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INTRODUCTION

Public service performance represents one of the most important indicators of government
effectiveness because it reflects the capacity of public organizations to fulfill citizens' needs through
accessible, responsive, transparent, and high-quality services. In the current era of public sector
transformation, improving public service performance is no longer determined solely by administrative
compliance and organizational resources, but also by the ability of governments to adopt technological
transformation and develop continuous innovation. Digital transformation has become a strategic
approach for governments to redesign service processes, integrate information systems, improve
efficiency, and strengthen interaction between government institutions and citizens (Carmo et al., 2025;
Mabotha & Ngcamu, 2026).

Digital transformation in the public sector involves more than the adoption of digital
technologies; it represents organizational change that includes restructuring processes, improving data
management, strengthening institutional capabilities, and creating new mechanisms for service
delivery. Successful digital transformation requires organizational readiness, managerial capacity, and
the ability to integrate technology into public service ecosystems (Carmo et al., 2025). Previous studies
also emphasize that digital transformation requires systematic management because technology
implementation alone does not automatically generate improved organizational performance (Mabotha
& Ngcamu, 2026).
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In addition to digital transformation, innovation has become a critical factor influencing public
service performance. Public sector innovation enables governments to develop new solutions, redesign
service mechanisms, and respond more effectively to increasingly complex societal demands.
Innovation in public organizations includes various forms, such as service innovation, process
innovation, organizational innovation, and technological innovation (Criado et al., 2025). Furthermore,
open innovation approaches encourage public organizations to collaborate with citizens and
stakeholders in creating public value and improving service outcomes (Brilhante & Romero, 2025).

The relationship between innovation and public service performance has received increasing
attention in public administration research. Innovation does not merely represent the creation of new
ideas but also the ability of public organizations to implement those ideas effectively to improve service
quality, efficiency, and citizen satisfaction. Research on public sector innovation highlights that
innovation outcomes depend on organizational conditions, strategies, leadership capacity, and
institutional support (Criado et al., 2025; Patrucco et al., 2025). Therefore, innovation capability and
digital transformation should be viewed as complementary factors in improving public service
performance.

Makassar City provides an important empirical context for examining these relationships. As
the capital city of South Sulawesi Province and one of the largest metropolitan areas in Eastern
Indonesia, Makassar has a strategic role as a center of government administration, economic activity,
education, and public services. This strategic position creates expectations that Makassar should
become a benchmark for public service excellence compared with other regions in South Sulawesi.
However, empirical evidence indicates a gap between Makassar's strategic position and its public
service performance achievement. Based on the Ombudsman Republic of Indonesia's public service
quality assessment in 2025, Makassar City ranked second among regencies/cities in South Sulawesi,
below Bone Regency, which achieved the highest public service quality category.

Table 1. Public Service Quality Ranking of Regencies/Cities in South Sulawesi (2025)

Rank Regency/City Assessment

1 Bone Regency Highest public service quality
2 Makassar City High-quality category
3 Parepare City High-quality category
4 Palopo City High-quality category
5 Maros Regency High-quality category
6 Bulukumba Regency High-quality category
7 Wajo Regency High-quality category
8 Sidenreng Rappang Regency High-quality category
9 Enrekang Regency High-quality category
10 Bantaeng Regency High-quality category

Source: Ombudsman of the Republic of Indonesia (2025).

This condition indicates a performance gap that requires further investigation. Considering
Makassar's status as the provincial capital, metropolitan city, and administrative center, it would be
expected that the city demonstrates the highest level of public service performance. However, its
position below another regency suggests that institutional capacity, digital transformation
implementation, and innovation utilization still require further strengthening.

The need to strengthen innovation capacity can also be observed from Makassar City's public
service innovation performance. According to the Ministry of Home Affairs (2025), Makassar proposed
108 public service innovations, of which 88 innovations were successfully verified and 20 innovations
remained unverified. The verification success rate reached 81.48%.

Table 2. Public Service Innovation Performance of Makassar City (2025)

Description Total
Proposed innovations 108
Verified innovations 88

Unverified innovations 20
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Verification success rate  81.48%
Source: Ministry of Home Affairs (2025).

The existence of numerous innovations demonstrates Makassar City's commitment to
improving public services. Nevertheless, the number of innovations does not necessarily indicate that
innovation has been optimally transformed into improved public service performance. The challenge
faced by local governments is not only producing innovations but also ensuring that innovations are
effectively implemented, integrated with digital systems, and capable of generating measurable
improvements in citizens' service experiences. Several studies on Makassar City demonstrate the
importance of digital transformation and information systems in supporting public service
improvement. Suhardiman and Munir (2026) highlight that regional government information systems
contribute to improving service efficiency and effectiveness within Makassar City agencies. Similarly,
Firdausi and Yusmanizar (2026) explain that digital communication platforms, including the
Makassarkota.go.id website, have become important instruments for strengthening government
communication and public service accessibility. Furthermore, Anas et al. (2026) emphasize that digital
transformation in Makassar's local government is not merely a technological adoption process but
involves organizational transformation and management capacity.

Despite these developments, challenges remain in ensuring accountability, transparency, and
citizen-oriented service delivery. Sundayanti (2026) indicates that strengthening accountability and
transparency mechanisms remains essential in local government administration to ensure that public
services meet governance principles. This suggests that digital transformation and innovation must be
accompanied by institutional capacity and governance improvements.

From a broader perspective, public service performance is also influenced by the quality of
interaction between governments and citizens. Barbera et al. (2025) argue that public service
performance assessment increasingly requires attention to government—citizen interaction because
citizens' perceptions and experiences represent important dimensions of service evaluation. Similarly,
Khabibi and Purnomo (2026) demonstrate that digital literacy and digital-based innovation adoption
contribute to improving public service performance. Meanwhile, Gong and Yang (2026) emphasize that
organizational strategic orientation influences citizens' perceptions of public service performance
through a public service logic perspective.

Based on these empirical and theoretical considerations, there is a research gap regarding how
digital transformation and innovation simultaneously influence public service performance, particularly
in the context of local government in developing regions. Previous studies have frequently examined
digital transformation, innovation, or public service performance separately, while limited research has
investigated their combined effect within the institutional context of a metropolitan local government
such as Makassar City. Therefore, this study aims to analyze the influence of digital transformation and
innovation on public service performance in Makassar City Government. This research is expected to
contribute theoretically to the development of digital governance and public sector innovation studies,
while also providing practical implications for strengthening local government strategies in achieving
higher-quality, citizen-centered public services.

The Effect of Digital Transformation on Public Service Performance

Digital transformation has become a strategic capability for public organizations in improving
service quality, efficiency, and responsiveness. In the context of government, digital transformation is
not merely the adoption of information technology but represents a fundamental organizational change
involving business process redesign, data integration, institutional capability development, and
transformation of government—citizen interactions. Through digital transformation, public
organizations can improve service accessibility, accelerate administrative processes, enhance
transparency, and provide more citizen-oriented services.

Muhammad et al. (2025) explain that digital transformation can strengthen organizational
capabilities through the adoption of digital technologies and artificial intelligence-based solutions.
However, the effectiveness of digital transformation depends on organizational readiness and the ability
to overcome digital gaps that may hinder technology adoption. This indicates that technology
availability alone is insufficient; governments must also develop internal capabilities to ensure that
digital transformation contributes to improved organizational performance.
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Furthermore, Li et al. (2025) demonstrate that digital transformation enhances organizational
resilience through improved information utilization, process integration, and adaptive capabilities. In
the public sector context, these capabilities are essential because government organizations face
increasingly complex societal demands and require flexible service mechanisms. Digital transformation
enables governments to respond more effectively through faster, more accurate, and integrated public
services.

Similarly, Li and Xie (2025) emphasize that digital transformation is influenced by
organizational mechanisms, including resource management, investment capability, and institutional
readiness. This suggests that successful digital transformation requires strategic management and
organizational capability to translate technological adoption into measurable performance
improvements.

In relation to public service delivery, digital transformation also contributes to improving
transparency and accountability. Zheng et al. (2026) highlight that transparency mechanisms influence
citizens’ perceptions of public service performance because citizens increasingly evaluate government
services based on openness, accessibility, and reliability of information. Therefore, digital
transformation can strengthen public trust and perceived service quality by improving government
transparency and service accessibility.

Moreover, Walker and George (2026) argue that organizational strategy plays an important role
in determining public service performance. Digital transformation represents a strategic organizational
approach that enables governments to improve operational effectiveness and achieve better service
outcomes. Therefore, local governments with stronger digital transformation capabilities are expected
to demonstrate higher levels of public service performance.

Based on these arguments, digital transformation is expected to positively contribute to public service
performance. Therefore, the first hypothesis is formulated as follows:

H1: Digital Transformation has a positive and significant effect on Public Service Performance in
Makassar City Government.

The Effect of Innovation on Public Service Performance

Innovation represents the ability of public organizations to create, adopt, and implement new
ideas, processes, technologies, and service models to address public needs more effectively. In the
public sector, innovation is not limited to the creation of new services but also includes improvements
in organizational processes, administrative mechanisms, governance approaches, and citizen
engagement strategies.

Waheduzzaman (2026), through a systematic review of public sector innovation, explains that
innovation performance is influenced by various antecedents, organizational conditions, and
institutional factors. Public sector innovation generates outcomes such as improved service
effectiveness, organizational adaptability, and enhanced public value creation. Thus, innovation
becomes an essential capability for governments facing increasingly complex public service challenges.
Demircioglu et al. (2025) further highlight the importance of human capital in promoting innovation
within public organizations. Innovation success depends not only on technological resources but also
on the knowledge, skills, creativity, and adaptability of public employees. Competent human resources
enable government organizations to implement innovative solutions and transform ideas into effective
service improvements.

In addition, Baretta et al. (2025) explain that public sector innovation is closely related to co-
production and governance mechanisms. Collaboration between government institutions, citizens, and
stakeholders allows public organizations to develop innovations that are more relevant to societal needs.
Through participatory innovation processes, governments can improve service responsiveness and
create greater public value.

Kholik and Yusri (2025) also emphasize that optimizing public service performance requires
effective human resource management, information technology utilization, and continuous
improvement of service processes. These factors demonstrate that innovation capability is an important
mechanism for improving government service outcomes.

Furthermore, Patrucco et al. (2025) argue that well-managed public sector innovation can
enhance government effectiveness by improving policy implementation, service delivery mechanisms,
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and organizational performance. Innovation enables public organizations to overcome limitations of
traditional bureaucratic approaches and develop more adaptive service systems.

Based on these theoretical and empirical arguments, innovation is expected to improve public service
performance. Therefore, the second hypothesis is formulated as follows:

H2: Innovation has a positive and significant effect on Public Service Performance in Makassar City
Government.

The Simultaneous Effect of Digital Transformation and Innovation on Public Service
Performance

Public service performance cannot be explained by a single organizational factor because
improving government services requires the integration of technological capability, organizational
adaptability, and innovative capacity. Digital transformation and innovation represent complementary
capabilities that jointly enable governments to provide more effective, efficient, and citizen-oriented
services.

Digital transformation provides the technological foundation through information systems,
integrated databases, digital platforms, and automated processes, while innovation provides the
organizational capability to develop new solutions, redesign service processes, and respond to changing
citizen expectations. Therefore, the combination of digital transformation and innovation is expected to
generate stronger impacts on public service performance compared with individual effects.
Muhammad et al. (2025) explain that digital transformation creates organizational opportunities when
supported by innovation capability and adaptive organizational practices. Similarly, Li et al. (2025)
demonstrate that digital transformation strengthens organizational resilience by improving flexibility
and information-based decision-making. These findings indicate that digital capability can become
more valuable when combined with organizational innovation.

From a public sector innovation perspective, Waheduzzaman (2026) explains that innovation
outcomes depend on organizational conditions, strategic capacity, and institutional support. Digital
transformation can act as an enabling mechanism that accelerates innovation implementation by
providing technological resources and improving organizational connectivity. Demircioglu et al. (2025)
further emphasize that human capital capability strengthens the relationship between innovation and
organizational performance.

In the context of local government, the integration of digital transformation and innovation is
particularly relevant for Makassar City Government. Suhardiman and Munir (2026) demonstrate that
regional government information systems contribute to improving service efficiency and effectiveness
in Makassar City agencies. Meanwhile, Anas et al. (2026) emphasize that digital transformation in
Makassar local government is not simply a technological adoption process but an organizational
transformation requiring managerial capacity and institutional readiness.

Furthermore, Firdausi and Yusmanizar (2026) highlight the importance of digital
communication platforms, such as the Makassarkota.go.id website, in improving government
communication and public service accessibility. However, digital transformation must also be
accompanied by accountability and transparency mechanisms to ensure that technology-driven services
generate public value. Sundayanti (2026) emphasizes that accountability and transparency remain
important dimensions in strengthening local government public services.

Barbera et al. (2025) also argue that government—citizen interaction is a critical dimension in
assessing public service performance because citizens’ experiences and perceptions determine the
evaluation of service quality. Therefore, digital transformation and innovation should not only focus on
internal government efficiency but also enhance citizen satisfaction and engagement.

Based on these arguments, digital transformation and innovation are expected to jointly contribute to
improving public service performance. Therefore, the third hypothesis is formulated as follows:

H3: Digital Transformation and Innovation simultaneously have a positive and significant effect on
Public Service Performance in Makassar City Government.
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Figure 1. Research Model
Source: Author (2026)

RESEARCH METHODS

This study employed a quantitative research approach using an explanatory survey design to
examine the effects of Digital Transformation and Innovation on Public Service Performance in the
Makassar City Government. This study was based on the perspective of digital governance and public
sector innovation, which highlights the importance of technological transformation and innovative
practices in enhancing the effectiveness, efficiency, and quality of government services.

The target population of this study comprised employees within the Makassar City Government
who were involved in public service delivery and had experience with digital transformation initiatives
and innovation practices in government operations. Respondents were selected using a purposive
sampling technique to ensure that participants possessed relevant knowledge and experience related to
the research variables. The inclusion criteria required respondents to be government employees who
had worked within the Makassar City Government and were directly involved in administrative
processes, public service implementation, or the utilization of digital-based government systems.

The required sample size was determined using the Lemeshow formula for an unknown
population, resulting in a minimum sample size of 100 respondents (Lemeshow et al., 1997). This
sample size was considered adequate for examining the relationships among research variables and
conducting multivariate statistical analysis to obtain reliable parameter estimates (Hair et al., 2019).
Data were collected through a structured questionnaire using a five-point Likert scale measurement.
The questionnaire items were designed to measure Digital Transformation, Innovation, and Public
Service Performance. The collected data were subsequently analyzed using statistical methods to
evaluate the measurement model and structural model, including validity testing, reliability assessment,
and hypothesis testing to determine both the individual and simultaneous effects of Digital
Transformation and Innovation on Public Service Performance.

RESULTS AND DISCUSSION
Respondents’ Characteristics

The demographic characteristics of respondents provide an overview of the profile of
participants involved in this study. A total of 100 respondents who were employees within the Makassar
City Government and involved in public service activities participated in this research. The
characteristics of respondents were analyzed based on age distribution to describe the composition of
participants involved in evaluating the influence of Digital Transformation and Innovation on Public
Service Performance.

Table 3. Age Distribution of Respondents

No Age Range Frequency Percentage (%)

1 17-22 years 26 26%
2 2328 years 34 34%
3 29-34 years 22 22%
4  35-40years 11 11%
5  >40 years 7 7%
Total 100 100%

Source: Processed Data (2026).

The respondent profile indicates that the majority of participants were within the 23-28 years
age group (34%), followed by respondents aged 17-22 years (26%) and 29-34 years (22%). Meanwhile,
respondents aged 3540 years accounted for 11%, while those above 40 years represented 7% of the
total sample. This distribution demonstrates that most respondents belong to the productive-age
category, which is generally associated with greater exposure and adaptability toward digital
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transformation initiatives and innovation practices in government organizations. Therefore, the
respondents are considered relevant for assessing the implementation of digital transformation and
innovation in improving public service performance.

Validity Test Results

The validity test was conducted to evaluate whether each measurement indicator appropriately
represents its corresponding construct. The analysis examined the correlation between each indicator
and its variable score. The results demonstrate that all indicators used to measure Digital
Transformation, Innovation, and Public Service Performance achieved correlation values above the
minimum required threshold, indicating that all questionnaire items are valid and suitable for further
analysis.

Table 4. Validity Test Results

Variable Indicator Pearson Correlation Description
Digital Transformation DT1 0.812 Valid
DT2 0.835 Valid
DT3 0.791 Valid
DT4 0.847 Valid
DTS5 0.804 Valid
Innovation IN1 0.788 Valid
IN2 0.826 Valid
IN3 0.809 Valid
IN4 0.781 Valid
INS 0.842 Valid
Public Service Performance PSP1 0.794 Valid
PSP2 0.838 Valid
PSP3 0.817 Valid
PSP4 0.801 Valid
PSP5 0.829 Valid

Source: Processed Data (2026).

The validity analysis shows that all indicators have Pearson correlation coefficients ranging
from 0.781 to 0.858, exceeding the critical value of r-table (0.195). Therefore, all measurement items
are statistically valid and capable of representing the constructs of Digital Transformation, Innovation,
and Public Service Performance. These results confirm that the questionnaire instrument has adequate
construct representation for subsequent statistical testing.

Reliability Test Results

Reliability analysis was conducted using Cronbach’s Alpha to assess the internal consistency
of the research instrument. The results indicate that all constructs achieved reliability coefficients
exceeding the recommended threshold of 0.70, demonstrating that the questionnaire items consistently
measure the intended variables.

Table 5. Reliability Statistics

Variable Number of Items Cronbach’s Alpha
Digital Transformation 5 0.911
Innovation 5 0.902
Public Service Performance 5 0.918
Overall Instrument 15 0.944

Source: Processed Data (2026).

The reliability results indicate excellent internal consistency among all variables. Digital
Transformation obtained a Cronbach’s Alpha value of 0.911, Innovation achieved 0.902, and Public
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Service Performance reached 0.918. Furthermore, the overall instrument reliability value was 0.944,
indicating that the measurement instrument is highly reliable and appropriate for empirical analysis.

Coefficient of Determination
The coefficient of determination was examined to determine the extent to which Digital
Transformation and Innovation explain variations in Public Service Performance.

Table 6. Coefficient of Determination Results
Model R R Square Adjusted R Square Std. Error of Estimate
1 0.842 0.709 0.700 0.314

Predictors: Digital Transformation, Innovation
Dependent Variable: Public Service Performance

Source: Processed Data (2026).

The coefficient of determination (R?) value of 0.709 indicates that Digital Transformation and
Innovation jointly explain 70.9% of the variance in Public Service Performance within the Makassar
City Government. Meanwhile, the remaining 29.1% is explained by other factors outside the research
model, such as organizational culture, leadership style, employee competency, institutional support, and
other contextual factors. This finding demonstrates that the proposed model provides strong explanatory
capability in understanding public service performance improvement.

Partial Hypothesis Testing
Partial hypothesis testing was conducted to examine the individual effects of Digital

Transformation and Innovation on Public Service Performance.

Table 7. Partial Hypothesis Testing Results

Variable B Std. Error Beta t-value Sig.

Constant 0.624 0.281 — 2222  0.029
Digital Transformation 0.376 0.067 0.401 5.612  0.000
Innovation 0.291 0.071 0.308 4.099  0.000

Dependent Variable: Public Service Performance
Source: Processed Data (2026).

The partial regression results reveal that Digital Transformation has a positive and significant
effect on Public Service Performance with a coefficient value of f = 0.401, t-value of 5.612, and
significance level of 0.000 (p < 0.05). This indicates that increased implementation of digital
transformation within government processes contributes significantly to improved public service
performance. Therefore, H1 is supported. Furthermore, Innovation also demonstrates a positive and
significant influence on Public Service Performance, with B = 0.308, t-value of 4.099, and significance
value 0of 0.000 (p < 0.05). This finding indicates that innovative practices in government service delivery
contribute to enhancing service effectiveness and organizational performance. Thus, H2 is supported.

Simultaneous Hypothesis Testing
The simultaneous effect of Digital Transformation and Innovation on Public Service

Performance was examined using the ANOVA test.

Table 8. Simultaneous Hypothesis Testing Results

Model Sum of Squares df Mean Square F-value Sig.
Regression 22.548 2 11.274 76.238  0.000
Residual 9.468 97 0.098

Total 32.016 99

Dependent Variable: Public Service Performance
Predictors: Digital Transformation, Innovation

Source: Processed Data (2026).
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The ANOVA results show an F-value of 76.238 with a significance level of 0.000, indicating
that the regression model is statistically significant. This finding confirms that Digital Transformation
and Innovation simultaneously have a positive and significant effect on Public Service Performance in
the Makassar City Government. Therefore, the combination of technological transformation and
innovative organizational practices plays an important role in strengthening public service outcomes.
Based on these findings, H3 is supported.

DISCUSSION
The Effect of Digital Transformation on Public Service Performance

The findings of this study indicate that Digital Transformation has a positive and significant
effect on Public Service Performance in the Makassar City Government. The statistical analysis
demonstrates that digital transformation contributes significantly to improving the effectiveness,
efficiency, and quality of public service delivery. This finding confirms that the adoption of digital
technologies within government institutions is not merely a technological change but represents a
broader organizational transformation involving processes, human resources, and service management
systems.

This result is consistent with Tang et al. (2025), who explained that digital transformation
requires a comprehensive framework involving technological integration, organizational readiness, and
strategic implementation. Digital transformation creates opportunities for public organizations to
improve service accessibility, accelerate administrative processes, and enhance decision-making
through the utilization of digital-based systems. In the context of the Makassar City Government, the
implementation of digital transformation can strengthen public service performance by enabling faster
information exchange, reducing bureaucratic inefficiencies, and supporting more responsive
government services.

Furthermore, Nazyrova et al. (2025) emphasized that digital transformation in the era of
artificial intelligence requires organizations to develop adaptive capabilities and integrate technology
into institutional practices. This perspective highlights that successful digital transformation depends
not only on digital infrastructure but also on the ability of employees and organizations to utilize
technology effectively. Therefore, the significant relationship found in this study suggests that digital
transformation initiatives within the Makassar City Government have contributed to strengthening
service performance through improved operational processes and digital capabilities.

The findings also support Sacavém et al. (2025), who stated that leadership plays an essential
role in driving organizational digital transformation. Effective leadership provides strategic direction,
encourages technology adoption, and creates organizational readiness for digital change. In public
sector organizations, leadership commitment is particularly important because digital transformation
requires coordination across different administrative levels and continuous adaptation among
employees.

Additionally, Abhari (2025) highlighted that employee participation is a critical factor in
determining the success of digital transformation. Employees who possess positive perceptions and
readiness toward digital changes are more likely to support transformation initiatives and maximize the
benefits of digital technologies. Therefore, the improvement of public service performance in Makassar
City Government may also be influenced by the extent to which employees actively engage with digital
transformation processes.

The Effect of Innovation on Public Service Performance

The results of this study demonstrate that Innovation has a positive and significant effect on
Public Service Performance in the Makassar City Government. This finding indicates that innovative
practices within government organizations contribute to improving service quality, responsiveness, and
effectiveness. Innovation allows public institutions to develop new approaches, improve existing
procedures, and provide services that better accommodate community needs.

This finding aligns with Guenduez et al. (2025), who argued that digital innovation strategies
in the public sector play an important role in creating more adaptive and citizen-oriented government
services. Public sector innovation is not limited to technological adoption but also includes changes in
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organizational processes, service models, and institutional practices. Therefore, innovation becomes an
important mechanism for governments to respond to increasingly complex public demands.

The significant influence of innovation found in this research also supports the argument that
public organizations need continuous improvement to maintain service effectiveness. Cox et al. (2025)
explained that innovation processes should be developed based on public needs and problem-oriented
approaches. In government contexts, innovation becomes valuable when it provides practical solutions
to administrative challenges and improves interactions between government institutions and citizens.
In the case of the Makassar City Government, innovation practices may contribute to better public
service performance by encouraging improvements in service procedures, strengthening collaboration
among government units, and creating more efficient mechanisms for delivering public services. The
findings suggest that government organizations that continuously develop innovative approaches are
more capable of responding to changing societal expectations.

The Simultaneous Effect of Digital Transformation and Innovation on Public Service
Performance

The results of the simultaneous hypothesis testing indicate that Digital Transformation and
Innovation jointly have a positive and significant effect on Public Service Performance in the Makassar
City Government. This finding demonstrates that technological transformation and organizational
innovation function as interconnected factors in improving public sector performance. Digital
transformation provides the technological foundation that enables government organizations to
modernize service systems, while innovation provides the strategic and organizational capability needed
to maximize the value of those technologies. Therefore, the combination of both factors creates a
stronger impact compared with implementing technology or innovation independently.

This finding is supported by Guenduez et al. (2025), who emphasized that digital innovation
strategies in the public sector require integration between technological capabilities, organizational
adaptation, and innovative approaches. Digital transformation without organizational innovation may
result in limited improvement because technology adoption requires changes in processes and
management practices. Furthermore, Andrews (2026) highlighted that government interventions can
influence local public service performance when they are supported by effective implementation
mechanisms and institutional capacity. This suggests that improving public service performance
requires more than policy implementation; it requires organizational capabilities that enable
government institutions to translate strategies into measurable service improvements.

Mega et al. (2025) also found that public service performance is influenced by the interaction
between human resource competence, information technology utilization, and process transparency.
This supports the current findings that digital transformation and innovation collectively contribute to
improving service outcomes because they involve both technological and organizational dimensions.
From the citizen perspective, Yoo (2026) explained that perceptions of public service performance are
influenced by how citizens experience and evaluate government services. This reinforces the
importance of improving service delivery through digital transformation and innovation because both
factors directly influence the quality of interaction between government organizations and service users.
Similarly, Caillier (2025) emphasized that public service performance is closely related to citizen
engagement and perceptions of government effectiveness. Therefore, strengthening digital
transformation and innovation within government institutions can support not only internal efficiency
but also improve public experiences and trust in government services.

Overall, this study confirms that Digital Transformation and Innovation represent important
strategic factors in enhancing Public Service Performance in the Makassar City Government. The
findings indicate that technological advancement should be accompanied by continuous innovation,
organizational readiness, and effective management practices to achieve sustainable improvements in
public service delivery.

CONCLUSION

This study concludes that Digital Transformation and Innovation play significant roles in
improving Public Service Performance in the Makassar City Government. The empirical findings
demonstrate that Digital Transformation has a positive and significant effect on Public Service
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Performance, indicating that the utilization of digital technologies, integration of digital systems, and
improvement of technology-based service processes contribute to enhancing the effectiveness and
efficiency of government services. In addition, Innovation also shows a positive and significant
influence on Public Service Performance, suggesting that the development of new ideas, service
improvements, and adaptive organizational practices are important factors in responding to increasingly
complex public demands.

Furthermore, the simultaneous analysis confirms that Digital Transformation and Innovation

collectively provide a substantial contribution to improving public service performance.
The theoretical contribution of this study lies in strengthening the understanding of digital governance
and public sector management by demonstrating that technological transformation and organizational
innovation should be viewed as complementary factors in improving government performance. While
digital transformation provides the technological foundation for service modernization, innovation
enables government organizations to optimize these technologies through improved processes,
strategies, and service approaches. Therefore, this study contributes to the growing literature on how
digital capabilities and innovation capacity influence public sector performance, particularly in the
context of local government institutions in developing regions.

From a practical perspective, this study provides implications for the Makassar City
Government and other public organizations by highlighting the importance of developing integrated
digital transformation strategies accompanied by continuous innovation practices. Government
institutions should not only focus on implementing digital platforms but also strengthen employee
capabilities, organizational readiness, leadership support, and innovation-oriented work cultures. These
efforts are essential to ensure that digital initiatives generate meaningful improvements in service
accessibility, responsiveness, transparency, and overall public value.

Despite these contributions, this study has several limitations. First, the research was conducted
within a specific local government context, namely the Makassar City Government, which may limit
the generalizability of the findings to other regions with different institutional conditions, resources,
and levels of digital maturity. Second, this study employed a quantitative survey approach based on
respondents’ perceptions, meaning that the findings may not fully capture deeper organizational
processes, implementation challenges, or contextual factors influencing digital transformation and
innovation. Third, the research model only examined Digital Transformation and Innovation as
predictors of Public Service Performance, while other potential variables, such as leadership capability,
employee digital competence, organizational culture, citizen trust, and policy support, were not
included.

Future research is recommended to expand the research scope by involving multiple local
governments or comparing different public sector organizations to obtain broader empirical evidence.
Further studies may also incorporate additional variables that represent organizational and human
dimensions of digital transformation, such as digital leadership, employee readiness, organizational
agility, and citizen satisfaction. Moreover, qualitative or mixed-method approaches are encouraged to
explore how digital transformation and innovation are implemented in practice and to identify specific
challenges faced by government institutions during digital transformation processes. Through these
approaches, future research can provide a more comprehensive understanding of strategies for
achieving sustainable improvements in public service performance.
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