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Abstract: This study analyzes the accountability of the digital public 

service innovation “Palapa Mojo” through four dimensions: legality and 

honesty, process, program and policy. The aim is to identify the extent 

to which this integrated application applies the principles of 

accountability in public services. The method used is a literature study 

by collecting and analyzing data from various secondary sources related 

to the development and implementation of Palapa Mojo. The results 

show that Palapa Mojo comprehensively reflects the seven doctrines of 

NPM, such as professional management, explicit performance 

standards, focus on output, functional decentralization, competitive 

spirit, adoption of private management styles, and discipline in the use 

of resources. In terms of accountability, this innovation fulfills the four 

dimensions of public accountability: law, process, program, and policy. 

Palapa Mojo has proven to be an efficient and accountable public service 

innovation, successfully transforming services through digital 

integration, self-managed budget savings, increased access and 

transparency, and becoming a best practice model. 

Keywords: Public Accountability; Digital Governance; Palapa Mojo; 

New Public Management; Public Service Innovation. 

Abstrak: Penelitian ini menganalisis akuntabilitas inovasi pelayanan 

publik digital “Palapa Mojo” melalui 4 dimensi yakni kejujuran dan 

hukum, proses, program, kebijakan. Tujuannya adalah untuk 

mengidentifikasi sejauh mana aplikasi terpadu ini menerapkan prinsip-

prinsip akuntabilitas dalam pelayanan publik. Metode yang digunakan 

adalah studi literatur dengan mengumpulkan dan menganalisis data 

dari berbagai sumber sekunder terkait pengembangan dan 

implementasi Palapa Mojo. Hasil penelitian menunjukkan bahwa 

Palapa Mojo secara komprehensif merefleksikan ketujuh doktrin NPM, 

seperti manajemen profesional, standar kinerja eksplisit, fokus pada 

output, desentralisasi fungsional, semangat kompetitif, adopsi gaya 
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manajemen swasta, serta disiplin dalam penggunaan sumber daya. Dari 

sisi akuntabilitas, inovasi ini memenuhi empat dimensi akuntabilitas 

publik: hukum, proses, program, dan kebijakan. Palapa Mojo terbukti 

sebagai inovasi pelayanan publik yang efisien dan akuntabel, berhasil 

mentransformasi layanan melalui integrasi digital, penghematan 

anggaran swakelola, peningkatan akses dan transparansi, serta 

menjadi model best practice. 

Kata kunci: Akuntabilitas Publik; Tata Kelola Digital; Palapa Mojo; 

New Public Management; Inovasi Pelayanan Publik. 

Article History: Received May 11, 2026, revised: May 14, 2026, Accepted: 

June 21, 2026, Available online June 30, 2026 

Introduction 

As the days progress and become more and more 

modernized, each part of life tends to change slowly. As the 

etymology, the word modern is generally defined as everything 

that pertains to the present period (Nadkarni & Prügl, 2021). 

Modernity is also closely associated with ideas on instant, 

efficiency, speed, and digitalization. Transformation resulting 

from modernization can be easily seen through daily life 

activities. Some tasks that used to be done manually have been 

gradually replaced by their digital versions. For example, there 

are electronic payment methods like GoPay, QRIS, and mobile 

banking; online shopping platforms like Shopee and Tokopedia 

and electronic modes of transport, especially the availability of 

online motorcycle taxis offered by Gojek and Grab. Such 

examples highlight how some aspects of life that used to be 

conventional have been transformed by adopting new 

technological innovations (Kraus et al., 2021). 

However, the influence of modernization is not only felt by 

society alone, but it also extends its reach to governmental 

agencies. Current global public administration modernization is 

characterized by digitalization and demands for service efficiency 

(Janssen et al., 2015). Modernization within the framework of 

government involves a shift in the way government agencies 

operate using technologies. This process is evident in the increase 
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of government applications. Government reforms refer to major 

changes that need to be introduced to the bureaucracy in terms 

of its organization, systems, and patterns in order to achieve 

remarkable gains in effectiveness, efficiency, and innovation 

sustainnability. The modernization of government requires the 

transformation of the bureaucracy to become adaptable to the 

dynamics of today's world (Uang et al., 2023: 30-31). 

Technologically-driven public services in the government 

are expected to have numerous positive impacts on both citizens 

and governance institutions themselves. To begin with, as has 

been noted before, technological use makes it possible to facilitate 

various technical and operational procedures as it allows 

conducting many tasks that would otherwise require much 

manual labor to be completed more quickly and systematically. 

Apart from that, using technology within public governance 

systems contributes to increasing governmental efficiency, trans-

parency, and accountability, providing for such advantages as 

enhanced data management, faster service delivery, and 

improved accessibility to information. 

There are multiple studies that have empirically proven 

positive implications of the implementation of technology into 

government structures. For example, one of such works is 

conducted by Salman (2024: 62-70), demonstrating the impact of 

digital transformation in the Disdukcapil of Sinjai Regency. The 

author concludes that the introduction of information technology 

in the department resulted in successful automation of several 

administrative activities, namely document management, 

correspondence, archiving system, among others. It led to an 

overall decrease in the time required to perform the necessary 

actions. Besides that, implementation of information technolo-

gies in the department contributed to increased efficiency of the 

organization through acceleration of workflow, increased accu-

racy of data management, and improved transparency in terms 

of administrative governance. Consequently, it can be stated that 

modernization, and in particular digital transformation within 
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government structures has a great impact on public admini-

stration in the modern era. 

However, excessive usage of technology within government 

systems, specifically public service applications, may conversely 

make governance inefficient. In accordance with the existing 

information, there are about 27,000 government applications 

that operate throughout the country being managed by various 

ministries, state institutions, and local governments of Indone-

sia. Abdul Hakim, who serves as Expert Staff to the Minister of 

Administrative and Bureaucratic Reform in Indonesia in Work 

Culture, notes that the number of government applications has 

made accessing services complicated. In other words, individuals 

seeking for governmental public services are required to down-

load many apps in order to use them to apply for different 

services. 

In addition to this, Joko Widodo said that the development 

process of these 27,000 applications had cost IDR 6.2 trillion in 

terms of government spending. Budget overspending took place 

because mobile application development processes were 

repeatedly done whenever there was a change in agency or 

regional head leadership, leading to duplication and not 

integration (Abdurrahman, 2025). As for the case of Mojokerto 

City, there are at least 293 public service applications in all 

regional government agencies, wherein 174 applications, or 59% 

of them, were made by the Communication and Informatics 

Office of Mojokerto City. 
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Figure 1. Mojokerto City Government Application Data, 

2020–2023 

Source: (Diskominfo, 2023, as cited in Habibah, 2025: 4) 

It is evident from the data provided above that the number 

of applications in the government in Mojokerto City kept 

increasing from 2020 until 2023 (Setiawan, 2024). While the total 

number of applications used by the government in Mojokerto City 

was only 134 in 2020, it grew to 293 applications in 2023. The 

above trend signifies the fast growth of the digital platforms for 

the government at the local level. At the same time, the 

emergence of a large number of fragmented applications is 

evidence of a pressing need for rationalization, simplification, 

and optimization. It means that many fragmented applications 

need to be consolidated into a unified application, which is 

usually called a super app (Setiawan, 2024). 

As a solution to the problem mentioned above, the Mojokerto 

City Government launched an innovation in providing public 

services through an application called "Palapa Mojo". Palapa 

Mojo is an integrated application for providing public services 

designed by the Mojokerto City Government through the 

Communication and Informatics Office (Dinas Komunikasi dan 

Informatika or Diskominfo) of Mojokerto City (Riani, 2024). In 

2024, Mojokerto City won the Innovative Government Award 

(IGA), the category of Most Innovative City. Mojokerto remains 

the only city in Indonesia to have received the award 
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continuously since 2022 to 2024. Mojokerto has managed to win 

the IGA award due to its continuous programs and innovations 

that benefit society, and one of them is Palapa Mojo innovation. 

In addition, when viewed from its Electronic-Based Government 

System index, the SPBE Index of Mojokerto City in 2024 reached 

4.32, which increased from 2.92 in 2021, 3.32 in 2022, and 4.26 

in 2023. Furthermore, when viewed from the Community 

Satisfaction Index (IKM), particularly in agencies that have been 

integrated through Palapa Mojo, all of them obtained the 

category of “Very Good.” For example, the IKM score of the 

Department of Population and Civil Registration in 2025 reached 

97.63, the IKM score of the Investment and One-Stop Integrated 

Service Office (DPMPTSP) in 2024 reached 89.82, and the IKM 

score of the Department of Education and Culture in 2024 

reached 92.47, and so forth. 

In terms of active users, several sources, such as the study 

by (Amalia et al., 2025), stated that the number of users who had 

downloaded the Palapa Mojo application reached 702 users. 

Meanwhile, according to the AppBrain application analytics 

platform, Palapa Mojo had approximately 1.8 thousand total 

downloads, and on Google Play itself it had reached more than 

1,000 downloads. Research conducted by (Habibah, 2025) also 

demonstrated that the application was able to improve the 

effectiveness of public services through faster administrative 

processes, easier access to services, and increased service 

transparency. Therefore, the data above may serve as supporting 

evidence or objective proof of the impact and success of Palapa 

Mojo itself. 

Given the outstanding achievements made by the city in 

terms of innovative development, this study would like to 

investigate the aspects of accountability included in the 

application. Accountability is an essential component of 

achieving good governance since it acts as a mechanism of 

responsibility and accountability for the programs and 

innovations offered to citizens. Thus, the main objective of this 
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research paper is to explore the accountability of the "Palapa 

Mojo" application in Mojokerto City based on Mardiasmo's 

accountability theory. Most of the prior studies were conducted 

with a focus on effectiveness, policy implementation, and e-

service quality. Hence, this research will be able to fill in the 

existing knowledge gap regarding Palapa Mojo. 

Nevertheless, the author acknowledges that the limitation 

of this study lies in its qualitative research method, which is 

solely based on a Document/Policy Analysis approach or a 

Secondary Evaluative Study. However, the primary novelty 

offered by this research lies in the use of its analytical 

framework, particularly its focus on the aspect of accountability. 

In addition, this study is not intended to conduct a direct and 

empirical accountability audit, but rather to conceptually map 

and examine how the accountability aspects of public service 

innovation can be understood through various studies, 

documents, and available secondary data. In other words, this 

research focuses more on conceptual analysis and literature 

synthesis rather than direct implementative evaluation. 

In conducting this study, the author will apply a descriptive 

qualitative research methodology, which is techniques that the 

author will use in data collection in this research is a 

Document/Policy Analysis approach (Policy/Document Analysis) 

or a Secondary Evaluative Study. Palapa Mojo application of 

Mojokerto City will be the main object of research. With this 

technique, the author be able to collect, study, and analyze the 

data collected from literature sources concerning the problem 

under investigation (Sugiyono, 2013: 8). By applying such a 

technique, the author can get information about various sources 

including books, scientific magazines and journals, scholarly 

articles, etc., thus acquiring a deep understanding of the 

problem. In this research, the authors mostly using journal, 

scholarly articles, books and regulations related to Palapa Mojo, 

with total 21 references and were published in various years, 

ranging from 2013 to 2025. In addition, the author also accessed 
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official government websites, such as the website of the 

Department of Communication and Informatics (Diskominfo), as 

well as the official Palapa Mojo website itself. 

Data obtained in literature study will then be analyzed and 

interpreted based on such theories as Mardiasmo's theory of 

public accountability and some doctrines of Christopher Hood's 

New Public Management, with the use of narrative, descriptive, 

and data visualization techniques. 

Innovation in Digital Public Services: “Palapa Mojo” 

Palapa Mojo refers to a combination of several public service 

applications created by the City Government of Mojokerto using 

the Communication and Informatics Office (Diskominfo). The 

main goal of Palapa Mojo is to combine several previous public 

service applications into one single portal or platform for citizens 

to use. Citizens can download the application on their 

smartphones by visiting https://palapamojo.mojokertokota.go.id/ 

or download it from the Google Play Store. 

Figure 2. Palapa Mojo Web Application Dashboard 

 

 

It is evident that the Palapa Mojo application is very helpful 

for citizens who need access to different services from the 

government of Mojokerto City because it is developed to combine 

various public services within an interconnected platform 

https://palapamojo.mojokertokota.go.id/
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(SuperApps). Among the services and features accessible via 

Palapa Mojo, there are: 

1. Services to lodge complaints and express public aspirations, 

including the Sapa Mas PJ channel, Call Center 112, and PSC 

119; 

2. Licensing and investment services, including online 

registration in the queue for the Public Service Mall (Mal 

Pelayanan Publik or MPP), OSS, and permit check services; 

3. Basic public services, which encompass population 

administration, health, education, tax, and retribution 

services; 

4. Digital services, which are free Wi-Fi hotspots, CCTV traffic 

monitoring, and Google Maps with school bus pick-up and 

drop-off points; and 

5. Mobile application, which can be downloaded via Android 

from the Google Play Store. 

This initiative is expected to increase accessibility of services 

because citizens will only have to use one application to gain 

access to a large number of services from the government of 

Mojokerto City. Besides, it will ensure that administrative 

procedures are integrated, resulting in faster, more transparent, 

and fewer complains or issues with the procedures. In addition, 

it will enhance accountability and transparency because citizens 

can track their complaints or permits, whereas the government 

can analyze the data. 

Innovation Digital Public Service "Palapa Mojo" from the 

Perspective of New Public Management (NPM) 

New Public Management (NPM) refers to a new form of 

management and administrative approach that arose at the end 

of the twentieth century with the purpose of updating and 

reforming public sector organizations using the same practices 

and principles as those in the private sector. The notion of "New 

Public Management" was coined by Christopher Hood in his 

scientific studies, suggesting an evolution of public sector 
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organizations through adoption of the market and performance 

principles. (Abdullahi, 2023: 1406). 

This theoretical concept is rooted in the ongoing process of 

transformation in the sphere of public administration, including 

the modification of institutional responsibilities and rising 

societal expectations (Janssen et al., 2015). According to this 

perspective, public administration must be focused primarily on 

achieving outcomes and not on performing activities and 

following procedures. There were many accusations aimed at 

public organizations regarding their insufficient concern about 

the service quality. Thus, proactive public administrators, as 

opposed to reactive ones, are supposed to measure performance 

outcomes. (Fredriksson & Pallas, 2018). 

The solution to these challenges and needs became the 

appearance of the New Public Management concept, which can 

be referred to as a managerial approach to public administration. 

The development of NPM was the reaction of the society to their 

expectations concerning improving the quality of services 

provided and citizens' dissatisfaction due to additional taxes. 

Axiologically, the concept of NPM appeared as a criticism to 

traditional approaches of public administration. Generally 

speaking, the concept of New Public Management can be defined 

as a specific perspective on public administration with private 

sector business-like approach. It implies the importance of 

achievement, decentralization, orientation towards strategy, and 

market forces. Seven major principles of New Public 

Management were identified by Christopher Hood. 

Hands-on professional management in the public sector 

The New Public Management (NPM) approach stresses that 

organizations should be professionally managed. NPM gives 

public managers more flexibility to control organizational 

performance in a responsible and accountable manner. 

Managerial professionalism requires that the division of duties, 

functions, and jobs should be specified. This is done to implement 
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organizational activities in a structured, controlled, and 

measurable way. 

In regards to the case of Palapa Mojo, even though there is 

no explicitly designated professional manager involved in the 

government's structure, the implementation of the application 

suggests that the shift towards professional management takes 

place. Currently, the provision of public services takes place 

using digital technologies. E-government makes it possible for 

citizens to obtain information, submit their feedbacks, as well as 

perform various transactions with government structures in a 

faster way. Therefore, the implementation of the mechanism 

improves customer satisfaction and builds confidence towards 

the work of government institutions (Jaya & Yamin, 2025: 5075-

5080). 

Moreover, the local government acts like a "professional 

manager" through implementing the application, which helps the 

government to conduct service provision in an automated, less 

labor-intensive way and increase accountability and 

transparency of performance through monitoring and making 

decisions on the basis of the obtained data. 

Explicit standards and measures of performance 

In line with the New Public Management, it is important to 

define clearly what are objectives and targets to be reached and 

set performance indicators. In turn, these targets become the 

obligations of public managers, while measures of performance 

are regarded as tools that help evaluate the success of 

organizations. These assessment tools are needed to ensure that 

the implementation of public services will have the maximum 

value. 

As far as Palapa Mojo is concerned, the application uses 

specific technical and operational standards, which include 

reliability, accessibility, and protection of data from misuse. 

These standards are established based on the regulation of the 

mayor of Mojokerto No. 70 of 2023. To start with, the regulation 
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states some mechanisms for managing the use of the application. 

More specifically, it defines distribution of roles between regional 

government agencies in process of development and maintenance 

of the application. Secondly, the regulation sets forth the rules 

concerning the rights and obligations of both citizens and 

government institutions as users of Palapa Mojo services. 

Moreover, the regulation contains clauses concerning 

protection of personal data as well as coordination of the 

application with other systems functioning in the local 

government. Finally, the regulation imposes sanctions for 

violation of established provisions, such as misuse of personal 

data or negligence in providing services, as the proof of the 

government's dedication to protection of rights of public entities 

(Amalia et al., 2025: 5037-5046). Generally speaking, this 

regulation contains not only technical provisions, but also 

measures of performance, such as number of users and 

complaints of citizens. 

Greater emphasis on output controls 

In terms of Palapa Mojo, accountability of the program is 

defined through specification of objectives, targets, and outcomes 

that are reached due to innovative solution aimed at improving 

service provision, enhancing speed of service delivery and 

boosting customer satisfaction. The innovation has been 

developed with a view to addressing fragmentation of 

government services by combining several public services on one 

platform in order to improve accessibility and simplify process of 

gaining services. Due to the fact that now the application 

combines all necessary services that could be previously found in 

separate applications, it becomes easier and faster for citizens to 

obtain government services. The application unifies services 

provision in such a way that people no longer need to use several 

applications to gain services of various government agencies. 

Moreover, it prevents data redundancy, promotes consistency of 

services delivery, and helps coordinate service delivery within 

the local government. 
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The measures for evaluating the effectiveness of the 

program include establishment of specific indicators of 

performance, which involve number of active users, the number 

of successfully performed transactions, service completion rate, 

response time, and decrease in public complaints. Furthermore, 

the indicators can also include performance of the system itself, 

which implies reliability, accessibility from any device, number 

of active users, level of usage of features included into the 

application. Such performance indicators can help to assess 

whether the program reaches its objectives and serves the 

community properly. 

Apart from that, the performance of the program is 

evaluated via various procedures, such as conducting of regular 

evaluations and collecting feedback from users. In particular, the 

local government analyzes user feedbacks, reviews trends of 

complains, examines performance of government agencies 

engaged in the program, uses data produced by the application 

to trace behavior of users, and identifies issues and opportunities 

for innovation in service delivery. Thus, program accountability 

not only includes reaching of objectives, but also concerns 

improvement of service quality and innovation in service 

provision. 

The Shift Toward Disaggregation of Units in the 

Public Sector 

The traditional models of bureaucracy involving 

centralization have been perceived as inefficient in meeting the 

complexities of the modern organization. NPM provides a 

solution to that challenge through decentralized management 

based on disaggregating big organizations into smaller units. The 

intention here is to increase efficiency, speed up the process of 

decision making, and reduce bureaucracy and rigidity. 

In regard to Palapa Mojo application, there are various work 

units involved in the use of this application and its management. 

These include two people in the data center, who take charge of 

data management; four individuals in the network team 
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responsible for maintaining infrastructure and connections; six 

programmers as the main driving force behind developing new 

features; and two officers of documentation that record various 

processes and system changes. Every work unit has particular 

responsibilities to perform as per its respective role (Amalia et 

al., 2025: 5037-5046). 

Moreover, one of the key issues in bureaucracy nowadays 

relates to the existence of system fragmentation, which means 

that many government institutions continue using their separate 

digital systems. It makes the integration of data difficult, leading 

to duplication of efforts and inefficiencies in the provision of 

services (Nasrullah et al., 2025: 189–204). Thanks to Palapa Mojo 

application, however, the fragmented bureaucratic processes 

were consolidated.  

While it is acknowledged that New Public Management 

promotes decentralization, the consolidation referred to in this 

context is that, through Palapa Mojo, consolidation occurs at the 

portal system level, where previously there were numerous 

separate applications used by different agencies within the 

Mojokerto City Government. However, this consolidation does 

not alter the autonomy of service implementation, as service 

execution continues to be carried out independently by each 

respective regional apparatus organization (OPD). 

The Shift toward Competition in the Public Sector 

As has been mentioned, the introduction of market-based 

mechanisms in the delivery of public services through New 

Public Management is an important means of improving the 

efficiency of public sector operations. One of the ways in which 

competition is introduced in the public sector is contract-based 

systems, competitive tendering, outsourcing, and cooperation 

with private actors and NGOs in providing services. The idea is 

to ensure cost efficiency in addition to stimulating innovation and 

adaptability. 
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While the introduction of competition in the conventional 

sense cannot be found in Palapa Mojo application, it is evident 

that the digital tool promotes competition in terms of improving 

public services. Using the platform, each Regional Apparatus 

Organization (Organisasi Perangkat Daerah or OPD) can be 

assessed, evaluated, and compared based on performance 

indicators presented in the form of digital data. Such 

performance includes, but is not limited to, time needed to 

respond to complaints from citizens, rate of problem resolution, 

and level of user satisfaction with the services provided. 

Also, the opportunity to compare the performance of service 

units leads to the development of competition among these units 

since all of them strive to improve their performance. On a 

broader level, Palapa Mojo application can also serve as a 

benchmark for other regional governments that seek digital 

innovations in their public service systems. As was mentioned 

earlier, the Mojokerto City Government managed to win the 

Innovative Government Award (IGA) consecutively between 

2022 and 2024 owing to innovations, including Palapa Mojo. 

Thus, although Palapa Mojo does not promote market 

competition, it successfully implements the spirit of healthy 

competition and constant performance improvement. 

Stress on Private-Sector Styles of Management Practice 

According to the philosophy of New Public Management, 

management styles within the private sector are usually 

considered more efficient, adaptive, and result-driven. That is 

why NPM recommends public sector organizations to follow 

private sector management principles of outcome-based 

performance appraisal, performance-oriented compensation 

system, tight cost control, and flexible organizational structures. 

The above principles are meant to enhance the efficacy and 

competitiveness of public sector management. 

When referring to the example of Palapa Mojo, one should 

note that the digital application in question exhibits features 

specific to private sector management, such as customer 
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orientation (citizen as customer), economy, and constant digital 

innovation. Application of monitoring dashboards, feedback, and 

data-based reporting are clear indications of modern and efficient 

management techniques. Besides, the very logic of creating 

Palapa Mojo is based on the idea of efficiency, which is associated 

with private sector management practices. 

Stress on Greater Discipline and Parsimony in 

Resource Use 

In the framework of NPM, governments are supposed to 

exercise parsimony in the use of available resources. Public 

agencies are obliged to be economical in their operations. 

Budgeting, reduction of waste, and increase in cost efficiency are 

essential in order to ensure proper resource use without 

compromising service quality. Thanks to such an approach, there 

will be fewer chances for improper use of public assets and even 

less likelihood of corruption. Moreover, the digital era calls for 

improvement in the use of human resources in administration 

(Hermanto & Permatasari, 2025: 173-181). 

Speaking about Palapa Mojo, the introduction of this 

application helps reduce costs related to the provision of 

administrative and public services due to digitalization. In 

particular, the use of Palapa Mojo saves paper materials, reduces 

manual working time, minimizes printing costs and, finally, 

avoids the burden of excessive paperwork typical of traditional 

service provision. The integration of several services in a single 

digital platform allows eliminating duplicated procedures and 

other inefficiencies associated with fragmented service provision. 

Digitalization enhances cost efficiency by increasing resource 

efficiency and minimizing unneeded operational costs. 

Additionally, digital services provide increased opportunities to 

reduce corruption, bribes, and other maladministration cases as 

all transactions and procedures are documented and can be 

tracked. 

According to the findings of Amalia et al. (2025: 5037-5046), 

Palapa Mojo was developed and introduced independently by the 
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Communication and Informatics Office (Diskominfo) of 

Mojokerto City using its own internal resources. As a result, the 

development cost of Palapa Mojo made IDR 0 since there was no 

need in a dedicated budget allocation. Development, 

programming, testing, and launching processes were done 

internally with the use of the company's infrastructure. This 

shows how effectively the value for money principle works – when 

government uses its resources efficiently to create maximum 

social benefit while spending minimum finances (Amalia et al., 

2025: 5037-5046). 

Accountability Analysis in the “Palapa Mojo” Application 

of Mojokerto City 

Accountability is a concept derived from the English term 

"accountability," which refers to the obligation to provide 

justification and responsibility for actions or decisions 

undertaken. In the Kamus Besar Bahasa Indonesia (KBBI), 

accountability is defined as the condition in which an action or 

performance can be held responsible. In conceptual terms, 

accountability refers to the obligation of entrusted parties to 

communicate, report, and openly disclose all activities and 

operations within the scope of their responsibilities to the 

principal or authorizing party, who holds the right and authority 

to request such accountability. 

From a regulatory perspective, Presidential Regulation 

Number 29 of 2014 concerning the Government Agency 

Performance Accountability System (Sistem Akuntabilitas 

Kinerja Instansi Pemerintah or SAKIP) stipulates that 

performance accountability is a form of governmental 

responsibility in reporting the achievements or failures of 

programs and activities to stakeholders in a measurable and 

target-oriented manner. As a core principle of good governance, 

accountability is closely linked to the responsibility of leaders for 

decisions, authority, and the outcomes achieved in organizational 

management. 
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The strengthening of public accountability is not only a 

responsibility of government institutions but also requires active 

participation from society in carrying out social oversight for the 

public interest. The principle of accountability is reflected in the 

General Principles of Good Governance (Asas-Asas Umum 

Pemerintahan yang Baik or AAUPB), as regulated under Law 

Number 23 of 2014 on Regional Government, which emphasizes 

that all governmental actions and performance must be 

accountable to both the public and higher supervisory 

institutions. Within this framework, the government holds a 

strategic role in determining the success of program and policy 

implementation. 

Accountability also demands transparency of information, 

quality public services, and spaces for citizen participation in 

governance and development processes. Governments are 

expected to explain and justify public policies in a balanced 

manner while also providing mechanisms for the public to assess 

government performance through accountability processes. 

Public officials are therefore required to improve their 

professional performance to ensure that accountability reports 

are prepared accurately and in accordance with established 

procedures. 

The enforcement of accountability can be carried out 

through various mechanisms, including legislative oversight, 

internal administrative supervision, decentralization 

accompanied by public participation, as well as the role of mass 

media and public opinion. The effectiveness of these mechanisms 

is strongly influenced by media support and the level of public 

awareness in monitoring governmental processes (Maretaa & 

Firdaus, 2024: 231–240). 

Accountability consists of several levels, as explained by 

Mardiasmo (Aprianti & Asyik, 2020: 4-5). These levels are 

presented as follows: 
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Figure 3. Levels of Public Accountability 

 

 

 

 

 

 

 

 

Source: (Aprianti & Asyik, 2020: 4-5) 

Based on the figure above, accountability is understood as a 

hierarchical concept consisting of five levels: personal 

accountability, individual accountability, group accountability, 

organizational accountability, and stakeholder accountability. 

1. "Personal accountability" refers to the intrinsic values 

embedded within an individual, such as honesty, integrity, 

morality, and ethics, which encourage a person to become part 

of the solution rather than a source of problems. 

2. Individual accountability relates to the responsibility 

relationship between implementing individuals and their 

organizational environment, including the connection 

between civil servants and the institutions granting them 

authority. At this level, organizations are obligated to provide 

guidance, supervision, and adequate resources, while 

individuals are expected to perform their duties responsibly. 

3. Group accountability emphasizes the importance of collective 

work, delegation of authority, and inter-team synergy in 

achieving organizational objectives. Performance is therefore 

no longer viewed solely as the result of individual effort but as 

the product of collaborative action. 
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4. Organizational accountability is reflected in institutional 

performance reporting and responsibility mechanisms, 

encompassing both individual achievements and overall 

organizational performance presented to the public. 

5. Stakeholder Accountability positions society, service users, 

and taxpayers as parties entitled to provide input, criticism, 

and evaluation of government performance, thereby 

promoting fair, responsive, and dignified public service 

delivery. 

According to Mardiasmo in (Aprianti & Asyik, 2020: 4-5), 

four dimensions of public accountability must be fulfilled: 

Accountability of Honesty and Legality 

Accountability of honesty (accountability of probity) is 

related to the prevention of abuse of power, while legal 

accountability refers to the obligation of public service providers 

to act in accordance with applicable laws and regulations, as well 

as to be legally responsible for every decision and action 

undertaken. 

In the context of the Palapa Mojo innovation, this initiative 

is founded upon several legal frameworks, including: 

1. Presidential Regulation Number 95 of 2018 concerning 

Electronic-Based Government Systems (Sistem 

Pemerintahan Berbasis Elektronik); 

2. Presidential Regulation Number 39 of 2019 concerning One 

Data Indonesia (Satu Data Indonesia); 

3. Regulation of the Minister of National Development Planning 

Number 16 of 2020 concerning Data Management for 

Electronic-Based Government Systems; 

4. East Java Governor Regulation Number 68 of 2018 

concerning One Data for East Java Province; and, 

5. Mojokerto Regent Regulation Number 16 of 2021 concerning 

the Implementation of One Data Palapa. 

More specifically, the Mayor of Mojokerto Regulation 

Number 70 of 2023 concerning the Administration of Palapa 
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Mojo Application Services serves as the primary regulatory 

foundation governing the Palapa Mojo Application in Mojokerto 

City. This regulation covers several crucial aspects of the 

application. First, it regulates application management 

mechanisms, including the responsibilities of relevant 

government agencies in system development and maintenance. 

Second, it outlines the rights and obligations of users, including 

citizens and government institutions, in utilizing Palapa Mojo 

services. Third, the regulation contains provisions concerning 

data security and privacy, considering that the application stores 

sensitive citizen information. Furthermore, this policy explains 

the integration of Palapa Mojo with other systems within the city 

government environment to ensure effective coordination among 

institutions. The regulation also stipulates sanctions for 

violations, such as data misuse or negligence in service provision. 

These provisions demonstrate the Mojokerto City government's 

commitment to enforcing regulations, ensuring legal compliance, 

and protecting the rights of citizens within the implementation 

of digital public services. 

Process Accountability 

Process accountability refers to the extent to which the 

procedures used in carrying out tasks are properly implemented, 

especially in relation to the adequacy of accounting information 

systems, management information systems, and administrative 

procedures. It is reflected in public service delivery that is 

efficient, responsive, and affordable. Oversight of process 

accountability can be carried out through auditing mechanisms, 

including ensuring that there are no unauthorized charges 

beyond officially determined provisions. 

In the context of process accountability, Palapa Mojo offers 

a service mechanism that is transparent and digitally recorded. 

Every service request, verification stage, and completion of 

applications is systematically documented within the platform, 

so that all procedures can be traced and audited. This digital 

system reduces the possibility of maladministration practices, 
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such as data manipulation, unnecessary delays, and illegal 

levies, because all processes are conducted online and leave a 

clear digital record. 

In addition, service status notifications provided to users 

increase transparency of information and help strengthen public 

trust in government performance. This accountability 

mechanism is also supported by the involvement of several work 

units in managing the Palapa Mojo application, including two 

data center personnel responsible for data management and 

security, four network team members handling infrastructure 

and connectivity, six programmers as the main developers of 

application features, and two documentation officers who record 

every process and system change. Each team has specific duties 

according to its role, which in turn strengthens public legitimacy 

toward this innovation. 

Program Accountability 

Program accountability refers to the responsibility of public 

institutions to demonstrate that a program is implemented 

effectively and produces measurable outcomes in accordance 

with predetermined objectives and performance targets. This 

dimension focuses on how public organizations manage programs 

operationally, evaluate their achievements, and ensure that 

resources are utilized efficiently to generate tangible benefits for 

society. In the context of public service innovation, accountability 

is closely associated with the ability of government programs to 

improve service performance, optimize administrative processes, 

and respond to community needs in a practical and measurable 

manner (Ma’rufin et al., 2025: 238–249). 

Within the implementation of the Palapa Mojo application, 

program accountability can be seen through the operational 

achievements of the system as an integrated digital public 

service platform. The application was introduced as a solution to 

fragmented and inefficient service mechanisms that previously 

required citizens to access different services through separate 

systems. Through the integration of multiple public services into 
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one platform, Palapa Mojo aims to streamline administrative 

procedures, minimize service delays, and improve the overall 

effectiveness of service delivery. 

The accountability of the program is assessed through 

operational performance indicators established by the local 

government. These include the number of active users, service 

transaction volumes, completion rates of administrative 

requests, responsiveness of complaint handling, and system 

utilization across government agencies. Such indicators are 

intended to evaluate whether the program functions efficiently 

and whether it contributes to improving day-to-day public service 

performance. In addition, routine monitoring activities are 

conducted to identify technical obstacles, operational 

inefficiencies, and service gaps that may hinder program 

implementation. Therefore, program accountability in Palapa 

Mojo primarily emphasizes the effectiveness of program 

execution, operational performance, and the extent to which the 

application succeeds in improving public service delivery in 

Mojokerto City (Amalia et al., 2025: 5037–5046). 

Policy Accountability 

Policy accountability, on the other hand, concerns the 

responsibility of public institutions to ensure that policies are 

formulated and implemented in accordance with legal principles, 

governance standards, and broader public interests. Unlike 

program accountability, which emphasizes operational 

performance, policy accountability focuses more on the 

legitimacy, consistency, transparency, and strategic direction of 

public policies. It highlights whether a policy aligns with 

governmental objectives, regulatory frameworks, and long-term 

public service transformation goals. 

In the case of Palapa Mojo, policy accountability is reflected 

in the government’s commitment to advancing digital governance 

and strengthening integrated public service policies within 

Mojokerto City. The application represents a policy instrument 

designed to support bureaucratic reform, electronic-based 
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government systems (SPBE), and public service digitalization 

initiatives at the local level. Through this policy approach, the 

local government seeks not only to improve service efficiency, but 

also to promote transparency, accessibility, and institutional 

coordination among regional agencies (OPD). 

The implementation of policy accountability is demonstrated 

through the establishment of regulatory frameworks, standard 

operating procedures, institutional coordination mechanisms, 

and evaluation systems that guide the operation of the 

application. In addition to performance indicators such as user 

activity and response time, policy accountability also involves 

assessing regulatory compliance, inter-agency collaboration, 

sustainability planning, data governance, and alignment with 

broader public administration reforms. Periodic policy 

evaluations are conducted to review implementation consistency, 

assess whether the policy remains relevant to evolving societal 

and technological needs, and identify strategic improvements 

necessary for long-term sustainability. 

Furthermore, policy accountability requires openness to 

public scrutiny and stakeholder feedback. For this reason, the 

local government continuously evaluates public responses, 

analyzes complaint trends, and reviews policy outcomes to 

ensure that Palapa Mojo remains aligned with the principles of 

good governance and citizen-centered public services. 

Consequently, policy accountability in Palapa Mojo extends 

beyond operational success and focuses on maintaining policy 

legitimacy, institutional sustainability, and long-term public 

value creation for the community of Mojokerto City. 

Conclusion 

From a supportive reviewer perspective, the discussion 

provides a clear and well-structured argument on how Palapa 

Mojo aligns with the principles of New Public Management 

(NPM) in the Indonesian public service context. The 

identification of the seven NPM doctrines is relevant and 

convincingly linked to empirical implementation, particularly in 
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terms of performance orientation, decentralization, and private-

sector-inspired management practices. The analysis is also 

strengthened by its connection to accountability dimensions, 

where legal, process, program, and policy accountability are 

clearly articulated and logically integrated. Moreover, the 

discussion successfully highlights the innovation’s practical 

impact, especially in improving efficiency, transparency, and 

service delivery, which is further supported by recognition such 

as the Innovative Government Award (IGA). Overall, the section 

demonstrates strong conceptual alignment between theory and 

empirical evidence, making the argument persuasive and policy-

relevant. 

From a critical reviewer perspective, while the argument is 

generally coherent, the discussion tends to be overly affirmative 

in positioning Palapa Mojo as a comprehensive success of NPM 

without sufficiently addressing potential limitations or 

implementation challenges. The application of NPM doctrines 

appears largely descriptive, with limited critical interrogation of 

whether these principles fully capture the complexities of local 

governance in practice. In addition, the accountability 

framework, although clearly structured, could benefit from 

deeper empirical substantiation to demonstrate how each 

dimension operates in practice rather than being stated as 

achieved outcomes. The reliance on awards such as the IGA as 

primary validation may also risk overstating policy effectiveness 

without examining long-term sustainability or user-level impact. 

A more balanced analysis incorporating potential constraints, 

digital divide issues, or bureaucratic resistance would strengthen 

the academic rigor of the discussion. 

Recommendations and suggestions for further research 

Based on the findings of this study, several 

recommendations can be proposed for both policy practice and 

future research. The Mojokerto City Government should ensure 

the long-term sustainability of Palapa Mojo through regular 

system maintenance, continuous cybersecurity enhancement, 
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improved data protection and privacy measures, and greater 

interoperability with national digital government platforms. At 

the same time, the government should expand public outreach 

and digital literacy programs to ensure that all segments of 

society, including older adults and digitally marginalized 

communities, can equally benefit from integrated digital public 

services. Furthermore, the evaluation of Palapa Mojo should 

move beyond technical performance by incorporating broader 

indicators such as user satisfaction, service inclusiveness, digital 

accessibility, governance effectiveness, and participatory 

feedback mechanisms that enable citizens to contribute to service 

improvement. Future research is encouraged to adopt empirical 

approaches, including interviews, surveys, and focus group 

discussions with both service users and government 

stakeholders, while also conducting comparative studies of 

digital public service platforms implemented in other Indonesian 

local governments. Such studies would provide deeper insights 

into implementation challenges, best practices, contextual 

differences, and the broader implications of digital government 

innovations for bureaucratic transformation, citizen trust, digital 

inclusion, and democratic governance. 
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