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This study aims to analyze the regulatory framework governing the 

development of E-Government in Manado City. By combining a 
normative juridical approach with an empirical approach, the research 

provides a comprehensive understanding of both the legal basis and 

practical implementation of digital-based governance. The normative 

juridical approach examines the regulations that serve as the 

foundation for E-Government administration, while the empirical 

approach observes their application in practice. Data were collected in 

Manado City over two months through interviews, observations, and 

analysis of secondary sources, including official documents and 

relevant literature. Qualitative descriptive analysis, involving data 

reduction, presentation, and conclusion drawing, was used to process 

the information. The findings indicate that E-Government in Manado 
City has advanced through the integration of various digital services 

to enhance public service quality. However, implementation remains 

suboptimal due to technical limitations in certain applications and 

gaps in human resource competencies. From a regulatory standpoint, 

the Manado City Government has established a solid legal foundation 

through Mayor Regulation Number 10 of 2018 and Mayor Regulation 

Number 31 of 2022, which guide the development and 

implementation of the Electronic-Based Government System. The 

study highlights that the effectiveness of E-Government depends on 

continuous support, including capacity building for human resources, 

strengthened digital infrastructure, enhanced cybersecurity, and 

periodic regulatory updates. Sustained efforts in these areas are 
essential to achieving modern, efficient, and responsive governance 

that effectively serves the community’s needs. 
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1. INTRODUCTION 

World civilization today is characterized by the rapid advancement of information 

technology and the flow of globalization that permeates almost all aspects of life, hallmarks 

of the Industrial Revolution 4.0 era [1]. One of the main drivers of globalization is the 

development of information technology, which enables people to connect without 
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geographical boundaries, making the world appear borderless [2]. The information age 

emerged after the pre-historical, agrarian, and industrial eras and is marked by the advent of 

digital technology, which has created convergence among Information Technology, 

Multimedia, and Telecommunications (Information, Media, and Communication 

Technology) [3]. This development has given rise to a new space, cyberspace, where social, 

economic, and governmental interactions take place digitally [4]. 

In the context of governance, E-Government introduces a new approach to realizing 

good governance and strengthening the relationship between the government and the public 

as recipients of public services. In addition, E-Government serves as an important instrument 

for monitoring the performance of government programs and the utilization of regional 

resources. Several countries, such as India, Pakistan, the Philippines, Chile, and various 

developed nations, have demonstrated success in reducing practices of corruption, collusion, 

and nepotism through the implementation of E-Government systems [5]. 

The use of Information and Communication Technology (ICT) in government 

administration and public services, known as E-Government (E-Gov), began to develop in 

the late 1990s [6]. The implementation of E-Gov has become an urgent necessity for every 

public service–providing institution, including local governments, given its significant role 

in improving service quality and supporting Good Corporate Governance practices. The 

legal foundations reinforcing this include Presidential Instruction Number 5 of 2003 on the 

National Policy and Strategy for E-Government Development, Law Number 14 of 2008 on 

Public Information Disclosure, and Law Number 30 of 2014 on Government Administration 

[7], [8], [9]. 

The use of E-Government in Manado City has been ongoing since 2008; however, 

its development was intensified only during the 2010–2013 period. Although various public 

service applications have been introduced and the Smart Command Center Program began 

operating in 2017 to enhance transparency and responsiveness, the implementation of E-

Government in Manado City still faces several challenges. The main problems lie in the 

mismatch between the rapid pace of technological development and the readiness of 

regulations, human resource capacity, and inter-agency system integration. This condition is 

consistent with the findings of various international studies, which indicate that the success 

of E-Government is determined not only by technology but also by regulatory readiness, 

organizational culture, public digital literacy, and cross-sectoral coordination [10], [11]. 

Therefore, the need for comprehensive, adaptive regulations is crucial to ensure that E-

Government use in Manado City operates optimally. 

Previous studies indicate that challenges in E-Government implementation are a 

global phenomenon, particularly in developing countries. Research by Carter and Bélanger 

[12] emphasizes that factors such as trust, technological accessibility, and institutional 

support are key determinants of successful adoption of digital government services. 

Meanwhile, [13] finds that limitations in human resources and a lack of inter-agency 

coordination are often the main obstacles to E-Government implementation at the local level. 

In the Southeast Asian context, research by [14] highlights that unsynchronized policies and 

regulations are among the factors contributing to the low effectiveness of digital services in 
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local government. These findings suggest that the challenges faced by Manado City are not 

isolated but reflect common patterns among local governments in developing countries. 

Although extensive research on E-Government exists, a significant gap remains in 

studies examining local regulations as a key factor in E-Government implementation. Most 

existing research focuses on technological aspects, user acceptance, or service quality. 

However, studies that specifically analyze how local legal instruments shape the direction 

of E-Government development remain very limited, particularly in the context of municipal 

governments in Eastern Indonesia. Moreover, there is still a lack of research that thoroughly 

elaborates on how local regulations, such as Manado Mayor Regulation Number 10 of 2018 

and Mayor Regulation Number 31 of 2022, contribute to the effectiveness of digital service 

implementation at the city level. 

Based on this gap, this study offers a novel comprehensive analysis of E-Government 

regulation in Manado City through normative, juridical, and empirical approaches. This 

research not only examines the legal foundations governing the use of ICT in public 

administration but also links them to the real conditions of E-Government implementation, 

including the effectiveness of the Smart Command Center Program. This approach makes a 

new contribution to the E-Government literature, particularly by highlighting the role of 

local regulations in determining the direction and success of digital government service 

implementation. By focusing on the context of Manado City, this study also offers new 

insights into the challenges and opportunities for E-Government development in growing 

cities that are striving to adapt to the demands of the digital era. The purpose of this study is 

to analyze the regulatory framework related to the development of E-Government in Manado 

City. 

 

2. METHOD 

This study employs a normative juridical approach combined with an empirical 

approach. The normative juridical approach is used to examine various regulations 

governing the development and utilization of E-Government in Manado City, including 

Manado Mayor Regulation Number 10 of 2018 on Manado Smart City and Mayor 

Regulation Number 31 of 2022 on the Electronic-Based Government System. This approach 

aims to understand the legal foundations, policy directions, and normative bases that 

underpin the implementation of digital-based governance. Meanwhile, the empirical 

approach is applied to examine how these regulations are implemented in practice, identify 

technical obstacles, assess the readiness of human resources, and evaluate the effectiveness 

of digital public services such as the Cerdas Command Center. 

The research was conducted in Manado City, a region that has been developing E-

Government since 2008, accelerating its development during the 2010–2013 period and 

continuing to do so to the present. Data collection was carried out over two months, from 

September to November 2025. Manado City was selected for its strong commitment to 

information technology in public service delivery, making it relevant for analysis from both 

regulatory and implementation perspectives. 

The research data consist of primary and secondary data. Primary data were obtained 

through interviews with parties directly involved in the management of E-Government, 
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particularly the Manado City Office of Communication and Informatics and the managers 

of the Cerdas Command Center. In addition, field observations were conducted to examine 

the operation of ongoing digital services directly. Secondary data were collected from 

official government documents, laws and regulations, books, scientific journals, and various 

references relevant to E-Government, information technology, and public services. 

Data collection techniques included documentation reviews of regulations and 

supporting documents, semi-structured interviews to obtain in-depth information on the 

implementation of E-Government, and direct observation of available digital services. All 

collected data were analyzed using qualitative descriptive analysis techniques. The analysis 

was carried out through data reduction, systematic presentation of data, and conclusion 

drawing to illustrate how local government regulations are applied in the development of E-

Government and the factors influencing its success. 

This research method is expected to provide a comprehensive understanding of the 

relationship between policies, regulations, and the implementation of E-Government in 

Manado City, while also revealing constraints and opportunities that can serve as a basis for 

future policy improvements. 

 

3. RESULTS AND DISCUSSION 

3.1 Result 

Regulation of E-Government Development 

The findings of this study indicate that the development of e-government in Manado 

City requires a strong, well-directed regulatory framework, particularly to promote the 

implementation of effective, efficient, and public service–oriented electronic governance. 

Formulating a master plan for e-government development is a strategic step that must be 

undertaken to ensure that information technology is optimized to provide reliable, 

trustworthy, and easily accessible services to all segments of society. 

The research findings confirm that e-government implementation generally 

encompasses four models of relationships, namely Government to Citizen (G2C), 

Government to Business (G2B), Government to Government (G2G), and Government to 

Employee (G2E). Regarding G2E, this study finds that electronic devices for government 

employees play an important role in improving internal bureaucratic efficiency by providing 

access to information, protecting employee rights, facilitating training, and simplifying 

processes. This model not only supports more transparent human resource governance but 

also encourages the enhancement of human resource quality through access to e-learning 

and knowledge-sharing platforms. 

In addition, the study shows that e-government development is also directed toward 

strengthening government procurement systems and establishing technology-based media 

centers, thereby increasing the business sector’s involvement in reinforcing 

telecommunications and information technology. This approach aligns with the growing 

demand for transparency and public accountability in the modernization of local government 

administration. 

From the perspective of e-government development stages, the findings confirm that 

Manado City is progressing through the stages described by Gil-Garcia and Martinez-
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Moyano, from interactive presence to fully integrated presence. This process includes 

enhancing the capacity of public service portals, strengthening vertical and horizontal 

integration among government agencies, and restructuring bureaucratic systems and 

processes to realize integrated services through a one-stop service mechanism. The analysis 

demonstrates that service integration, both across levels of government and across sectors, 

is a key success factor in achieving comprehensive e-government effectiveness. 

The study also identifies several significant advantages of e-government 

implementation. In terms of efficiency, e-government can reduce operational costs, 

accelerate administrative processes, and facilitate data exchange among government 

agencies. From the perspective of public service quality, e-government enables the design 

of user-centered services, allowing citizens to access services without needing to understand 

complex bureaucratic structures. Furthermore, e-government supports the achievement of 

specific policy objectives, such as increasing public participation, education, training, and 

environmental policy initiatives through information-sharing mechanisms. 

Moreover, the implementation of e-government makes a substantial contribution to 

economic policy objectives, including reducing corruption, enhancing transparency and 

public trust, and improving budget efficiency. E-government also supports the sustainability 

of bureaucratic reform through transparency and data-driven decision-making. At the social 

level, the study finds that e-government plays a crucial role in building public trust in 

government by improving access to information, strengthening accountability, and 

encouraging citizen involvement in policymaking processes. 

Overall, this study concludes that the regulatory framework for e-government 

development in Manado City is on the right track; however, it requires further strengthening 

in terms of service integration, enhancement of human resource competencies, and 

consistency in policy updates to ensure that digital government transformation can achieve 

a fully integrated level (totally integrated presence) and deliver maximum benefits to the 

public and other stakeholders. 

The Manado City Government, through the Office of Communication and 

Informatics (Diskominfo), has developed various electronic-based service innovations as 

part of e-government implementation. A total of 13 digital applications and platforms have 

been launched to facilitate public access to information, enable the submission of 

complaints, and promote faster, more efficient, and interactive engagement between citizens 

and the government. Prominent G2C applications include siTasya (a community monitoring 

service based on CCTV), QLUE Manado (a public complaint service), and Pantau Pangan 

(a platform providing daily food price information from the two main markets in Manado 

City). 

The study also finds that e-government implementation in Manado City is 

strengthened through the Cerdas Command Center Program, which operates under local 

regulations such as Regional Regulation Number 8 of 2016 on the ICT Master Plan and the 

Mayor’s Instruction Number 49/D.09/Kominfo/344/2017 concerning ICT-based server and 

network management. This program serves as a central hub for government data and 

information coordination and as a benchmark for the effectiveness of digital-based public 

service delivery. 
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Furthermore, Manado Mayor Regulation Number 31 of 2022 comprehensively 

regulates the Architecture of the Electronic-Based Government System (SPBE), which is 

designed for five years with periodic evaluation mechanisms. The SPBE roadmap covers 

governance, management, services, infrastructure, applications, security, and information 

technology audits. The Office of Communication and Informatics formulates it with 

reference to the National SPBE Roadmap, the Government SPBE Architecture, and the 

Regional Medium-Term Development Plan (RPJMD), and consults relevant ministries to 

ensure alignment with national policies. 

In conclusion, this study finds that the regulation and implementation of e-

government in Manado City have been systematically directed through a clear policy 

framework, the development of public service applications, and the strengthening of SPBE 

infrastructure and governance. This reflects the local government’s strong commitment to 

providing public services that are more modern, transparent, and responsive to community 

needs. 

 

3.2 Discussion 

Regulation of E-Government Development 
The development of the legal framework in Indonesia indicates that the 

transformation of governance toward a more open and responsive system cannot be 

separated from advances in information and communication technology (ICT) [15]. Legal 

modernization through regulations such as the Electronic Information and Transactions Law 

(ITE Law) and its amendments, the Public Information Disclosure Law, the Public Service 

Law, and several other regulations has become an important foundation in ensuring that 

public needs for access to information and public services can be effectively facilitated 

through digital systems [16]. These regulations not only govern information governance but 

also promote efficiency, transparency, and accountability in public administration [17]. 

This dynamic demonstrates that ICT is not merely a supporting tool, but rather a 

strategic infrastructure that serves as a key pillar in achieving modern public service delivery 

[18]. Presidential Instructions related to telematics and e-government development, as well 

as the establishment of the National ICT Council, provide clear policy direction for the 

government to continuously integrate digital innovation into public service provision [19]. 

Nevertheless, ongoing regulatory changes indicate that the government is still seeking the 

most effective and adaptive ICT governance model to address societal needs and future 

challenges [20]. 

Furthermore, analysis of the social context indicates that e-government 

implementation must also take inclusivity into account [21]. Vulnerable groups, such as the 

elderly, often face limitations in accessing digital services due to low levels of technological 

literacy [22]. Demographic trends indicating a growing elderly population require the design 

of more user-friendly electronic services to prevent information access gaps [23]. Efforts to 

develop adaptive service designs are therefore essential to ensure that the digitalization of 

public services does not hinder certain groups from exercising their rights [24]. 

On the other hand, cybersecurity challenges represent a critical issue in e-government 

implementation [25]. Increasingly complex cyberattacks necessitate the strengthening of 
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security systems to protect public data, particularly as digital identity systems and national 

databases become integral components of government administration [26]. Without 

adequate protection, government digitalization may instead create new vulnerabilities that 

threaten state governance [27]. 

In the context of Manado City, the local government has anticipated these challenges 

by developing the Manado Smart City initiative through Mayor Regulation Number 10 of 

2018. This policy serves as a strategic step toward integrating all ICT potential to realize a 

modern city that is efficient, transparent, and oriented toward public service delivery [27]. 

The smart city concept is not limited to the provision of service applications but also involves 

reshaping the governance paradigm toward clean, responsive administration that supports 

the characteristics of an urban society that is tolerant and environmentally conscious [28]. 

Furthermore, the Manado City Government has strengthened its digital 

implementation framework through Mayor Regulation Number 31 of 2022 concerning the 

Electronic-Based Government System (SPBE). This regulation governs the fundamental 

elements of SPBE, including architecture, roadmaps, business processes, data and 

information, applications, infrastructure, security, and services. Such comprehensive 

regulation reflects the seriousness of the local government in preparing systematic, 

measurable, and sustainable government digitalization. The implementation of e-

government in Manado is also reflected in the development of various applications that 

provide direct public services. These applications represent the practical application of 

policies through the direct provision of services and implementation of programs [29]. Thus, 

applications are not merely digital tools but policy instruments that bring the government 

closer to citizens while also serving as indicators of public service effectiveness [30]. 

Overall, this analysis shows that regulation, technology, and public needs are closely 

interconnected in shaping a robust e-government ecosystem. The Manado City Government 

has taken progressive steps by strengthening regulatory aspects, developing public service 

applications, advancing the smart city initiative, and aligning local policies with the national 

SPBE framework. However, successful implementation continues to require attention to 

cybersecurity, user inclusivity, human resource readiness, and consistency in policy updates. 

Through a holistic approach, e-government can become a strategic instrument in realizing 

modern governance that is transparent, efficient, and responsive to societal needs. 

 

4. CONCLUSION 

This study concludes that the implementation of E-Government in Manado City has 

demonstrated significant progress through the integration of various digital services to 

improve the quality of public service delivery. The use of digital technology offers 

substantial opportunities for the city government to deliver services faster, more 

transparently, and more efficiently. However, the implementation of E-Government has not 

yet been fully optimal. This is due to the persistence of technical issues in several 

applications and limitations in human resources that have not yet fully mastered information 

technology. These conditions underscore that infrastructure readiness and human resource 

capacity are key areas that need strengthening. 



                https://doi.org/10.58421/gehu.v5i1.885 

 

742 

From a regulatory perspective, the Manado City Government has established an 

adequate legal foundation through Manado Mayor Regulation Number 10 of 2018 

concerning Manado Smart City and Manado Mayor Regulation Number 31 of 2022 

concerning the Electronic-Based Government System (SPBE). These regulations provide 

clear direction for the development and utilization of E-Government, while also serving as 

legal instruments that ensure protection in the delivery of digital services. The existence of 

the Cerdas Command Center Program further strengthens digital government initiatives by 

functioning as a central hub for information coordination and technology-based service 

control. 

Nevertheless, given the rapid pace of technological development, existing 

regulations need to be continuously updated and adjusted to remain relevant and provide 

adequate legal protection. This study emphasizes that the success of E-Government in 

Manado City requires synergy among improvements in human resource quality, 

enhancements in digital infrastructure, strengthening of security systems, and continuous 

regulatory adjustments. Through these measures, Manado City has the potential to achieve 

modern, effective governance that is increasingly responsive to community needs. 
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