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Abstract

The government issues many regulations and public services for society and these regulations continue to change
along with changes in people's lives. However, not all societies are aware of changes in government regulations that
have the potential to cause public dissatisfaction and violations of government regulations. E-government is a system
built by the government which one of its functions is to provide public services for society and the community. With
the increasing use of information technology, the government can use this technology to improve public services to
society and the community by building a system that focuses on distribution and updating of information, especially
information related to changes in government regulations and public services. On the other hand, with the increase in
mobile technology used by society, the distribution of information from the government to society can use mobile
devices. The purpose of this research is to help the government socialize regulations and changes to government
regulations to make it easier for society to manage relations with the government. The research method uses a
qualitative approach through observation to identify problems with government services to society. Literature studies
are used to find alternative solutions with an information technology approach.
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1.Introduction

The relationship between the government and the community in a country is very important because the condition for
the establishment of a country is the existence of a people or community, in addition to the conditions for the existence
of territory and recognition from other countries. The people or society and the government have rights and obligations
as well as the government and the people have the same thing. Public service is one of the most important elements
for public institutions, including government agencies for society. Therefore, public services by government officials
must always be directed at the public interest which substantively realizes the public interest and pays attention to
service quality towards society (Mukkhammadsidiqov 2020) (Morgan 2019) (Masuku et al. 2019).

This shows that the quality of services provided by the government has not shown satisfactory results to the
community. Complex service process, inefficiency, slow, unfriendly, unclear service time and cost. the quality of
services provided by government officials is still low and the quality of public services is tangible evidence that is not
good. Several factors that affect the quality of public services are staffing, bureaucracy, management, thinking,
organizational performance, bureaucracy, bureaucratic innovation and information technology, and bureaucratic
behavior (Ramadhan et al. 2021) (Sofyan et al. 2020) (Napitupulu et al. 2018) (Li and Huping 2020).

Thus, we need a system that integrates all types of public services by the government to the community which is part
of e-government to make it easier for the community to take care of their needs for government public services. The
purpose of this research is to help the government improve public services using mobile device-based information
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technology. The research method uses a qualitative approach to identify public service problems by the government.
To find alternative solutions using information technology, namely e-government combined with mobile technology.

2.Literature Review

Information technology has been evolving in many fields, for example in business (Hayardisi et al. 2018), education
(Ramadhan et al. 2022) and government. Public service is every activity carried out by the government for a number
of people who have every activity that is profitable in a group or entity and offers satisfaction even though it does
not support a physical product. Another definition of public service is the fulfilment of the wishes and needs of the
community by state administrators. The state was established by the public (society) with the aim of improving the
welfare of the community (Xudoyberdiyeva 2019) (Canel and Vilma 2018) (Skokova et al. 2018) (McGann et al.
2018).

In essence, the state in this case the government (bureaucrats) must be able to meet the needs of the community.
Needs, in this case, are individual needs for individual needs that are actually expected by society, for example the
need for health, education and others. public or public service activities include:

a. Goods Service
Goods procurement and distribution services can dominate all services provided by the government to the
public. This category of public services can be carried out by government agencies whose funds are partly
or wholly state assets that cannot be separated or managed by government-owned enterprises whose funds
are partly or wholly derived from separate state assets. Goods services, namely services that produce
various forms or types of goods used by the public, such as telephone networks, electricity supply, clean
water and so on (Petersen et al. 2022).

b. Administrative Services
Public services in this category include administrative actions required by the state and regulated in laws and
regulations in the context of realizing personal, family and property protection as well as administrative
activities carried out by non-governmental agencies that are required by the state and regulated by law and
implemented. based on an agreement with the recipient of the service. Administrative services are to produce
various forms of official documents needed by the public, such as ownership status, ownership or ownership
of an item and so on. (Writz et al. 2019)

c. development service
Development services are community services related to the provision of facilities and infrastructure to
provide facilities to the community in their activities as community members, such as providing roads,
bridges, ports and others (Manggat et al. 2018).

d. Utility Service

Utility Services is the provision of utilities such as electricity, air, telephone, and transportation (Homsey
and Mildred 2020).

e. Basic Needs Service
Basic Needs Service is a service that provides basic necessities for the community and housing needs, such
as the provision of rice, sugar, oil, gas, textiles and low-cost housing (Veeramootoo et al. 2018).

f.  Community Service
Community services are services related to the nature and interests of which are more emphasized on social
activities such as health services, education, employment, prisons, orphanages and others (Moses 2022)..

3.Methods

The number of public complaints about the low quality of government services requires a comprehensive and
sustainable solution. This condition became the initiation of the start of the research. The problem finding is reinforced
by some literature that shows the low quality of government public services. The research is continued by identifying
more deeply the root cause of the low quality of public services. After finding the cause of the low quality of
government services, the research was continued by looking for alternative solutions using information technology.
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the final stage of research is to build an e-government model for improving public services using mobile technology.
Figure 1 describes the research method.

Problem finding in low quality of
public services

Identification the cause problem
with literature study

Investigation the alternative solution

Determine the solution with
Information Technology

l

Develop e-goverment model to
increase public services

Figure 1 Research Method

4.Results and Discussion

Figure 2 show the e-government model for public services with mobile device. On the left side is the regulation
database where this database includes all public services provided by the government to the community such as
community services, administrative services, goods services, utility services, basic needs services and development
services. Each service database includes all regulations, mechanisms, procedures made available to the public.

The middle part of the model describes a web site that provides information retrieval features for the public. This
feature is a very important part because all information needs, and others can be obtained with the capabilities of this
feature. The public can filter the required information from all public services provided by the government. The public
can also track the service needs that have been submitted to the government's public service.

The next part of this model is the citizen presentation layer where this layer is a mediation between the web government
and mobile devices that are used to access public services through people's smartphones. On the other hand,
government officials and system administrators can update information and service progress via the update
information service portal. Whenever there are changes in regulations or changes in the progress of public services,
government officials can update information and the public can find out the changes in real time.
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5.Conclusion

The low quality of public services is caused by several interrelated factors that create an ineffective and inefficient
process. The adoption of e-government that focuses on improving the quality of public services creates a system that
will eliminate processes that were not effective in the previous process. Factors that hinder the quality of public
services will be eliminated automatically with the adoption of e-government. The use of mobile devices in the
proposed model will make it easier for people to use public services because smartphones have become part of people's
daily activities.

Admin Web Page

Goods Service Utility Service [l:

Update
Information
Services

Basic Needs Development

. ’ Admin [ Goverment
Service Services

Figure 2. Proposed Model
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