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This study aims to analyze digital transformation strategies in public
administration as an effort to improve the quality of e-government-
based public services. The study used a qualitative approach with a
case study design supported by a literature review. Data were
obtained  through in-depth interviews, observations, and
documentation at government agencies that have implemented
digital-based services. Data analysis was conducted interactively
through the stages of data reduction, data presentation, and
conclusion using triangulation techniques to ensure data validity.
The results show that digital transformation has a positive impact on
improving the quality of public services, particularly in aspects of
reliability, responsiveness, transparency, and ease of access to
services. The implementation of e-government systems can accelerate
administrative  processes, reduce complicated bureaucratic
procedures, and increase service accountability. However,
challenges faced include limited technological infrastructure, the
digital literacy gap among the public, and resistance from some
officials to change. The success of digital transformation is greatly
influenced by visionary leadership, adaptive regulatory support, and
increased human resource competency. Therefore, digital
transformation strategies must be implemented in an integrated and
sustainable manner to achieve public services that are effective,
inclusive, and responsive to community needs.
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1. INTRODUCTION

Public policy innovation is a crucial element in efforts to improve bureaucratic
performance and the quality of public services. In the context of modern public
administration, bureaucracies are required to adapt to changes in the strategic environment,
technological developments, and increasing public expectations for fast, transparent, and
responsive services (Osborne & Brown, 2005; OECD, 2015). Innovation is no longer
understood simply as program renewal, but as the transformation of processes, structures,
and organizational culture oriented toward creating public value (Moore, 1995). Thus,
policy innovation becomes a strategic instrument in bureaucratic reform and improving
public sector performance.

Theoretically, public policy innovation involves the development of new ideas,
methods, or approaches in policy formulation and implementation to address public
problems more effectively (Walker, 1969). From the New Public Management perspective,
innovation is directed toward efficiency, effectiveness, and performance orientation (Hood,
1991). Meanwhile, the New Public Governance paradigm emphasizes cross-sector
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collaboration and public participation as part of the innovation process (Osborne, 2006).
Therefore, public policy innovation relies not only on the internal capacity of the
bureaucracy but also on partnership networks and stakeholder engagement.

Bureaucratic performance is often measured through indicators of efficiency,
productivity, service quality, and accountability (Pollitt & Bouckaert, 2017). Various studies
have shown that innovative bureaucracies tend to have a higher level of adaptability to
change and are able to create more responsive service systems (Borins, 2014). Policy
innovations, such as service digitization, procedural simplification, and regulatory reform,
have been shown to contribute to increasing the effectiveness of public organizations.
However, resistance to change and resource constraints often hinder the implementation of
innovation in the public sector.

In addition to improving internal performance, public policy innovation also
impacts the level of public satisfaction as service users. Public satisfaction is a crucial
indicator in assessing the success of public policies and services (Parasuraman, Zeithaml, &
Berry, 1988). Citizen-centered innovation can improve accessibility, service speed, and
transparency of administrative processes (Albury, 2005). Thus, the relationship between
policy innovation, bureaucratic performance, and public satisfaction is interconnected and
forms a cycle of improving governance quality.

Based on this description, this study aims to analyze the role of public policy
innovation in improving bureaucratic performance and public satisfaction. This study is
expected to provide theoretical contributions to the development of public administration
studies and practical recommendations for the government in designing adaptive and
sustainable policies. Using a comprehensive analytical approach, this study seeks to explain
how policy innovation can catalyze bureaucratic reform and strengthen public trust in
government.

2. METHOD

This research uses a qualitative approach with a case study design to analyze the
role of public policy innovation in improving bureaucratic performance and public
satisfaction. This approach was chosen because it allows researchers to deeply understand
the process of formulating, implementing, and impacting policy innovation within a specific
bureaucratic context. The research is descriptive-analytical, focusing on uncovering internal
organizational dynamics, patterns of policy change, and public response to the implemented
innovations. The research location was purposively determined within government agencies
that have implemented policy innovation in public services.

Data sources consist of primary and secondary data. Primary data were obtained
through in-depth interviews with structural officials, policy implementers, and service users.
Informants were selected using purposive sampling based on their involvement in and
knowledge of the policy innovations studied. Secondary data were obtained from policy
documents, government agency performance reports, program evaluation reports, and
relevant laws and regulations. Data collection techniques included semi-structured
interviews, observations of service processes, and documentation studies.

Data analysis was conducted interactively through the stages of data reduction, data
presentation, and conclusion drawing or verification. The analysis process employed a
thematic approach to identify the relationship between policy innovation, changes in
bureaucratic performance, and public satisfaction levels. To ensure the validity and
credibility of the findings, this study employed triangulation of sources and methods and
conducted member checks with informants. With this approach, the study is expected to
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provide a comprehensive overview of the effectiveness of public policy innovation in
supporting bureaucratic reform and improving the quality of public services.

RESULTS AND DISCUSSION

The research results show that public policy innovations implemented in
government agencies contribute to improving bureaucratic performance, particularly in
terms of efficiency, effectiveness, and speed of service. These innovations include service
digitization, streamlining administrative procedures, reducing bureaucratic stages, and
strengthening the public complaints system. Officials stated that the implementation of
information technology-based systems can reduce service completion times and minimize
administrative errors. Furthermore, regularly updated standard operating procedures (SOPs)
encourage increased employee discipline and accountability in carrying out their duties.

From an organizational perspective, policy innovation drives a shift in bureaucratic
work culture toward a performance-oriented and public service orientation. Employees
become more responsive to public needs thanks to a performance indicator-based
monitoring and evaluation system. Leadership that supports innovation is also a key factor
in creating a work environment that adapts to change. However, this study also identified
challenges in the form of resistance from some officials to change, limited digital
competency, and budget constraints for the sustainable development of innovative systems.

Regarding public satisfaction, research results indicate an increase in positive
perceptions of service quality following the implementation of policy innovations. The
public experienced easier access, clearer procedures, and greater transparency of
information compared to before. Citizen-centered innovation has been shown to increase
public trust in government institutions. However, satisfaction levels are still influenced by
external factors such as public digital literacy and the availability of supporting
infrastructure, particularly in areas with limited access to technology.

This research discussion confirms that public policy innovation has a significant
relationship with improved bureaucratic performance and public satisfaction. Innovation
serves not only as a tool for administrative modernization but also as a reform strategy
capable of creating public value. The success of innovation depends heavily on the
integration of visionary leadership, human resource capacity, a sustainable evaluation
system, and public participation in the policy process. Therefore, public policy innovation
must be designed systematically, sustainably, and results-oriented to ensure the achievement
of a professional bureaucracy and quality public services.

CONCLUSION

Based on the research results and discussion, it can be concluded that public policy
innovation plays a strategic role in improving bureaucratic performance and public
satisfaction. Innovations realized through service digitization, procedural simplification,
and strengthening performance monitoring and evaluation systems have been proven to
increase bureaucratic efficiency, effectiveness, and responsiveness. These changes
encourage the creation of a more professional, accountable, and results-oriented work
culture.

In addition to impacting internal organizational performance, policy innovation
also contributes to increased public satisfaction as users of public services. Ease of access,
clear procedures, and transparency of information are key factors influencing positive public
perceptions of service quality. This demonstrates that citizen-centered policy innovation can
strengthen public trust in the government.
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However, the success of policy innovation is heavily influenced by leadership
commitment, human resource readiness, budget support, and public participation. Without
these factors, innovation has the potential to be unsustainable and merely administrative.
Therefore, an integrated and sustainable innovation strategy is needed to ensure bureaucratic
reform is effective and has a tangible impact on improving the quality of public services and
public welfare.
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