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Abstract: Research trust in e-government has increased through the decades. Trust in
e-government is an important instrument for citizens who intend to use digital services. The
aim of this research is to measure and provide an overview of how the level of people trust
Jakarta Kini super-application as an e-Government in DKI Jakarta. This study uses a factor
score analysis with the Mplus program and OECD method to characterize the trust level of
the valid instruments SRMR, CFI, and TLI values. The pre-test results on the validity and
reliability of Confirmatory Factor Analysis (CFA) with 1687 respondents. The results of this
study indicate that the level of trust of the people in DKI Jakarta is in the medium to high
category. It was found based on the factor score value in accordance with the average level
of trust in the DKI Jakarta Provincial Government, which was 7.5 out of 10, with a scale of
1 indicating no trust at all, to a scale of 10 indicating full trust from the entire population.
This level belongs to the medium to full trust level category. The lesson learned is that the
government must take action to increase trust, such as identifying factors affecting the public
use of the Jakarta Kini super-application. This study provides a discussion of the findings,
and limitations and further proposes potential directions for future research.
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Introduction

DKI Jakarta, as an urban area in Indonesia, has diverse ethnicities, religions and
cultures. Farlina (2012) stated that the history of DKI Jakarta makes a trade and
technology area that affects urbanization. The high urbanization and mobility rate
has caused the swift flow of information in the people of DKI Jakarta. To overcome
the swift flow of information, in 2020 the Indonesian government through the
Ministry of Communication and Information is promoting the six basic Smart City
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pillars, namely: Smart Governance, Smart Branding, Smart Economy, Smart
Society, Smart Environment and Smart Living, to achieve the vision of integrating
information and communication technology in city management in DKI Jakarta. One
of e-government services in DKI Jakarta is the Jakarta Kini super-application.
JAKI (Jakarta Kini) was developed as a super-application by the DKI Jakarta
provincial government in September 2019. It plays an important role in one stop
service, mobile first, integration and citizen-oriented. JAKI integrates various
services belonging to the Local Government, Central Government, and Business
Actors (such as start-up) into one digital platform. The digital platform continues to
be carried out to the Covid-19 case with the issuance of DKI Jakarta Regulations,
namely Number 2 of 2020 concerning Corona Virus Disease 2019 Mitigation,
Number 3 of 2021 concerning Implementation Regulations and Governor and
Instruction Number 28 of 2021 concerning Accelerating the Implementation of
Digital Transformation in DKI Jakarta. This is a new normal era solution and one of
the government's strategies in minimizing the spread of the virus with Large-Scale
Social Restrictions (PSBB).

However, despite the convenience of using the JAKI super-application, the success
of JAKI is not without its flaws. Based on information about users of super-
application JAKI (Jakarta Kini) from Jakarta Smart City (November 24, 2021), it is
known that approximately 2,640,745 users have downloaded this application, with
active users at 51,842 users, or only 1.96% of the total all users actively use the JAKI
super-application (Jakarta.go.id, accessed November 24, 2021, at 10:00). The
number of downloaders does not mean that there are many active users of the
application. According to Sari (2021), the imbalance between the number of
downloaders and the number of active users is due to the less effective
communication of the DKI Jakarta Provincial Government regarding the usefulness
of JAKI.

According to Pritchard (2017), one possible way to retain e-Government service
users is through Trust. Lack of trust can be a failure of e-Government (Lee & Levy,
2014). These problems arise in society not without reason given the unique open and
impersonal nature of the internet which has an impact on e-Government that
supposedly has the potential to increase transparency, responsiveness and
government accountability (Bélanger & Carter, 2008).

Based on these factual problems, the JAKI super-application has not yet reached the
maximum level in the aspect of trust even though the JAKI application has reached
the level of success of the e-Government system (Andriyanto et al., 2021). To find
out the condition of the trust, researchers will measure the quality of the JAKI
application through the opinions of the public by conducting a survey. According to
Erumban & de Jong (2006), the decision to adopt e-Government is subjective,
depending on the attitude of local people to organizations. Therefore, this article will
perform the research level of trust in e-government “Jakarta Kini super-application”
in DKI Jakarta, as capital city of Indonesia. The author is interested in further
research related to how is the level of trust in Jakarta Kini super-application in DKI
Jakarta?
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1. Literature Review

E-government is one of the technologies to improve government operations by
covering three services, namely e-service, e-administration, and e-participation
(Curtin, 2007). According to Grigalashvili (2022), the definition of e-Government
refers to the United Nation, namely "Online government services" being the
electronic exchange of information and services with citizens, businesses and other
government devices. By this definition, the e-Government process uses technology,
information, and communication to simplify the government to achieve public goals
in a digital way, to achieve common goals of e-Government, the government
agencies. The government needs to build trust that can increase users of the JAKI
super-application. The failure occurred in developed countries was caused by a lack
of trust even though they spent a lot of capital to build e-Government (Holmes,
2001).

The concept of trust has been studied in the fields of social science, business,
philosophy, and psychology which later became an important issue in the field of
Administrative Science. Research conducted by Avgerou et al. (2009) states that
trust in e-Government focuses on the work of technology, information and
communication carried out by government agencies in delivering services (Bélanger
& Carter, 2005). Trust can reduce uncertainty, social complexity, moral violence,
vulnerability and can help reduce transaction costs as a form of efficiency. In other
words, trust is an important part of motivating others and it is necessary to avoid
actions that violate trust in order to achieve common goals.

Research trust in e-government has increased through the decades and has received
scholarly attention (Carter & Bélanger, 2005; Ho, 2002; Layne & Lee, 2001). Unlike
other research, e-government issues reveal a modern study to attract various
disciplines’ attention; in professional and government as well as to citizen revenue
(Albesher & Stone, 2016; Al-Shafi & Weerakkody, 2009; Norris, 2010); to enhance
democracy and to process modernization (Fang, 2002). Furthermore, e-government
researches are important for assessing citizen trust through the adoption of digital
services (Alharbi & Kang, 2014; Alsmadi & Abu-Shanab, 2016; Gupta et al., 2016).
The concept of trust is defined in Administrative Sciences as a central element of
social interaction that affects the degree and form of interaction in society. The
concept of trust can also be believed to be a characteristic of a person that reflects
the expectation of credibility from the influence of others (Paliszkiewicz & Chen,
2021; Rotter, 1967; Mayer, 1995). Thus, trust can be considered as the fundamental
success of a relationship, since it can fulfill many roles and refers to many functions,
and thus offers various benefits (Sankowska, 2011), such as increasing loyalty
(Vlachos et al., 2009) and achieving common goals (Czakon, 2007). From these
various definitions, trust is a process of social interaction that produces confidence
to take action as the basis for organizational success.

Related to the concept of trust in e-government, there are certain aspects of trust in
e-government; for example, lack of trust in e-government services transactions
(Welch et al., 2005), e-government as an accountable, transparent, and responsive
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system (Holden et al., 2003; Tolbert & Mossberger, 2006). Also, the scope of this
research is limited to certain aspects of cybersecurity factors in e-government (K. J.
Smith et al., 2021).

Based on that consideration, it is understandable to identify the condition of trust in
Jakarta Kini super-application as e-Government, especially in developing countries
like Indonesia. According to Ordiyasa (2015) and Heeks (2005), the lack of public
knowledge regarding the targets and benefits of e-Government is based on the
culture of people who do not understand the current situation. Therefore, there is a
potential for e-Government failure in achieving its main target (UNDESA, 2001).
Therefore, the failure that occurs in developing countries like Indonesia, is not just a
matter of technological factors, but there is still a gap between the realities that
contemporary society is facing.

2. Research Method

This is gquantitative research to test hypotheses and validate a theory. The main
source is the questionnaire to analyze the state of trust level in DKI Jakarta with
factor scores using the M-Plus program and descriptive analysis techniques. The
subjects in this study were 1687 respondents from 10,609,680 based on Statistics
Center DKI Jakarta (2021), consisting of citizens and public servants of the DKI
Jakarta. Non-parametric data from this population data. The target sample population
that meets the criteria is (1) at least 18 years old, (2) have used or is still using the
JAKI super-application in the past year. The minimum number of samples is

determined by the Slovin formula n = 1+NTez The sample was 399.98 =~ 400 for

citizens and 397.3 = 398 for public servants of DKI Jakarta with a 95% confidence
level. The sample division is based on the city/district for the DKI citizen sample
group, while the public servants are divided based on their position including staff,
functional, and the echelon level II, Il1, and IV which shows representation. The
sampling technique was carried out by non-probability sampling, i.e. purposive
sampling. The profile of respondents is presented in Table 1.

Table 1. Respondents’ Profiles

Category Percentage
Gender Male 54.36%
Female 45.64%
Birth Year Gen-Z 0.30%
Millennial 36.10%
Gen-X 35.68%
Baby Boomers 27.92%
Domicile West Jakarta 8.00%
Central Jakarta 3.68%
South Jakarta 68.35%
East Jakarta 8.54%
North Jakarta 5.33%
N
81
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Category Percentage
Kepulauan Seribu 0.36%
Outside DKI Jakarta 5.75%
Internet Experience <3 Years 30.05%
3- 10 Years 43.75%
> 10 Years 26.20%
Education Primary Education 15.17%
Secondary Education 52.82%
Upper Education 32.01%
Occupation Public Servants
Structural 13.89%
Functional 58.33%
Staff 27.78%
Citizens
Own Business 15.01%
Laborer/Employee 50.37%
Non-agricultural Freelancers 2.79%
Not in the labor force 31.83%
Income per month Low (< Rp1.000.000) 17.19%
Medium (Rp1.000.000 — Rp3.000.000) 18.73%
High (Rp3.000.000 — Rp5.000.000) 43.75%
Very high (> Rp5.000.000) 20.33%

Source: Authors’ contribution

Furthermore, the research questionnaire was close-ended using a5 Likert scale based
on research (Alowisheq et al., 2017; Colesca, 2009; Li & Xue, 2021; OECD, 2016)
stating that trust is the belief of a person in relation to an institution will act
consistently with positive expectations of what they have done. It was tested as a
pre-survey condition using the Confirmatory Factor Analysis method to test the
validity and reliability of the instrument with Mplus program. In the guide to
measuring trust published according to the OECD method, trust levels can answer
whether trust in the population is low or high (OECD Comparative Study, 2016).
They also mention that the level can be indicated by the frequency of the category,
the proportion of a threshold, or the central tendency value. Calculation factor scores
with the Mplus program with the type of score used is the summation of raw scores,
since using raw scores leads to underestimation (Radde, 2015). The
operationalization of concept used in this study is Individual Behavior (IB), Service
(S), Transaction (T), and Content (C) shows = 195.662; p-value <0.05, RMSEA =
0.065 [90% C.I. 0.054 - 0.076; prob.: 0.014], CFI = 0.980, and TLI = 0.975. The
model fit indices from the criteria RMSEA, CFI, TLI, and SRMR are classified as
fit.

To facilitate the study, the researcher decided to divide it into three categories: low,
medium, and high. The cut-off point of each category was based on the mean and
standard deviation of the normal curve. The categorization of trust levels are low
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when X < X —1SD, medium when X — 1SD < X < X + 15D, and high when
X > X + 1SD. Where X is the individual factor score, X is the mean of factor scores,
and SD is the standard deviation of factor scores. The normal curve is a frequency
distribution that is bell-shaped and symmetrical (Crocker & Algina, 1986).
Furthermore, the chi-square test of independence is one of the non-parametric
statistical tests that is often used to test hypotheses on two categorical variables. The
chi-square test of independence not only provides information about the differences
observed, but also provides detailed information about which categories explain the
differences found. The chi-square test of independence was used to identify the
relationship between the categorization of trust levels and the citizen domicile
category or the public servant’s position category.

3. Result and Discussion

Data analysis is divided into three stages. The first stage is the validity and reliability
test of the instrument. The second stage is the factor score test to get the trust level
and the third stage is the chi-square test of independence. In this study, researchers
conducted an online survey with Google Formto 1,687 JAKI super-application users
with details of 468 participants of public servants and 1,219 participants of citizens
in DK Jakarta to examine the use of these services based on the categories of gender,
age, occupation, public servants position, monthly income, internet experience, latest
education and domicile of participants. The respondent’s profile is listed in Table 1.

3.1. Confirmatory Factor Analysis for Validity and Reliability Tests

In the first order, validity test results consisting of 23 valid items can be used to
determine trust conditions, namely the Individual Behaviour (IB), Service (S),
Transaction (T), and Content (C) factors show = 1117.863; p-value <0.05, RMSEA
=0.099 [90% C.I. 0.094 - 0.105; prob.: 0], CFI = 0.911, TLI = 0.900, and SRMR =
0.055. The model fit index from the X2, RMSEA, and CFI criteria is classified as
not fit. It means these items show valid, but the e-Government trust condition model
does not fit. Based on this, the second-order model was modified by eliminating nine
items to get a model with CFI and SRMR fit.

The value of factor loadings on the 23 items is valid, but the trust in the e-
Government model does not fit. Based on this, the second-order model was modified
by eliminating nine items to obtain a model with CFI and SRMR fit according
to Table 2.

Table 2. Second order model of public trust in e-government

Second order model of trust condition
Chi-square Value 195.662

p-value 0 Non fit
RMSEA Estimate 0.065 Fit
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Second order model of trust condition

90% C.I 0.054 - 0.076 Non fit

Prob. 0.014 Non fit
CFI 0.98 Fit
TLI 0.975 Fit
SRMR 0.024 Fit

Source: Authors’ contribution

The results of the second order validity test, consisting of 14 valid items used
to measure trust in e-Government conditions, namely the Individual Behaviour (1B),
Service (S), Transaction (T), and Content (C) factors, show = 195.662; p-value <
0.05, RMSEA = 0.065 [90% C.l. 0.054 - 0.076; probability: 0.014], CFI = 0.980,
and TLI = 0.975. The model fit indices from the estimation criteria RMSEA, CFlI,
TLI, and SRMR are classified as fit.

Table 3. Factor loading trust in e-government condition
Itemn Factor Loading S.E. T ';l;i,\llgc_i Description
IB S T Cl P value
IB1 | 0.784 0.024 |33312 |0 Valid
IB2 | 0.812 0.022 37326 |0 Valid
IB5 | 0.679 0.03 22272 |0 Valid
S2 0.903 0.01 88.024 |0 Valid
S3 0.901 0.01 86.733 | 0 Valid
S4 0.945 0.007 | 141919 | 0 Valid
S5 0.932 0.008 |120.121 |0 Valid
T1 0.853 0.016 |52.043 |0 Valid
T2 0.852 0.016 |51.845 |0 Valid
T3 0.751 0.024 | 31328 |0 Valid
C2 0.837 | 0.016 |52.193 |0 Valid
C3 0.941 | 0.007 | 130.787 | 0 Valid
C4 0.93 |0.008 | 115.066 | 0 Valid
C6 0.903 | 0.01 87.069 |0 Valid

Source: Authors’ contribution

Table 3 shows the value of factor loadings on 14 items of trust in e-Government
conditions. These items indicate validity and model fit. Thus, the factor model of
trust in e-Government conditions with four factors and 14 items is acceptable and
significantly measures trust in e-Government conditions.
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Figure 1. Trust in e-government model validity test results
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Figure 1 shows the results of the second-order trust model for e-Government validity
test results. The second-order model produces a fit model and valid items. The model
consists of 4 factors, namely 1B, S, T, and C. IB factor consists of four items, namely
IB1, IB2, IB5, and S factor consists of four items, namely S2, S3, S4, and S5. The T
factor consists of three items, namely T1, T2, and T3, and the C factor consists of
four items, namely C2, C3, C4, and C6.

Then, in this research, the reliability test is used to calculate Cronbach’s Alpha
coefficient. The alpha coefficient can also be used to determine if the scale used is
reliable. If the alpha coefficient is above 0.6, the scale shows an acceptable level of
reliability (Moss et al., 1998; Zalma et al., 2015). This study uses the alpha
coefficient range referring to Hinton et al. (2014) for the interpretation, namely: 0.90
is Excellent reliability, 0.7 - 0.90 is High reliability, 0.5 - 0.70 is Moderate reliability
and < 0.50 is for the Low reliability category.
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Table 4. Reliability Test of Trust of e-Government Condition

Scale Alpha Coefficient Category

Trust Condition 0.966 Excellent reliability
Individual Behaviour 0.792 High reliability
Service 0.956 Excellent reliability
Transaction 0.856 High reliability
Content 0.943 Excellent reliability

Source: Authors’ contribution

The results of the reliability test in Table 4 show that the trust in the e-Government
condition scale used has two alpha coefficient trust conditions that fall into the high-
reliability category, such as Individual Behaviour (IB) and Transactions (T). For the
other two trust conditions, the alpha coefficient falls into the excellent reliability
category, namely Service (S) and Content (C). Thus, the scale used shows acceptable
reliability and can be used. As long as the scale used is valid to measure the intended
construct, the high and low alpha coefficients are not a problem (Nunnally
& Bernstein, 1994; Schmitt, 1996). A demonstrably valid scale is certainly reliable,
but a reliable scale is not necessarily valid for measuring a construct (Miller, 1995).
This shows that the questionnaire is a reliable measurement tool (Colesca, 2009).

3.2. Discussion
3.2.1. Analysis of trust in e-government conditions in DKI Jakarta

Figure 2. Histogram of General Factor Score
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After measuring the condition of trust with validity and reliability tests, this study
measures the condition of trust using items that have proven to be valid in the validity
test. The trust score is obtained in a factor score with statistical tests, namely Mean:
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49.40 with median: 49.04, standard deviation (SD): 8.74, lowest value: 22.96, and
the highest value is 59.53 (Figure 2). The mean and median values in the distribution
are different. So the distribution is not symmetrical. If the mean and median have the
same value, the distribution is symmetric (Aron et al., 2013). The mode in this
distribution is at the highest and rightmost point, 59.53. Thus, the trust variable has
a negatively skewed distribution. This distribution has a longer tail on the left and is
centred on the right. This means that the general trust level category falls less in the
low category and most in the medium to high category. Thus, the frequency of the
general trust category based on the high category is 486 (28.81%), the medium
category is 938 (55.60%), and the low category is 263 (15.59%) (Table 5).

Table 5. General Trust Categories
Category High Medium Low

Total 486 (28.81%) 038 (55.60%)  [263 (15.59%)

Source: Authors’ contribution

The general trust category based on the high category is 486 (28.81%), the medium
category is 938 (55.60%), and the low category is 263 (15.59%). The trust category
generally has a high percentage at the medium trust level, then at the high trust level
and finally at the low trust level. Based on Figure 1, it can be seen that the distribution
of the general trust level category is centred on the right, meaning that the general
trust level category is mostly in the medium to high category and has a longer tail on
the left, meaning that the general trust level category is less in the low category. In
conclusion, the general trust category based on the factor score value is in
accordance with the average level of trust in the DKI Jakarta Provincial Government
of 7.5 out of 10, with a scale of 1 indicating no trust at all, to a scale of 10 indicating
full trust from the entire community. This value is in the medium to full trust level.

This is consistent with the chi-square test of independence level of trust in general
and the internet experience has a p-value of 0.182, which is not significant at the
95% level of trust so HO is not rejected, meaning that people's internet experience on
their choice of e-government trust level category is mutually independent. According
to Maggio et al (2001) in (Monggilo, 2016), the internet is inhabited by two groups,
the interacting group, which uses the full capacity of the internet, and the interacted
group, which is proportional to the use of the internet limited to certain choices, so
that the online behaviour of this group cannot be easily influenced. The internet
experience of the people in this study belongs to the interacted group, a group that
does not easily influence their decisions regarding e-Government trust levels (low,
medium, and high). This means that the longer a person uses the internet; the sense
of privacy arises in a person who continues to use the internet. A sense of privacy is
one of the determinants of trust in the e-Government context (Khan et al., 2021), so
people already know the risks of using the internet, especially in relation to data
security. Social media, for example, is the most popular medium to interact and get
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information or news which is more concerned about privacy than other electronic
services (Xin et al., 2012).

Table 6. General Trust Category based on Internet Experience

Category High Medium Low
Internet Less than 3 years 77 (15.19%) 274 (54.04%) 156 (30.77%)
experience  [3 — 10 years 103 (13.96%)  [424 (57.45%) 211 (28.59%)

More than 10 years

83 (18.78%)

240 (54.30%)

119 (26.92%)

Total

263 (15.59%)

938 (55.60%)

486 (28.81%)

Source: Authors’ contribution

Based on the results of the above analysis of trust in e-Government, in general,
individuals consisting of citizens and public servants in DKI Jakarta who have
internet experience trust JAKI as a super application of DKI Jakarta e-Government.
They think JAKI is important because it can fulfil the needs of the community, such
as information sources and has useful functions. Users can monitor different types
of information, such as vaccination lists, vaccination locations, food prices,
transportation and complaint reports in one application. Although they interact
relatively with the internet, the need for JAKI is important.

3.2.2. Analysis of citizen trust in e-government condition

Table 7. Citizen trust category

Category High Medium Low
Citizen |West Jakarta 28 (27.18%) 55 (53.40%) (20 (19.42%)
Central Jakarta 9 (21.95%) |28 (68.29%) 4 (9.76%)

South Jakarta

258 (29.15%)

489 (55.25%)

138 (15.59%)

\West Jakarta

45 (38.79%)

52 (44.83%)

19 (16.38%)

North Jakarta Utara and
Kepulauan Seribu

29 (39.19%)

28 (37.84%)

17 (22.97%)

Total

369 (30.27%)

652 (53.49%)

198 (16.24%)

Source: Authors’ contribution

The condition of citizen trust in each region in DKI Jakarta province has different
levels (Table 7). It explains the first rank is the medium level, the second is a high
level and the last is the low level of trust. These differences are influenced by the
educational level and age condition in each region. And in general, the respondent
sample mostly has a secondary education level and the age is in the millennial to
generation X category.

These results prove that the chi-square test of independence at the level of citizen
trust and citizen domicile in West Jakarta, Central Jakarta, South Jakarta, East
Jakarta, and North Jakarta and Kepulauan Seribu has a p-value of 0.025 significant
at the 95% trust level so reject HO, meaning that there is an independent relationship
between the level of citizen trust and citizen domicile in DKI Jakarta.
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Then for the score results based on the statistical factor score test, the condition of
citizen trust is obtained, namely Mean: 49.43 with median: 49.28, standard deviation
(SD): 8.91, the lowest score: 22.96, and the highest score is 59.53 (Figure 3). The
mean and median values in the distribution are different, so the distribution is not
symmetrical. If the mean and median have the same value, the distribution is
symmetric (Aron et al., 2013). The mode in this distribution is at the highest and
rightmost point, 59.53. Thus, the trust variable has a negatively skewed distribution.
This distribution has a longer tail to the left and is centred on the right, indicating
that the level of citizen trust in e-Government tends to be at a medium to the high
level, and has a low level with a small amount.

Probability

3.2.3. Analysis of public servant’s trust of e-government condition

.

Figure 3. Histogram of citizen factor score

")

Source: Authors’ contribution

Table 8. Public servants trust category

Citizens' factor score

Category High Medium Low

Public |Structural 22 (33.85%) 38 (58.46%) 5 (7.69%)
Servants [Functional 63 (23.08%) 165 (60.44%) 45 (16.48%)
Staff 32 (24.62%) 83 (63.85%) 15 (11.54%)
Total 117 (25%) 286 (61.11%) 65 (13.89%)

Source: Authors’ contribution

For public servants trust conditions, most are in the medium to high category. The
low category was 65 or 13.89%, the medium category was 286 or 61.11%, and the
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high category was 117 or 25%. The condition of public servants’ trust has different
levels for each position. It can be seen in Table 8 that the public servants position
level is divided into several categories, namely, Structural, Functional, and Staff.

The chi-square test of independence between the public servants trust level and the
public servant’s category has a p-value of 0.175, which is not significant at the 95%
trust level, so HO is not rejected. It means there is no relationship between the public
servant’s class category in DKI Jakarta and their choice of e-Government trust level.
However, an interesting phenomenon emerges in the structural ranks, the
classification of the order of public servant’s positions with the highest level of trust
is occupied by the structural ranks. This condition is caused by the level of education
of structural level public servants, at least they have studied at the higher educational
level or university levels and at the structural level of public servants have a low
level of education in the primary and secondary categories. The data on the results
of the respondent survey on the public servants’ trust level research are in Figure 4.

Figure 4. Histogram of public servant factor score
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Source: Authors’ contribution

The trust score of public servants is obtained in trust condition factor score with
statistical tests, namely Mean: 49.32 with median: 48.75, standard deviation (SD):
8.30, lowest value: 23.1, and the highest value is 59.53 (Graphic 3). The mean and
median values in the distribution are different so the distribution is not symmetrical.
If the mean and median have the same value, the distribution is symmetric (Aron et
al., 2013). The mode in this distribution is at the highest and rightmost point, is 59.53.

[90 ADMINISTRATIE SI MANAGEMENT PUBLIC o 40/202%




Do the people of Jakarta Trust Jakarta Kini super-application?

Thus, the trust variable has a negatively skewed distribution. This distribution has a
longer tail on the left and is centred on the right. Nevertheless, the analysis of public
servants’ trust conditions is generally at a medium level tending to a high level,
although there are no significant differences between high and low levels. Therefore,
the condition of trust can change at any time and go to a low level.

4. Conclusions

Based on the variable analysis in this study, the researchers offer conclusions related
to e-Government Trust in DKI Jakarta. All factors in this study, namely domicile,
age, internet experience, occupation, position and level of education of individuals
as individual characteristics that can influence the condition of Trust in
e-Government in DKI Jakarta. The condition of trust is also influenced by
determinant factors such as individual behaviour (IB), services (S), transactions (T)
and content (C). As a result, the study shows a difference in the frequency of trust in
e-Government. The trust level of most citizens and public servants is in the medium
to high trust category and few are in the low trust category. The diverse results of
trust are due to the fact that trust is influenced by factors of internet experience,
occupation, and individual education level as individual characteristics.

First, the internet experience factor, increasing the frequency of access and use of
the internet, will improve understanding of the potential use of the benefits of
technology, especially in obtaining and disseminating information, online
transactions, and interactive communication. Individuals with an average internet
experience (3-10 years) have more knowledge and experience about the internet,
which leads to greater trust in using the internet, and can support a positive impact
for government agencies in trust in e-Government. Second, occupations concerning
activities or activities based on economic values are cited as a factor that can
indirectly influence citizens' trust, particularly towards the government. In contrast
to the level of citizens who are not concerned with the level of income equality, but
are more concerned with the perceived convenience. Third, the level of education is
significantly related to improving the quality of human resources. This means that
the higher an individual's level of education, the more likely it is that he or she can
easily keep up with scientific developments and absorb technological advances.
This is the main challenge for the government in the context of e-Government Trust
conditions, namely the level of education of citizens to participate in e-Government,
which can lead to a gap in the use of information technology between educated and
non-educated citizens (digital divide). Therefore, the government must pay attention
and give additional support to citizens with low education in the development and
equal access to e-Government services. External factors such as the fulfilment of
citizens' needs for DKI Jakarta Provincial Government programs also influence
citizens to believe in e-Government.

Due to the limitations of study, first, as a census, this study used population data, but
the number of returned questionnaires was only 70%, as the questionnaires were
voluntary. Secondly, this trust-related research is limited to individual characteristic
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variables, namely domicile, age, internet experience, occupation, position and
education level of the individual. Other aspects of technology, leadership, culture are
not considered and other variables that may have a major influence on e-Government
trust. Using the Mplus program, the suitability of the research model was determined
based on the factor score and the chi-square test of independence. Other
measurement tools such as OEDC are needed to rank the level of trust (high,
medium, low) and report the level either through the frequency of the category, the
proportion at a threshold, or the central tendency value. Finally, it is necessary to
examine external factors such as meeting the needs of citizens for DKI Jakarta
Provincial Government programs as well as influencing citizens to trust in e-
Government.
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