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ABSTRACT 

The digital revolution transforms public administration, notably service delivery efficiency 

and accountability. According to this study, the digital tools and platforms used by 

governments worldwide impact public service delivery efficiency and accountability. This 

study examines how digital technologies like e-governance and data analytics influence 

public sector operations and how organisational culture and leadership might offset these 

effects. A mixed-approaches design employing qualitative and quantitative methods 

achieved research aims. Semi-structured interviews and focus groups with public sector 

workers and others produced qualitative data, while surveys and secondary data analysis 

acquired quantitative data. Thematic analysis was done in NVivo for qualitative data, while 

descriptive statistics, correlation, and regression were done in SPSS for quantitative data. 

Quantitative analysis indicates that digital transformation strongly impacts service 

delivery efficiency (R² = 0.42, F (3, 246) = 15.67, p < 0.001) and accountability (R² = 

0.36, F (3, 246) = 12.29, p < 0.001). Significant predictors of service delivery efficiency 

and accountability include digital transformation (β = 0.45, p < 0.001), organisational 

culture (β = 0.35, p < 0.01), and leadership (β = 0.32, p < 0.05). Qualitative studies 

revealed that automation, real-time data sharing, transparency, and public involvement 

improve efficiency and accountability. This research found that digital transformation 

boosts public administration efficiency and accountability. Implementation needs a 

supportive workplace and good leadership. This study argues that governments should 
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encourage digital adoption, address data privacy concerns, and close the digital divide to 

provide inclusive and equitable digital services. 

Keywords: Accountability, Digital Transformation, E-Governance, Public 

Administration, Service Delivery Efficiency 

INTRODUCTION 

The integration of digital technology has become crucial in determining the 

effectiveness and responsibility of public service delivery in the contemporary day 

(Latupeirissa et al., 2024; Pittaway & Montazemi, 2020). Given the growing use of 

digital technologies by governments worldwide to optimize operations and improve 

service delivery, it is crucial to comprehend the effects of these developments on 

public administration and management (Meitasari et al., 2023; Wahdan et al., 

2025). This study examines the consequences of digital transformation on the 

public sector, including how these developments might enhance the efficiency and 

accountability of service delivery. In response to the increasing need for 

transparency, quicker service delivery, and cost-effective management within 

public administration, the transition to digital governance is a trend and a required 

development. 

The significance of this subject resides in the increasing dependence on 

digital technologies and platforms by governmental organizations to fulfil people's 

demands. The use of digital technology in the provision of public services can 

revolutionize the functioning of governments, resulting in substantial 

enhancements in effectiveness and responsibility (Idrus et al., 2024). According to 

Din (2025), digitizing public services has become a fundamental aspect of 

contemporary government, stimulating innovation and promoting increased 

involvement of citizens. Nevertheless, this shift also presents obstacles, including 

problems related to data protection, the disparity in access to digital resources, and 

the need for public sector personnel to acquire new professional competencies. 

Effectively tackling these issues is essential for fully achieving the advantages of 

digital transformation in public administration. 

The study aims to contribute to understanding how the digital revolution is 

transforming public administration, especially in improving service delivery and 

accountability. The analysis scrutinized many case studies and empirical data to 

emphasize the achievements and obstacles encountered by diverse administrations 

in adopting digital solutions. Through this investigation, the study aims to 

contribute to the broader discussion on public sector reform and provide practical 

policy suggestions. Having a comprehensive grasp of the dynamics of digital 

transformation enables public administrators to effectively traverse the intricacies 

of contemporary governance and use technology to enhance the results of public 

services. The primary focus of this study is to elucidate the correlation between 

digital transformation and accountability within the realm of public administration. 

Digital governance has revealed novel methods for ensuring openness and 
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accountability, including open data policies and digital feedback platforms. Vargas-

Murillo et al. (2024) argue that these technologies enable individuals to ensure 

greater accountability of their governments, therefore promoting a more inclusive 

and responsive public sector. Nevertheless, the efficacy of these systems relies on 

the efficient integration into current governance structures and their accessibility to 

all individuals, irrespective of their level of digital literacy or technological 

resources. 

Moreover, the study underscored the pivotal role of leadership and 

organizational culture in facilitating effective digital transformation in the public 

sector. Adie et al. (2024) argue that the success of digital projects largely depends 

on the willingness of public sector executives to embrace change and foster a 

culture of innovation within their organizations. This involves allocating resources 

towards the necessary infrastructure, training, and support systems needed to 

empower public personnel in effectively leveraging emerging technology. The 

study examined the importance of leadership in overcoming resistance to change 

and ensuring the long-term viability of digital transformation initiatives, 

empowering the audience with the knowledge of how to navigate these challenges. 

The present study underscored the necessity of adopting a comprehensive 

strategy for digital transformation within the realm of public administration. While 

technology is crucial, it is not the sole determinant of the success of digital projects. 

To maximize the benefits of digital transformation, the study will argue that a 

holistic approach encompassing organizational change, capacity development, and 

stakeholder involvement is essential. As Anbu (2023) suggest, a comprehensive 

strategy ensures the successful integration of digital technologies into public 

administration processes, leading to lasting improvements in service provision and 

accountability. This study aims to enhance understanding of how digital 

transformation can be harnessed to establish more effective, responsible, and 

adaptable public sector organizations by addressing these critical aspects, thereby 

preparing the audience for the complexities of digital transformation.   

Although public administration has increasingly embraced digital 

technology, there still needs to be more knowledge on how these innovations 

directly impact the effectiveness and responsibility of public service delivery 

(Mittal, 2020). Therefore, digital transformation has the potential to improve 

transparency and optimize business operations, several public sector organizations 

need help in successfully incorporating new technologies into their current systems. 

Concerns about data privacy further intensify this complexity, the disparity in 

access to digital resources, and the need to enhance the skills of public sector 

personnel (Lopes et al., 2023). Moreover, there is a need for more empirical data 

about the enduring effects of digital transformation on public administration, 

especially in specific socio-economic settings. Insufficient comprehension of these 

processes exposes governments to the possibility of allocating resources to digital 

projects that may not accomplish their objectives ultimately, resulting in 
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inefficiencies, higher expenses, and a possible decline in public confidence 

(Hanisch et al., 2023; Nasution et al., 2025). 

The significance of this research lies in its capacity to fill a crucial need in the 

existing body of knowledge on digital transformation in public administration. 

Specifically, it concentrates on the effects of digital transformation on the efficiency 

and accountability of service operations. Examining this subject, the research offers 

significant perspectives for policymakers, public administrators, and academics 

engaged in or researching the integration of digital technology in the public sector. 

To ensure that public sector digital transformation activities align with the 

objectives of increasing service delivery and strengthening accountability, the 

results of this research may lead to more effective digital strategies. Moreover, this 

study emphasizes the need to consider socio-economic variables, organizational 

culture, and leadership to succeed in digital strategy. It provides a thorough 

framework for public sector organizations that want to effectively manage the 

intricacies of digital transformation (David et al., 2025; Maolani, 2023). In 

conclusion, this research adds to the broader discussion on public sector reform and 

advocates for establishing more responsive, transparent, and efficient government 

institutions. 

This research is guided by the central question: How does digital 

transformation impact the efficiency and accountability of public service delivery 

in contemporary public administration? This inquiry investigates the correlation 

between the adoption of digital technologies and performance outcomes within 

public sector organizations, focusing on the dual objectives of enhancing 

operational efficiency and strengthening public accountability. To empirically 

examine this relationship, the study tests the following hypothesis: digital 

transformation in public administration significantly enhances the efficiency of 

service delivery and improves accountability to the public (H1), against the null 

hypothesis (H0) that it has no significant impact. The validation of this hypothesis 

will determine whether the integration of digital tools leads to more streamlined 

procedures and greater governmental transparency (Krasnykov et al., 2024; 

Saldanha et al., 2022). 

The conceptual framework structuring this inquiry posits digital 

transformation as the independent variable, comprising elements such as e-

governance platforms, data analytics, and digital citizen engagement tools. The 

dependent variables are service delivery efficiency—referring to the timeliness and 

effectiveness of services—and accountability, pertaining to institutional 

transparency and responsiveness. This relationship is not direct but is moderated by 

contextual variables including organizational culture, leadership support, and socio-

economic factors, which can significantly influence the success of digital initiatives 

(Din, 2025; Hanisch et al., 2023). This framework provides a structure for analyzing 

how digital transformation, under specific conditions, drives improvements in 

public service outcomes. 
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LITERATURE REVIEW 

The Role of ECE in Child Development   

Digital transformation in public administration is using digital technology in 

government activities to improve efficient, transparent, and accountable processes. 

This notion encompasses technologies such as e-governance platforms, big data 

analytics, and online service delivery systems, which have progressively become 

essential to contemporary public administration. The historical origins of the 

transition to digital governance may be attributed to the latter part of the 20th 

century when governments started embracing information and communication 

technology (ICT) to streamline the public sector. The acceleration of the digital 

revolution occurred throughout the early 21st century, primarily motivated by the 

need to fulfil increasing public demands for expedited and more open government 

services (Hanisch et al., 2023). Although much progress has been achieved, there 

remain notable obstacles and deficiencies in comprehending the effects of digital 

transformation on the effectiveness and responsibility of public service provision, 

especially in diverse socio-economic and cultural settings. Scholarly investigations 

on digital transformation in public administration may be categorized into several 

main topics: 

1. The effects on the efficiency of service delivery 

2. The significance of accountability 

3. The impact of organizational culture and leadership 

4. The socio-economic aspects influencing the adoption of digital 

technologies 

Research conducted by Frinaldi et al. (2024) has concentrated on how digital 

technologies optimize service delivery methodologies, resulting in enhanced 

efficiency. Another study conducted by Maolani (2023) highlights the significance 

Figure 1 Conceptual Framework 

Source: Author’s Analysis 
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of digital transformation in improving government accountability by promoting 

more openness and public participation. Furthermore, the moderating influence of 

organizational culture and leadership on the effectiveness of digital projects (David 

et al., 2025). Concurrently, Anbu (2023) investigate the socio-economic obstacles 

to adopting digital technologies in various settings. These topics give a thorough 

comprehension of the forces that impact the digital transformation process in public 

administration. Scholarly investigations have made substantial contributions to 

comprehending the influence of digital transformation on the provision of public 

services. The use of digital technologies in government dramatically enhances the 

effectiveness of service provision by automating repetitive activities and facilitating 

instantaneous data exchange across different departments (Din, 2025). This study 

is essential in illustrating the tangible advantages of digital transformation for 

enhancing efficiency in the public sector. Furthermore, Vargas-Murillo et al. (2024) 

demonstrated that digital transformation improves accountability by giving 

individuals the capacity to get government data and facilitating increased public 

involvement in decision-making procedures. Nevertheless, these studies also 

emphasize complexities, such as the need for solid data protection protocols and the 

potential to worsen the digital divide. 

Although research has made significant progress, there are still 

methodological deficiencies and gaps in the existing literature that need attention. 

One significant deficiency is the absence of longitudinal research that investigates 

the enduring effects of the digital revolution on public administration. The majority 

of current research, like the study conducted by Hanisch et al. (2023), focuses on 

immediate results, which may not include the whole consequences of digital 

projects. Another crucial area that requires attention is the need for further cross-

cultural research to investigate the impact of digital transformation on public 

administration within diverse socio-economic and cultural settings. This deficiency 

is especially striking in the little study on emerging nations, where the obstacles to 

digital integration are more prominent. Addressing these gaps will be crucial to 

ensure a comprehensive understanding of the impact of digital transformation on 

public administration. 

It is impossible to emphasize the enormous contributions of necessary 

research to the body of knowledge on digital transformation in public 

administration. The study conducted by Anbu (2023) offers a thorough framework 

for comprehending the socio-economic dimensions that impact the adoption of 

digital technologies in the public sector. Their research has played a crucial role in 

emphasizing the need to overcome these obstacles to guarantee the effectiveness of 

digital projects. Furthermore, the influence of organizational culture and leadership 

has yielded significant findings about the internal elements that may either facilitate 

or impede the success of digital transformation (David et al., 2025). The 

contributions above have significantly enhanced the comprehension of the 
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intricacies associated with digital governance and have advised policy choices in 

diverse settings. 

Even with the considerable advancements in this domain, certain regions still 

need more investigation. An essential area of focus is the need for more 

investigation into the influence of digital transformation on fairness and inclusivity 

in the provision of public services. The current body of research has been 

concentrated on efficiency and accountability, with little investigation into the 

potential of digital technologies to either mitigate or worsen disparities in the 

availability of government services. Furthermore, it is essential to investigate the 

ethical ramifications of digital transformation, particularly regarding protecting 

data privacy and security. With the rising dependence of governments on digital 

methodologies for data collection and analysis, it is essential to guarantee that these 

procedures do not violate the rights of individuals or contribute to excessive 

monitoring. It will be necessary to address these deficiencies to ensure that digital 

transformation results in fairer and more ethical public administration procedures. 

RESEARCH METHODOLOGY 

This study utilized a mixed-methods research design to facilitate a 

comprehensive analysis of digital transformation's impact on public service 

efficiency and accountability. The integration of qualitative and quantitative 

approaches enabled data triangulation, strengthening the validity of the findings 

through cross-validation from multiple sources (Creswell & Clark, 2017; Creswell 

& Creswell, 2023). 

Data collection involved distinct strategies for each methodological 

component. Qualitative data were gathered through semi-structured interviews with 

25 key stakeholders in public administration, including policymakers, IT managers, 

and frontline service personnel, to explore their direct experiences with digital 

initiatives. Furthermore, four focus group discussions were conducted with citizens 

to capture their perspectives on digital service delivery. Quantitatively, a survey 

was administered to a broader sample of 300 public sector employees and citizens. 

This was supplemented by an analysis of secondary data from government 

performance reports and statistical archives to quantify performance metrics before 

and after digital transformation projects. A purposive sampling technique was 

applied to select information-rich participants for the qualitative phase, while a 

stratified random sampling method ensured the survey sample was representative 

of various organizational tiers and socio-demographic backgrounds (Palinkas et al., 

2015). 

For data analysis, qualitative data from transcripts were subjected to a 

systematic thematic analysis using NVivo software. This process involved coding 

the data to identify, analyze, and report recurring patterns and themes pertinent to 

the research objectives (Braun & Clarke, 2006). The quantitative data from surveys 

and secondary sources were analyzed using SPSS software (Version 28). The 
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analysis employed descriptive statistics to summarize the data, followed by 

correlation and regression analyses to examine the relationships between the extent 

of digital transformation and the outcome variables of efficiency and accountability. 

Throughout the research process, stringent ethical protocols were observed. 

Informed consent was obtained from all participants, data were anonymized to 

ensure confidentiality, and the study protocol received full approval from the 

institutional ethics review board. 

RESULT AND DISCUSSION 

The analysis of qualitative data, derived from interviews and focus groups 

and processed through NVivo software, yielded two principal themes concerning 

the impact of digital transformation. The first theme, Improved Service Delivery 

Efficiency, was characterized by codes of automation and real-time data sharing. 

Participants consistently reported that the automation of routine, manual tasks 

significantly accelerated processing times and reduced errors. As one IT Manager 

(2024) noted, “The automation of our data entry processes has reduced errors and 

allowed us to serve citizens more quickly.” Furthermore, the implementation of 

digital tools facilitated real-time data sharing across departments, which minimized 

bureaucratic delays and improved inter-departmental coordination. A Public Sector 

Employee (2024) confirmed this, stating, “With real-time data access, we're able to 

coordinate with other departments without the usual bureaucratic delays.” 

The second major theme, Enhanced Accountability, emerged from codes 

related to increased transparency and citizen engagement. Participants indicated 

that digital platforms, particularly online portals and open data initiatives, provided 

citizens with unprecedented access to information, thereby making governmental 

operations more transparent. A Focus Group Participant (2024) observed, “The new 

online portal allows citizens to track the progress of their requests, which has made 

our work more transparent.” Concurrently, the adoption of digital feedback systems 

created formal channels for citizen input, obligating public agencies to respond to 

concerns within specified timeframes and fostering a greater sense of 

accountability. A Public Administrator (2024) elaborated, “We now have a 

dedicated online feedback system that citizens use to voice their concerns, and we 

are required to address these within a set timeframe.” The credibility of these 

thematic findings was strengthened through member checking with participants and 

triangulation with extant literature. 

Table 1 Descriptive Statistics 

 

Service 

Delivery 

Efficiency 

Score 

Accountability 

Score 

Digital 

Transformation 

Score 

Organisational 

Culture Score 

Leadership 

Score 

Count 250 250 250 250 250 

Mean 4.24 3.78 4.11 4.11 4.01 
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Service 

Delivery 

Efficiency 

Score 

Accountability 

Score 

Digital 

Transformation 

Score 

Organisational 

Culture Score 

Leadership 

Score 

Standard 

Deviation 

 

0.5 

 

0.59 

 

0.65 

 

0.51 

 

0.63 

Minimum 2.8 2.08 2.47 2.71 2.44 

25% 3.94 3.4 3.64 3.79 3.6 

50% 4.26 3.79 4.12 4.12 4.03 

75% 4.57 4.19 4.57 4.42 4.39 

Maximum 5.72 5.59 6.19 5.62 5.71 

Source: Author’s Analysis 

 

Figure 2 Digital Transformation vs. Service Delivery Efficiency 

Source: Author’s Analysis 

Quantitatively, survey data from 250 respondents (150 public sector 

employees and 100 citizens) were analyzed using SPSS. Descriptive statistics 

revealed generally positive perceptions, with a mean Service Delivery Efficiency 

score of 4.24 (SD = 0.5) and a mean Accountability score of 3.78 (SD = 0.59) on 

their respective scales (Table 1). 
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A Pearson correlation analysis identified a strong positive relationship 

between digital transformation and service delivery efficiency (r = 0.65, p < 0.01) 

and a moderate positive relationship with accountability (r = 0.58, p < 0.01). To 

further investigate these relationships, a multiple regression analysis was 

conducted, controlling for organizational culture and leadership. 

  

Figure 4 Distribution of Service Delivery Efficiency and Accountability 

Source: Author’s Analysis 

Figure 3 Correlation Analysis Graph 

Source: Author’s Analysis 
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Table 2 Regression Analysis 

Dependent 

Variable 
R2 

F-Statistic 

(df) 

p-

Value 
Significant Predictors 

Service Delivery 

Efficiency 

 

0.42 

 

F (3, 246) 

= 15.67 

 

p < 

0.001 

Digital Transformation (β = 0.45, p 

< 0.001), 

Organizational Culture (β = 0.35, p 

< 0.01) 

 

Accountability 

 

0.36 

 

F (3, 246) 

= 12.29 

 

p < 

0.001 

Digital Transformation (β = 0.40, p 

< 0.001), Leadership (β = 0.32, p < 

0.05) 

Source: Author’s Analysis 

The model for service delivery efficiency was significant (R² = 0.42, F(3, 246) 

= 15.67, p < 0.001), with digital transformation (β = 0.45, p < 0.001) and 

organizational culture (β = 0.35, p < 0.01) as significant predictors. Similarly, the 

model for accountability was also significant (R² = 0.36, F(3, 246) = 12.29, p < 

0.001), with digital transformation (β = 0.40, p < 0.001) and leadership (β = 0.32, p 

< 0.05) as significant predictors (Table 2). The reliability of the survey instrument 

was confirmed, with the scales for service delivery efficiency (α = 0.83) and 

accountability (α = 0.79) demonstrating high internal consistency. 

The integrated interpretation of these findings confirms that digital 

transformation exerts a significant and positive influence on both service delivery 

efficiency and accountability in public administration. The qualitative data provide 

a granular understanding of the mechanisms—namely, process automation and 

real-time data sharing for efficiency, and transparency platforms and citizen 

feedback loops for accountability. The quantitative results robustly corroborate 

these insights, demonstrating not only significant correlations but also the 

predictive power of digital transformation, thereby substantiating hypothesis H1. 

These findings align with the work of Din (2025), who documented similar 

efficiency gains from digital tools, and Vargas-Murillo et al. (2024), who 

emphasized the capacity of digital platforms to bolster accountability. The 

identification of organizational culture and leadership as significant moderating 

variables underscores that technological adoption is not sufficient on its own; its 

success is contingent upon supportive organizational structures. While this study 

provides compelling evidence, future research should pursue cross-cultural and 

longitudinal studies to elucidate the long-term and globally contextualized 

implications of digital transformation in the public sector. 
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CONCLUSION 

The research highlights the substantial impact of digital transformation on 

public service delivery efficiency and accountability within public administration. 

Public sector organisations can streamline processes, reduce service delivery times, 

and enhance transparency by leveraging digital tools such as e-governance 

platforms, data analytics, and citizen feedback systems. The study emphasises that 

the effectiveness of digital transformation in predicting service delivery efficiency 

and accountability is influenced by organisational culture and leadership. 

Specifically, the research underscores the importance of a supportive organisational 

culture and strong leadership in fostering innovation and adaptability to adopt 

digital technologies successfully. Additionally, the study acknowledges that while 

digital transformation offers significant benefits, it also introduces challenges, such 

as the need for robust data privacy measures and addressing the digital divide to 

ensure equitable access to digital services. Overall, this research addresses critical 

gaps in the existing literature and provides empirical evidence on the role of digital 

transformation in modernising public administration, emphasising the necessity for 

future studies to explore long-term impacts and cross-cultural contexts. 
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