ability also has a
significant correlation with the effectiveness of development
planning.

At the lower level of bureaucratic service, such as the
village, apparatus also plays a crucial role in the quality of
development. Merangin Regency, Jambi Province, reported
that the ability is an entry point in the implementation of
development programs [51]. In a different case in Lalebata
Village, Panca Rijang Sub-district, Sidenreng Rappang
Regency, the effect of community motivation on development
was determined [52]. The results showed that the effect of
motivation and community participation on development in
the village was 72.6% and 74.5%, respectively.

3.4 The effect of online social-economic development
program services on urban development

In government bureaucratic services, an apparatus is an
individual assigned to a specific department and duties. The
role is usually related to service activities in the state
administration system. In this context, the overall function is
as an evaluator, a refiner of planning, as well as the
implementer of government and national development [53].
Furthermore, the substance of the service provided is certainly
related to various social-economic development programs.

The same results were reported in Sleman Regency,
Yogyakarta [54], where the community benefited from the
efforts to realize the concept of a smart city with an online
development service. Different complaint channels have been
created for the community, and the factors affecting their use
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are education and inclusion. Furthermore, another factor
affecting the use of community complaints is the response
from the government. To provide a solution, a system that can
maximize the potential of the area for a wider market through
online management and service should be designed. The
community is expected to increase the potential of their area
through technological advancements with this solution. An
effective approach to achieving sustainable tourism is through
the implementation of a community-based concept that
emphasizes active participation in tourism management [55].
According to research from Indonesia [56, 57] and Africa [58],
this concept is also predicted to effectively increase
community welfare by improving the local economy.

Access to resources and markets is often affected by the
limitations of online services. Case research from Pekalongan
City, Central Java, Indonesia, showed that internet utilization
and human resources variables simultaneously and partially
have a significant effect on the digital gap in an urban
community. Therefore, online service built on Internet
communication infrastructure is a prerequisite fulfilled by
local governments to develop their area progressively [59].
Local government limitations should not cause the cessation
of online development programs, and other areas also face the
same constraints. A similar application called 'Ogan Lopian’
used by the Purwakarta Regency, as reported by the study [60],
also requires maturation and consolidation in terms of
technology, information, and communication infrastructure
resources. Furthermore, different system improvements and
consistency in local government policies can promote the
realization of effective online bureaucratic services.

Research from Botswana stated that SME lacks adequate
electronic readiness compared to developed countries [61].
This becomes a barrier for the local community to access
development programs and economic resources. Nigeria
found that even though the country has the fastest-growing and
most profitable telecommunications industry in Africa, the
provision of e-government services is very low [62]. The low
e-government service is one of the barriers to accelerating
rural development, and this condition is recommended to be
improved.

3.5 The role of online social-economic development
program services in mediating urban development

The readiness of the community and apparatus can both be
measured through sub-variables of understanding, mastery of
technology, mental coaching, moral development of
apparatus, formal education, informal education, and material
incentives. The readiness of the community and apparatus has
proven to have a significant and positive effect on regional
development both directly and indirectly, namely through
online community socio-economic development program
services. The readiness of the community and apparatus for the
implementation of an online bureaucratic service model has a
direct effect on urban development. Furthermore, the variable
has an indirect effect on urban development through socio-
economic development program services. In the path
coefficient analysis, the indirect effect is more dominant than
the direct. Therefore, social-economic development program
service is a mediating variable for the readiness of the
community and apparatus for urban development. China stated
that internet-based service is positively related to economic
growth, and spillover effects vary significantly by area [63].
The spillover effects of internet service can also cause regional



economic divergence and support the national goal of reducing
development disparities.

This is also consistent with the theoretical assumptions of
several researchers that natural resources, human resources,
and technology are three important factors to be considered
[64, 65]. In this case, the pillar of human resources in the
position of apparatus providing bureaucratic service and the
community as users of online government are equally
important as a variable in area development.

The increase in household income and job availability, as
well as improvements in education and health standards, are
the main components of area development measured from a
micro perspective. For the urban community, matters related
to household income, employment, health, and education are
numerous, complex, and urgent. This is consistent with the
dynamics of the urban community, which is constantly
required to be fast, effective, and efficient in overcoming
various competitions and life challenges. Therefore, the
effectiveness of government bureaucratic services, which are
required to be technology-based, is a necessity. This is
reinforced by the significant mediating variable, as the various
forms of socio-economic development program services are
provided to the community. During the COVID-19 pandemic
situation that has triggered many crises and difficulties, the
country appears in its most tangible form by providing the
necessary and solution-oriented service for the community.

For the implementation of the results, the Tebing Tinggi
City Government and other similar areas are recommended to
identify the need for supporting infrastructure to realize the
implementation of a reliable government bureaucratic service.
As a comparison material at the level of technical
implementation, similar research at the Samarinda City One-
Stop Integrated Service Agency stated that the implementation
of information technology in data management for public
service has been implemented through programs and
applications under the licensing service data structure
internally. The research also identified supporting factors for
the implementation of information technology in data
management for public service, including the protection of the
mayor and policy of the city government regarding
information technology in public service, the readiness of data
management hardware and software, the readiness of human
resources to conduct information technology-based data
management, and the readiness of funding in data management
for public service. The implementation of this service is also
limited by a lack of funding or budgetary support from the
government and a lack of knowledge and data management
human resources.

The case in Tebing Tinggi City offers theoretical education
on the significant impact of utilizing communication
technology devices to carry out various social-economic
development programs, which can significantly influence the
development of the area. As a logical and empirical
consequence, a serious step should be taken toward the
implementation of all social-economic development programs
through an online bureaucratic service model.

In addition to the recommendation of the implementation of
comprehensive online socio-economic development program
services, increasing apparatus readiness and community
acceptance also need to be improved. Further research is
needed to examine in more detail how to make the sub-
variables that support the readiness of apparatus and
community in the form of understanding, technology mastery,
mental coaching, moral coaching, formal education, informal
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education, and material incentives carried out effectively and
efficiently. Findings related to effective and efficient
approaches are still needed, especially by cities in developing
countries, to minimize constraints stemming from limited
funding and infrastructure.

4. CONCLUSIONS

The readiness of the community and apparatus can both be
measured through sub-variables of understanding, mastery of
technology, mental and moral guidance, formal and informal
education, and material incentives. The readiness of the
community and apparatus has proven to have a significant and
positive effect on regional development, both directly and
indirectly, through online community socio-economic
development program services. Online community socio-
economic development program services have proven to be
able to be mediators in accelerating the influence of apparatus
and community readiness on urban development. Stakeholders
at the municipal government level are advised to implement
full online services for all socio-economic services to
accelerate regional development. The municipal government
should also allocate more attention to programs that can
improve the readiness of the apparatus for implementing
online services, as well as the readiness of the community for
utilizing these services.
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