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Abstract

The purpose of this study is to find out and analyze the extent to which acceptability and efficient work
affect the improvement of the quality of public services in Medan City through the E-Government
initiative as an intervening variable. The subject of this study is the population of Medan City, where the
variables in this study are independent variables, namely acceptability and efficient work, dependent
variables, namely variables for improving the quality of public services and intervening variables for E-
Government initiatives. The results of the data analysis were used using SEM analysis using SMART
PLS 4.0 software. The data collection technique with questionnaires, as well as observation. The
research method uses a quantitative descriptive method of data analysis using the structural equation
model (SEM) method, where the results of data processing using the SEM method are carried out with
the PLS 4.0 application. From the results of the study, the existing conclusion, namely that partially the
variables of acceptability and efficient work affect the improvement of the quality of public services in
Medan City and affect the E-Government initiative in Medan City. Simultaneously, the variables of
acceptability and efficient work have an effect on improving the quality of public services in Medan City
through the variable of the E-Government initiative as an intervening variable. The better the
acceptability or acceptance of E-Government technology in the community, the more efficient the public
service work carried out through the Medan City Government initiative in supporting the development
of E-Government in improving the quality of public services of the Medan City Government.

Keywords: Role of E-Government initiatives, Acceptability, Efficient Work, improving the Quality of
Public Services.

1. INTRODUCTION

Public services often have to be interpreted in their own way by the State and regional
apparatus, where the State and regional apparatus should be alert to the direction,
guidance and orders from the superiors in order to improve the ability to serve
effectively and efficiently, where this ability to serve is the forerunner of the
improvement of the quality of services carried out by the Government to improve the
ability to serve (Al-Besher, Abdulaziz and Kumar, 2022).

The public services carried out are still at the manual level or public services based on
serving humanely and face-to-face. This kind of service still needs to be carried out
when the community knows and understands the use of service applications, both
from the Central Government and the Regional Government (Uyar, Ali, 2021). Manual
public services still use human resources, where these human resources are
empowered through the employee recruitment process, where even though the
recruitment process is carried out, there are still some Government and Regional
Apparatus individuals who tend to carry out convoluted services and even make it
difficult for the community, thus causing antipathy from the community to be served by
these individuals (Forastero, 2023).

There is a fundamental advantage of manual public services, namely that manual
processes often take longer because all steps are carried out physically and without
the help of automation technology, services that rely on filling out paper forms, physical
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gueues, and manual data processing can slow down the response time and
completion of requests (Cordella, 2019). In addition, human errors are more likely to
occur in manual processes, such as data input errors, document loss, or other
administrative errors, handwritten data can be difficult to read or interpret, which
increases the possibility of errors that make the work long, where apparatus personnel
tend to change and correct existing administrative errors, so that it takes a long time
and makes services ineffective (Simmons, Cassandra, 2024).

Manual public services often require more labor, which increases operational costs,
manual public services often require physical presence, which can be an obstacle for
individuals who live in remote areas or have limited mobility, limited operational hours
can also be a problem for those who cannot access services during standard working
hours (From 2000 to 2024). The manual process is less transparent because it is
difficult to track the status of requests or ensure that all procedures have been followed
correctly, accountability is also an issue because it is difficult to audit and verify every
step in the manual service process (Hashmi, Faiz A., 2023).

Manual systems are more difficult to update or change according to changes in
policies or the needs of the community. Implementing changes often takes longer and
more resources. Although manual services are still necessary in some situations, the
application of digital technology can help overcome many of these weaknesses,
improving the efficiency, security, and accessibility of public services (Adam, 2020).

Along with the poor manual system, with the digital technology transformation process
which is now increasing rapidly, it is necessary to provide fast, precise, efficient and
efficient and non-verbose services, where the current manual system can be replaced
with a digital system that does not take a long time to serve and can be served quickly
(Arayankalam, Jitesh, Khan, Anupriya and Krishnan, 2021). To create good and
guality public services, a digital application called E-Government is now needed,
where this application provides information and services that will be provided by the
Government to the community. This e-Government has always had the ability to
increase acceptability, where this acceptability allows the Government to use and
adopt a form of service that is transformed into a digital application used through
smartphones (Janairo, 2021). With this acceptability, it is hoped that it can create an
initiative from E-Government to provide fast and efficient services in order to improve
the quality of public services, as well as improve the Government's ability to continue
to serve well (German, Josephine D., 2023).

In addition to acceptability, this E-Government requires efficient work, where work that
was previously complicated when using human resources, even services tend to be
long and repairs are also very long will be inefficient, so initiatives from the Central
and Regional Governments are needed in striving for maximum service (Mufioz,
Alcaide Laura, Bolivar, Manuel Pedro Rodriguez and Muioz, 2023).

The city of Medan is a city that must implement fast public services, but even though
the population of Medan City in 2023 is 2,494,512, where through this population the
existing application services are still manual and have not implemented E-Government
properly, so that the level of acceptability of this E-Government application has not
been able to be adopted properly, and has not been able to be well accepted, so that
the service results are very slow and ineffective, as well as efficient, and reduce the
level of public services due to the lack of initiative from the Medan City Government to
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implement E-Government, so that the services carried out in the community are not
So optimal.

2. MATERIAL AND METHODS

This research method is carried out using a quantitative descriptive method using the
analysis of The Structural Equation Model (SEM) method, where according to
(Sharma, Sujit Kumar, 2021) SEM analysis is a statistical method used to test and
measure the relationship between variables in a conceptual model. The population in
this study is 2,494,512 residents of Medan City in 2023, where the sampling method
is carried out using the accidental sampling method, where according to the sampling
method using accidental sampling is a sampling method where the object is taken
somewhere or the object being studied (Mukhopadhyay, Sandip, Bouwman, H. and
Jaiswal, 2019).

The number of samples taken can be done using the slovin formula as follows:
n=N/(1+Ne? =2494512/ (1 + 2,494,512 x 0.1?) = 99.99 = 100 inhabitants of
Medan City.

3. RESULTS AND DISCUSSION

Research Results

The output of the SEM test can be described through the following Bootstraping
diagram:

Figure 2: Bootsraping Diagram

Convergent Validity Analysis

(Basloom, Rami Salmin, Sani Mohammed, Muslim Her and Auzaire, 2022) states that
the analysis convergent validity is a type of test that describes how well the data from
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existing construct variables is. The test results convergent validity in this study, it is as
follows:

Table 1. Convergent Validity Test

Variable Indicator Outer Loading

Acceptability (x1) AKS 1 0,836
AKS 2 0,867

AKS3 0,868

AKS 4 0,846

AKS 5 0,855

Efficient Work (X2) WED 1 0,842
WED 2 0,752

WED 3 0,862

WED 4 0,861

Improving the Quality of Public Services (Y) PKPP 1 0,830
PKPP 2 0,841

PKPP 3 0,882

PKPP 4 0,863

PKPP 5 0,854

E-Government Initiative (Z) IEG 1 0,880
IEG 2 0,761

IEG 3 0,812

Source: Results of Data Processing with PLS 3.0, 2024

The table above states that the data from each construct variable is valid and can be
used for other data analysis.

Analysis of Average Variant Extracted (AVE)

(Basloom, Rami Salmin, Sani Mohammed, Muslim Her and Auzaire, 2022) states that
the AVE test is one of the test results aimed at determining the validity value of the
construct variable. The test results Average Variant Extracted (AVE) is in the following
table:

Table 2: AVE Test

Variable AVE
Acceptability (x1) 0,831
Efficient Work (X2) 0,864
Improving the Quality of Public Services (Y) 0,843
E-Government Initiative (Z2) 0,862

Source: Data Processing Results with PLS 4.0, 2024

The table above describes the Average Variant Extracted (AVE) value greater than
0.5 which means that the construction equation model is validly distributed.

Composite Reliability Analysis

According to (Basloom, Rami Salmin, Sani Mohammed, Muslim Her and Auzaire,
2022) Testing Composite Reliability It is an analysis to understand whether the data
is reliable or not. This can be seen in the following table:
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Table 3: Composite Reliability Test

Variable Composite Reliability
Acceptability (x1) 0,882
Efficient Work (X2) 0,824
Improving the Quality of Public Services (Y) 0,875
E-Government Initiative (Z) 0,851

Source: Data Processing Results with PLS 4.0, 2024

The table above states that the composite reliability value is greater than 0.6, where
the existing data is reliably distributed and suitable for use.

Discriminant Validity Analysis

In confirmatory factor analysis (CFA) or structural equation modeling (SEM), the
validity analysis of discrimination is how different the construct equations are from one
equation to another (Basloom, Rami Salmin, Sani Mohammed, Muslim Her and
Auzaire, 2022). The results of the Discriminant Validity analysis can be seen in the
following Table 5:

Table 5: Discriminant Validity Analysis

Improving the Improving the Improving the Improving the
Quality of Quality of Quality of Quality of
Public Services | Public Services | Public Services | Public Services
Moderating Moderating Moderating Moderating
Effect 1 Effect 2 Effect 3 Effect 4
Acceptability 1.000 .758 .626
Use of Artificial 664 1.000 725
Intelligence
Improving the Quality 758 786 1.000
of Public Services ' ) '
E-Government 1.000 745 668
Initiative

Source: PLS Data Processing Results, 2023

Based on the table above, it can be seen that the existing AVE value of one already
meets the Discriminant Validity assumption.

Path Coefficient Testing

As for the path coefficient test, it can be found through the following table:
Table 6: R Square Test

Variable R Square
Acceptability (x1) 0,881
Efficient Work (X2) 0,842
Improving the Quality of Public Services (Y) 0,864
E-Government Initiative (Z) 0,853

Source: Data Processing Results With PLS 3.0, 2023

From the existing table, the R Square variable of improving the quality of public
services can be explained by the variables of acceptability, efficient work and E-
Government initiative of 86.4%, while the remaining 13.6% can be explained by other
variables that are not in the study.
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Hypothesis Test
The results of hypothesis testing can be seen through the following table:
Table 7: Hypothesis Test

Hypothesis Influence T-Statistics | P-Value | Result

H1 Acce.ptablhlty to improve _the quality of 6.515 0,000 | Accepted
public services in Medan City
Efficient work towards improving the

H2 quality of public services in the city of 5,142 0,001 | Accepted
Medan

H3 Acceptablhty of E-Government initiatives 6.314 0,001 | Accepted
in Medan City

Ha !EffICIent Work on E-Government initiatives 5513 0,000 | Accepted
in Medan City
E-Government Initiative on Medan City

HS MSME Customer Satisfaction 5,251 0,000 | Accepted
Acceptability to improve the quality of
public services in Medan City through the

H9 E-Government initiative as an intervening 4,520 0,000 | Accepted
variable
Efficient work towards improving the
quality of public services in Medan City

H10 through the E-Government initiative as an 3,515 0,000 | Accepted
intervening variable

Source: Data Processing Results With PLS 3.0, 2023

According to the table above, it can be concluded that partially the variables of
acceptability and efficient work affect the improvement of the quality of public services
in Medan City and affect the E-Government initiative in Medan City. Simultaneously,
the variables of acceptability and efficient work have an effect on improving the quality
of public services in Medan City through the variable of the E-Government initiative as
an intervening variable.

4. DISCUSSION
Acceptability Affects Improving the Quality of Public Services in Medan City

The results of the study stated that acceptability has an effect on improving the quality
of public services in Medan City. This is in accordance with research (Yigitcanlar, Tan,
2023) which states that the Government that adopts E-Government technology will be
able to create a qualified and characterful service quality.

Efficient Work Affects Improving the Quality of Public Services in the City of
Medan

The results of the study explain that efficient work has an effect on improving the
quality of public services in Medan City. This is in line with research (Chen, Tao, 2021)
which states that the better and more efficient the work and efficiency of the services
provided, the higher the quality of services that will be provided to the community.

Acceptability Affects E-Government Initiatives in Medan City

According to the results of existing research, the acceptability variable affects the E-
Geverment initiative in Medan City. This is in accordance with research (Mogues,
Tewodaj, 2023) who stated that the more able to adopt E-Government, it will make the
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Government able to take the initiative on the use of E-Government by jumping into
providing fast and cheap services to the community

Efficient Work Affects E-Government Initiatives in Medan City

According to the results of the existing research, the variable of efficient work affects
the E-Government initiative in Medan City. This is in line with research (Ratinger,
Tomas, 2021) which states that the more efficient work is created for the public
services provided to the community, the more the Government's initiative in serving
the community through E_Geverment.

The E-Government Initiative in Medan City Has an Effect on Improving the
Quality of Public Services in Medan City

The results of the study stated that the E-Government initiative in Medan City had an
effect on improving the quality of public services in Medan City. This is in accordance
with research (Yuan, Yun Peng, 2023) which explained that the initiative taken by the
Government to continue to provide services through E-Government will be able to
create maximum quality of public services in a region.

Acceptability Affects Improving the Quality of Public Services in the City of
Medan through the E-Government Initiative as an Intervening Variable

The results of the study explain that the acceptability variable has an effect on
improving the quality of public services in Medan City through the E-Geverment
initiative as an intervening variable. This is in accordance with research (Kshetri, Nir,
Dwivedi & and Janssen, 2024) who explained that the more technology and
applications are adopted, the more able it will be able to increase initiatives to directly
serve, and will be able to create an improvement in the quality of qualified services.

Efficient Work Affects Improving the Quality of Public Services in the City of
Medan through the E-Government Initiative as an Intervening Variable

The results of the study explain that the efficient work variable has an effect on
improving the quality of public services in Medan City through the E-Government
initiative as an intervening variable. This is in accordance with research (Alajmi,
Mohammed, Mohammadian, Masoud and Talukder, 2023) which states that the
efficient services provided will foster the Government's initiative to continue to serve
and improve the quality of public services professionally.

Implementation

The better the acceptability or acceptance of E-Government technology in the
community, the more efficient the public service work carried out through the Medan
City Government initiative in supporting the development of E-Government in order to
improve the quality of public services of the Medan City Government.

5. CONCLUSION

From the results of the study, the existing conclusion, namely partially acceptability
and efficient work affect the improvement of the quality of public services in Medan
City and affect the E-Government initiative in Medan City. Simultaneously, the
variables of acceptability and efficient work have an effect on improving the quality of
public services in Medan City through the variable of the E-Government initiative as
an intervening variable.

604 SEP Volume 21 Issue 09


http://www.commprac.com/

WWw.commprac.com
ISSN 1462 2815

References

1)

2)

3)

4)

5)

6)

7)

8)

9)

10)

11)

12)

13)

14)

15)

16)

Adam, I. O. (2020). Examining E-Government development effects on corruption in Africa: The
mediating effects of ICT development and institutional quality. Journal Technology in Society, 61,
101245. https://doi.org/10.1016/j.techsoc.2020.101245

Ahmad, Nisar, Wagas, Muhammad and Zhang, X. (2021). Public Sector Employee Perspective
towards Adoption of E-Government in Pakistan: A Proposed Research Agenda. Journal Data and
Information Management, 5(1), 119-124. https://doi.org/10.2478/dim-2020-0029

Al-Besher, Abdulaziz and Kumar, K. (2022). Use of artificial intelligence to enhance e-government
services. Journal Measurement: Sensors, 24, 100484.
https://doi.org/10.1016/j.measen.2022.100484

Alajmi, Mohammed, Mohammadian, Masoud and Talukder, M. (2023). The determinants of smart
government systems adoption by public sector organizations in Saudi Arabia. Journal Heliyon, 9,
€20394. https://doi.org/10.1016/j.heliyon.2023.e20394

Arayankalam, Jithesh, Khan, Anupriya and Krishnan, S. (2021). How to deal with corruption?
Examining the roles of e-government maturity, government administrative effectiveness, and
virtual social networks diffusion. International Journal of Information Management, 58, 1-22.
https://doi.org/10.1016/j.ijinfomgt.2020.102203

Basloom, Rami Salmeen, Sani Mohamad, Muslim Har and Auzair, S. M. (2022). Applicability of
public sector reform initiatives of the Yemeni government from the integrated TOE-DOI framework.
International Journal of Innovation Studies, 6, 286—302. https://doi.org/10.1016/j.ijis.2022.08.005

Chen, Tao, et al. (2021). Al-based self-service technology in public service delivery: User
experience and influencing factors. Journal Government Information Quarterly, 38, 1-11.
https://doi.org/10.1016/j.giq.2020.101520

Cordella, A. (2019). Government as a platform, orchestration, and public value creation: The Italian
case. Journal Government Information Quarterly, 36, 1-15.
https://doi.org/10.1016/j.9iq.2019.101409

Cornips, Leila, et al. (2023). Co-production as a strategy for enhanced equal representation in
public service delivery: The case of Rotterdam. Journal Cities, 141, 104480.
https://doi.org/10.1016/j.cities.2023.104480

Forastero, A. G. (2023). Resources, conservation & recycling advances circular economy in
Andalusia: A review of public and non-governmental initiatives. Journal Resources, Conservation
and Recycling Advances, 17, 200133. https://doi.org/10.1016/j.rcradv.2023.200133

Gasco-Hernandez, Mila, et al. (2022). The role of organizational capacity to foster digital
transformation in local governments: The case of three European smart cities. Journal of Urban
Governance, 2, 236—246. https://doi.org/10.1016/j.ugj.2022.09.005

German, Josephine D., et al. (2023). The impact of green innovation initiatives on competitiveness
and financial performance of the land transport industry. Journal Heliyon, 9, €19130.
https://doi.org/10.1016/j.heliyon.2023.e19130

Hashmi, Faiz A., et al. (2023). Integrating Human-Centered Design and Social Science Research
to Improve Service-Delivery and Empower Community Health Workers: Lessons from Project
RISE. Journal She Ji, 9(4), 489-517. https://doi.org/10.1016/j.sheji.2024.02.001

Janairo, J. I. B. (2021). Unsustainable plastic consumption associated with online food delivery
services in the new normal. Journal Cleaner and Responsible Consumption, 2, 100014.
https://doi.org/10.1016/j.clrc.2021.100014

Kirklies, Pascale Catherine, Neumann, Oliver and Hohensinn, L. (2024). Promoting digital equality
in co-production: The role of platform design. Journal Government Information Quarterly, 41,
101903. https://doi.org/10.1016/j.giq.2023.101903

Kshetri, Nir, Dwivedi, Y. K., & and Janssen, M. (2024). Metaverse for advancing government:
Prospects, challenges and a research agenda. Journal Government Information Quarterly, 41(2),
101931. https://doi.org/10.1016/j.giq.2024.101931

605 SEP Volume 21 Issue 09


http://www.commprac.com/

17)

18)

19)

20)

21)

22)

23)

24)

25)

26)

27)

28)

29)

30)

31)

32)

WWw.commprac.com
ISSN 1462 2815

Mabhrinasari, M. S., Bangsawan, Satria and Sabri, M. F. (2024). Local wisdom and Government's
role in strengthening the sustainable competitive advantage of creative industries. Journal Heliyon,
10, e31133. https://doi.org/10.1016/j.heliyon.2024.e31133

Marchionatti, Lauro Estivalete, et al. (2023). Mental health care delivery and quality of service
provision in Brazil. Journal SSM - Mental Health, 3, 100210.
https://doi.org/10.1016/j.ssmmh.2023.100210

Mogues, Tewodaj, et al. (2023). The impact of community-based monitoring on public service
delivery: A randomized control trial in Uganda. Journal World Development, 172, 106374.
https://doi.org/10.1016/j.worlddev.2023.106374

Mukhopadhyay, Sandip, Bouwman, H. and Jaiswal, M. P. (2019). An open platform centric
approach for scalable government service delivery to the poor: The Aadhaar case. Journal
Government Information Quarterly, 36(3), 437—-448. https://doi.org/10.1016/j.giq.2019.05.001

Mufioz, Alcaide Laura, Bolivar, Manuel Pedro Rodriguez and Mufoz, C. A. (2023). Political
determinants in the strategic planning formulation of smart initiatives. Journal Government
Information Quarterly, 40, 101776. https://doi.org/10.1016/j.9iq.2022.101776

Mufioz, Laura Alcaide, Bolivar, Manuel Pedro Rodriguez and Villamayor Arellano, C. L. (2022).
Factors in the adoption of open government initiatives in Spanish local governments. Journal
Government Information Quarterly, 39, 101743. https://doi.org/10.1016/].giq.2022.101743

Rathi, D. (2024). Does gender equality matter? Gender responsive corporate procurement efforts
of inter-governmental organizations. Journal Women's Studies International Forum, 105, 102937.
https://doi.org/10.1016/j.wsif.2024.102937

Ratinger, Tomas, et al. (2021). From elite-driven to community-based governance mechanisms for
the delivery of public goods from land management. Journal Land Use Policy, 107(March 2020).
https://doi.org/10.1016/j.landusepol.2020.104560

Shahzad, Muhammad Farrukh, et al. (2023). Unveiling the role of supply chain parameters
approved by blockchain technology towards firm performance through trust: The moderating role
of government support. Journal Heliyon, 9, e21831. https://doi.org/10.1016/j.heliyon.2023.e21831

Sharma, Rajesh, Mishra, R., & and Mishra, A. (2021). Determinants of satisfaction among social
entrepreneurs in e-Government services. International Journal of Information Management, 60,
102386. https://doi.org/10.1016/j.ijinfomgt.2021.102386

Sharma, Sujeet Kumar, et al. (2021). Challenges common service centers (CSCs) face in
delivering e-government services in rural India. Journal Government Information Quarterly, 38, 1—
14. https://doi.org/10.1016/j.9iq.2021.101573

Simmons, Cassandra, et al. (2024). Disentangling the impact of alternative payment models and
associated service delivery models on quality of chronic care: A scoping review. Journal Health
Policy, 143, 105034. https://doi.org/10.1016/j.healthpol.2024.105034

Turner, Mark, Kim, Joseph and Kwon, S. H. (2022). The Political Economy of E-Government
Innovation and Success in Korea. Journal of Open Innovation: Technology, Market, and
Complexity, 8(145), 1-15. https://doi.org/10.3390/joitmc8030145

Uyar, Ali, et al. (2021). Can e-government initiatives alleviate tax evasion? The moderation effect
of ICT. Journal Technological Forecasting and Social Change, 166, 120597.
https://doi.org/10.1016/j.techfore.2021.120597

Yigitcanlar, Tan, et al. (2023). Artificial intelligence and the local government: A five-decade
scientometric analysis on the evolution, state-of-the-art, and emerging trends. Journal Cities, 152,
105151. https://doi.org/10.1016/j.cities.2024.105151

Yuan, Yun Peng, et al. (2023). Government Digital Transformation: Understanding the Role of
Government Social Media. Journal Government Information Quarterly, 40, 101775.
https://doi.org/10.1016/j.9iq.2022.101775

606 SEP Volume 21 Issue 09


http://www.commprac.com/
https://doi.org/10.1016/j.giq.2022.101775

