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Abstract
This study examines the impact of digital transformation on local government operations. It
reviews existing literature on the implementation of digitalisation across various countries.
Using Scopus, the study identified research related to digital transformation in the public
sector and explored a range of ideas on this topic. The findings indicate that digital
transformation encourages citizen participation, make public services more transparent, and
increase government accountability. However, there are challenges that digital
transformation needs to overcome. The results show that the main drivers for digital change
in public services are the desire to enhance organizational efficiency, respond to higher
authorities' demands, and meet citizens' expectations. It highlights that local governments
must be technologically prepared to succeed in the digital era. Future research should
consider areas such as universal e-service delivery, information security and budget
management concerns.
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1. Introduction
In the ever-changing digital world, improving the delivery of public services has emerged as
one of the priorities of governments in the modern world. Embracing new models and new
technologies have enabled the public administration to control different aspects of governance
better such as the security of cities, the provision of services to the people, transport, and the
control of health (Ikpebe, 2024; Khalid et al., 2025). Such transformation is based on the
following factors such as political, social, cultural, and economic factors. The main focus of
this current change is made up of digital technology improvements and artificial intelligence
(AI) (Malik, Chaudhary, and Srivastava, 2022). Nevertheless, an ambivalent impression of
digitalisation has to be created, since there are opportunities in it as well as risks. In the case
that the population is not aware of the ongoing digital transformation of the public sector,
then these projects might end up posing unanticipated challenges instead of solutions
(Vinothkumar and Karunamurthy, 2023; van Zanden, 2023; Amir et al., 2025). To this, the
interest in having the citizens as active participants or collaborators during policymaking
processes is growing.

The contemporary public service provision aims to optimise the application of
technology, information, and the internet connectivity to improve service delivery
(Vinothkumar & Karunamurthy, 2023; Geda, 2023; Umair et al., 2025). Digitalisation is able to
assist governments to enhance efficiency, automation, streamlin operations, and enhanced
experience to citizens. Nevertheless, in addition to such benefits, digital transformation in the
sector of the population also entails the issue of the expectations of citizens and providing
them with valuable digital content in an effective manner (Horowitz et al., 2022; Shaukat et al.,
2025). Modernisation of the administration of the populace requires developing effective
digital government strategies (Marc et al., 2021; Agarwal et al., 2024; Ullah et al., 2025). The
strategies facilitate the creation of organisational structures that facilitate digitisation, boost
intergovernmental communication, business-to-business, and citizen communication, and
reduce expenditure through the simplification of bureaucracies. The digital government
initiatives will only be successful when digital strategies are aligned with the practical realities
of different jurisdictions. Digitisation in the public sector refers to the many areas of operation
that involve improvement of service provision, service design, service efficiency, promotion of
transparency and involvement of citizens. In order to make the digital transformation a
success, governments need to be open to novel models of collaboration, establishing new
forms of service delivery and establishing strategies that would enhance market participation
(Brem et al., 2021; Karim et al., 2025).

Despite the numerous positive impacts of digital transformation in the sphere of the
state, it is necessary to state that the threats and the challenges that citizens face in the course
of the digital transformation must be mentioned. Among the most important ones, one must
consider the possibility of more complexity and unforeseen complications (Bozkurt, 2023; Ali
et al., 2025). Engaging citizens as decision-makers or policymakers' input may result in
different views, a probable possibility of conflicts, and conflicting priorities (Ikpebe, 2024).
Furthermore, the high dependency on digital technologies is associated with serious security
and privacy issues. Governments need to protect data through proper service and defence of
data to prevent the high likelihood of data loss through unauthorised access, as they receive
vast amounts of citizen data stored in large quantities. (Sekwat & Tacaura, 2024; Khalid et al.,
2025). Nowadays, with the advancements in artificial intelligence and digital technologies,
modern society has undergone considerable changes, and the field of governance can be
considered an aspect that these changes have significantly impacted. This transition has
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facilitated a more public-driven planning model for public service delivery, optimising
efficiency through the implementation of digital services and streamlined workflows (Hassan
et al., 2024; Hashmi et al., 2025).

The increasing digitalisation of government requires public officials to have high digital
skills, including using digital tools, interpreting data, navigating websites, and communicating
effectively with citizens across digital media. Despite many digitisation initiatives, most
remain limited to a small online presence, highlighting how complex and resource-intensive
full public management transformation can be. Governments should adopt a moderate digital
strategy that considers both risks and benefits (Blanco-Mancilla, 2013; Gurtoo &Williams, 2015;
Sabir et al., 2025).
2. Literature Review
Digital transformation is given high priority on the agendas of governments worldwide. The
effective integration of digital technologies and the revision of existing processes have been
identified as key elements supporting the advancement of public service and governance
(Valverde-Berrocoso et al., 2021; Ghauri et al., 2025). Digital government research scholarship
has elucidated the relationship between digital transformation and knowledge management
within government institutions (Fernández-Sánchez et al., 2022; Khalil et al., 2025). The
implications of digitalization on knowledge management in government agencies ought to be
established. In addition, the integration of artificial intelligence (AI) into the realm of public
services is also gaining the status of a subject of adequate discussion (Fernandez-Sanhchez et
al., 2022; Stavar, 2025), which promotes efficiency and intelligent governance. That is, the use
of modern technologies is possible in the context of optimising civil administration
management and digitalisation. The characteristics of urban cities under the digital
transformation prism have been considered, and the results have demonstrated that
population numbers mainly influence digital maturity rates (Debeljak & Dečman, 2022; Dek &
Ibrahim, 2025). This implies that each city should be considered in different ways and given a
unique roadmap of digital transformation which can be associated with the needs and
requirements.

The opportunities of digital innovation in the public sector have their peculiar
constraints which have to be taken into consideration and properly addressed. All these are
pointers to knowledge management, priority of the citizens, reforms in organisations, big data
governance and artificial intelligence (AI) within government institutions. As Alvarenga et al.,
(2020) established, the issue of knowledge management has been outlined as a serious one to
understand the placement of roles of digital transformation in the public sector and the
relationship in terms of strategic knowledge processes. According to them, this change was not
a simple process. Besides, Latupeirissa et al. (2024) present an integrated review of digital
integration in the sphere of public administration that comprises the issue of considering the
needs of citizens in the process of digitalization of the public institutions and the challenges
that the sphere of digitalization of the public administration has to face. Moreover,
institutional change becomes a key issue when discussing the digitalization of public services,
as it is a significant aspect of the authors' argument in the study (Plesner et al., 2018; Rehman
& Chowdhury, 2025). Yukhno (2024) discusses data governance, paying particular attention to
the problems and complexities of working with vast volumes of data, which is, no less
importantly, an important aspect of digital transformation. Bignami (2022) identifies the
concerns about AI applications in the field of public administration, such as precision,
discrimination, compliance with law, responsibility, and the position of power, all of which
presuppose the inability of an engineered combination of sophisticated technologies in the
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framework of a public organisation. The problems associated with making the shift to partake
in the digitalization of the public sector and related to the areas of knowledge management,
the concept of big data management, changes to make the organization value-centered
focused on citizens, and responsible AI, are mentioned as the overarching issues of knowledge
management, big data management, citizen-based organization transformation, and
accountable AI. It is essential to meet these challenges so that the transformation, governance,
and quality service delivery in the public sector can be enhanced. Some of the challenges that
the public sector might encounter are associated with digitalization complexities, such as
knowledge management, the citizen-centric orientation, organizational change, data
regulation, and responsible usage of AI.

Although the trend about the digital transformation looks to be promising to improve
the governance and service delivery to the people, researchers cannot afford to overlook the
likelihood of inequality in the digital transformation. Various signs of digital changes in the
public sector can have risks and problems. The initial issue is that digital technologies can
contribute to the further polarization of various groups of people. Even though innovative
practices may make a positive contribution to the realm of the public services, their
introduction may be expensive to groups of people who do not have access to or cannot use
digital tools successfully. Such cases make us wonder the effectiveness of the government
services in taking care of all citizens irrespective of their access to the internet. Critics are
doubtful about the fact that the digitalization in the government sector can minimize the
necessities of personal contacts and individual treatment of the citizens to the lowest possible.
The negative impact of online channels is that such a method of services and communication
can reduce the awareness of other customer needs that are better fulfilled through the
presence of a person to person interaction. Of particular significance is the fact that the
privacy, cybersecurity, and ethical concerns have emerged as a result of the inclusion of AI into
the delivery of most public services, whose primary concern is related to decision-making
facilitated by AI. It is believed that AI applications in the domain of public administration
should be criticized due to their modelling capacity, which can deliver biased results and lead
to an even more divided society. In this scenario, the public sector must undertake a digital
transformation process, taking into account several concerns and risks associated with the
adoption of new technology. To implement digital change successfully in the government
sector, it is essential to outline the similarities between implementing digital modifications
and their unsuccessful outcomes, as well as other negative consequences.

The purpose of the current study is to identify the advantages that can be revealed in
the sphere of state service provision and to investigate the impact of various digital steps on
enhancing the effectiveness and efficiency of state services. Furthermore, this research will
help identify technological and governance approaches that can mitigate obstacles to AI
adoption, enabling every citizen to enjoy the benefits of digital services. The importance of
this in addressing the needs of the community, a method of attracting interest in the majority
of citizens, and developing a responsible relationship between the stakeholders in such a
manner that suggests the aspect of reciprocity is one of the key themes of this study to view
the role of citizens in the design and operation of the digital services. In an effort to examine
the current digital initiatives, this paper will highlight the steps done, the challenges involved,
and the abilities developed in the promotion of the delivery of public services. The presented
study suggests that the inclusion of citizens in the processes of digitization project planning is
needed and that a balance between the benefits and challenges should be achieved. The move
to computerize the process of delivering government services will cause a revolution between
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the populace and the government, and accessibility of government services. However, the
capacity of the AI to generate prejudice or marginalization should make one ethically and
privacy-wise sensitive.
3. ResearchMethodology
The given research is also supported by the fact that the literature review was conducted
systematically, which makes it possible to take a deep look into the processes of digitisation of
the public realm. To identify the existing challenges to adoption and related issues, and
potential benefits and best practices to take into consideration in performing a desirable
working method of digitalization, as well as to enhance the efficiency of the results of the
delivery of the public service, analysts conducted an analytical review of the scholarly
literature on the topic of digitalization of the process of delivering people with a public service.
During the study, the researchers conducted a synthesis of literature by performing a
systematic review in Scopus and accessing published surveys, publications, and other
documents, which will answer the question of how the public sector is digitalized.

The proposed research will present a complete set of literature that will present a
multitude of views on the sphere by thoroughly reviewing it. The identified articles that were
published within the specified timeframe were then selected and categorized in accordance
with theoretical framework and approaches they make use of, along with the subject fields.
The analysis of the existing literature provided some major findings regarding the efforts to
digitalise the public services. The literature indicates that digitalisation has profoundly
transformed the way governmental institutions manage data. Furthermore, knowledge
management was demonstrated to be one of the most crucial processes for achieving
successful outcomes in digital transformation programs. Additionally, it was found that the
current digital transformation is not widely agreed upon. Instead, more empirical work is
needed to shed insight into the comprehension of public administrators about "digital
transformation" and its consequences on the delivery of public services. Using search terms
such as "digital", "government", "electronic", "transformation", "service", and "public" brought
125 articles for the study. The act of combining these search terms generates a broader range of
material, thereby facilitating the emergence of a more comprehensive analysis of public sector
digitalisation. The research took place in December 2024, during which it inquired about
materials published between 2016 and 2025, identifying 94 relevant publications.

By restricting the subject area to "Business, Management and Accounting", "Computer
Science", "Environmental Science", "Economics, "Social Sciences", Econometrics and Finance",
researchers selected 65 publications. Using the article type criteria for initial screening, 25
publications were selected for in-depth analysis and creation. After a careful examination of
the titles, abstracts, and keywords for each publication, as well as an exhaustive reading of the
complete texts, researchers identified 16 articles that met our selection criteria. Having
compiled and assessed information from these studies, researchers were able to outline key
themes and findings on how digitisation impacts public service delivery. After a thorough
evaluation of the texts, 16 articles were selected for close examination. Those who are selected
at the final stage number only 16 articles, which is vastly less than the total number of
scholarships in the public sector technology.

The countries analysed in this work are China, Brazil, Indonesia, the Czech Republic,
Switzerland, Russia, Slovenia, and the United Kingdom, all of which have demonstrated
significant involvement in implementing digital transformations in their public sectors. The
findings demonstrate that digitalisation can be a considerable threat to the operations of the
working institutions, and the chance to improve the processes of governance by undertaking
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them more effectively is high. The data extraction form, which was developed based on the
Preferred Reporting Items of systematics reviews and meta-analyses (PRISMA) guidelines
(introduced in the Supporting documents), was generated in relation to systematic reviews
(Tawfik et al., 2019). The fact that this standardized data was extracted allowed discussing the
most vital findings of the publications under consideration, which, in its turn, allowed leading
to an in-depth examination of each objective, design, outcome, and learning (Pati and Lorusso,
2018; Akim, 2020; Yeung & Chung, 2025; Minella, 2025).

The PRISMA data extraction model helped the research team to work out all the
necessary and significant data regarding the reviewed works, which gives a brief idea of how
digitalization can affect the delivery of the public services. Such criteria like validity, reflexivity,
relevance, and the quality of reporting applied in the evaluation process contributed to the
increase of the reliability and credibility of the results. The contribution of a success of
researchers in checking and summarizing the results also contributed to the worth of the
research. The studies have been reviewed critically in the consideration of their validity,
reflexivity of the approach, applicability of the studies to practice and their comprehensiveness
in describing the approach and the process. Validity refers to the test of relevancy and
precision of the conduct, design and methodology of the study and the instruments or means
employed in the study. The effect of the method of collecting data and the researchers on the
acquired data constitutes the aspect of reactivity. The value of a study lies in what it
contributes to existing knowledge and understanding. Proper presentation of the approach
and process used during the study is crucial to maintaining the reliability of the study results
as well as the integrity of the research. To establish the reliability of the data extraction, a pre-
test was conducted, and the researchers used it for sixteen studies to assess its clarity and
ability to capture important information.

Therefore, the improved form was subsequently employed to analyze the two articles
respectively. The lead author synthesized the results for each category, and the other authors
validated and verified the findings. All discrepancies in attitudes toward each examination
were thoroughly examined and resolved through group discussion until consensus was
achieved.
4. Results and Discussion
The findings of the study are an overview and explanation of the main learning points
obtained after the analysis of in-depth data extraction. The revelations that shine through the
report provide a close analysis of the impact digitisation has on the delivery of the public
services. The description will help to recognise the metamorphic nature of digitisation in the
sphere of public administration by describing the basic trends, detailed trends, and general
themes based on the analysed studies. The presented insights are broad and include
detectable advantages of digitisation of the public sector, creation of modern technology and
governing approaches to deal with digitisation implications of AI adoption, and the citizen
roles in it. To emphasize the significance of digital transformation in local government, the
discussion on the study covers the general implications of digital transformation on the local
governments. This critical inquiry provides the practical obstacles and the changes that should
be adopted within the local government to handle the processes of digital transformation.
Hence, the paper is a valuable asset to everyone who cares about the convergence of
digitalisation and public service because this field will pose a number of challenges and
opportunities as a result of the digital transformation.



Policy Journal of Social Science Review
Online ISSN Print ISSN

3006-4635 3006-4627
Vol. 3 No. 12 (2025)

－396－

Backed up by a thorough discussion of a recent compilation of literature, the paper
summarises some of the main findings on the impacts of digitisation in providing services in
the public sector as presented in Table 1.
Table 1: Key Findings
Paper Objective Methodology Findings Key Takeaways
AI in Public
Services (Wirtz,
Weyerer, & Geyer,
2019)

Examines the
role of AI in
governance and
decision-
making.

Qualitative
review of AI
applications and
regulatory
challenges.

AI enhances
efficiency but
raises concerns
about bias,
privacy, and
accountability.

Requires strong
governance to
strike a balance
between benefits
and risks.

Digital Maturity
in Slovenia
(Debeljak &
Dečman, 2022)

Assess how city
size affects
digital
transformation.

Quantitative
analysis using
demographic
and digital
service data.

Digital strategies
must be tailored;
population size
alone is not a
key factor.

Strategic
planning is
crucial for
effective digital
adoption.

Citizen-Centric
E-Gov (Sigwejo &
Pather, 2016)

Identifies
challenges in e-
government
from a user
perspective.

Case study with
citizen
interviews on
digital service
accessibility.

Poor UX and a
lack of
personalisation
hinder adoption.

Governments
must prioritise
user-friendly
design and
mobile
accessibility to
ensure effective
communication
and
engagement.

Smart City Data
Governance
(Filgueiras &
Silva, 2022)

Explores data
policy
frameworks for
smart cities.

Qualitative
analysis using
the IAD
framework.

Institutional
dynamics shape
innovative city
policies.

Effective
governance is
key to
sustainable
urban data
management.

E-Gov & Post-
COVID Growth
(Goloshchapova,
Skornichenko, &
Turgaeva, 2022)

Evaluates e-
government's
role in economic
recovery.

Surveys in the
Czech Republic
& Russia (2020-
2021).

E-gov improves
efficiency and
reduces
corruption, but
the digital divide
remains.

Digital
governance is
crucial for post-
pandemic
resilience.

AI & Digital Gov
Trends (Hjaltalin
& Sigurdarson,
2024)

Examines AI-
driven
transformation
in the EU public
sector.

Literature
review, case
studies, and
expert
interviews.

AI enhances
governance but
requires
regulatory
reforms.

Structural
changes are
needed to
optimise AI
adoption.

Smart Cities in
China (Wu, 2020)

Identifies key
drivers of digital
transformation
in local

Survey & SEM
analysis with 311
responses.

Tech readiness
and external
pressures drive
digitalisation.

Policymakers
must align
strategies with
smart city goals.
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governments.
Big Data in
Public Admin
(Zhang & Lv,
2021)

Assess the
impact of big
data on
government
operations.

Empirical
analysis with
expert
evaluations.

Data-driven
governance
improves
decision-making
but requires
strong
regulation.

A unified digital
infrastructure is
essential for
transformation.

Digital Gov in
Brazil (Filgueiras,
Flávio, & Palotti,
2019)

Study
digitalisation
challenges in
Brazil's public
sector.

Survey of 1,740
services, logistic
regression
analysis.

Institutional
constraints
hinder full
digital adoption.

Policies must
address service-
specific
digitalisation
needs.

E-Gov in
Indonesia
(Gartika et al.,
2024)

Analyses
Indonesia's e-
government
transition.

Secondary data
& focus groups.

ICT gaps and
regulatory issues
slow digital
adoption.

Enhancing
infrastructure
and stakeholder
engagement is
critical.

Digitalisation &
Citizen
Satisfaction in
China (Ye et al.,
2023)

Examines the
impact of digital
tools on public
service ratings.

Government
service
evaluation &
regression
models.

Mobile apps
improve
engagement and
feedback.

Investing in
digital platforms
boosts citizen
satisfaction.

Impact of Digital
Tech on Service
Delivery (Iddrisu
& Fuseini, 2025)

Examine how
digital tech,
structures, and
decisions affect
service delivery
in Ghana

PLS-SEM on
survey data from
450 respondents

Strong link
between digital
tools, better
structures, and
delivery

Strategic digital
plans need
culture and
leadership
reform

Police Response
to Digitalisation
(Afzal &
Panagiotopoulos,
2024)

Study police
adaptation to
digital reforms
in Punjab,
Pakistan

Survey of 292
officers, coping
theory analysis

Officers adopt
diverse
strategies;
system usability
is key

Integration must
consider user
experience

Indonesia's
Online Public
Services (Sahur &
Amiruddin, 2023)

Evaluate success
factors in
Indonesia's
online public
apps

Case study
method

Gains in
engagement,
ongoing divide,
and
infrastructure
gaps

User-centric,
inclusive
implementation
needed

E-Service
Adoption in
Pakistan (Shah,
Fayyaz, & Khan,
2025)

Assess e-service
impact on public
sector
performance in
Islamabad

Survey +
regression,
ANOVA on 480
participants

Citizens report
positive change;
staff cite
institutional
inefficiency

Dual view shows
need for aligned
digital policy

Digitalization in Examine digital Needs Found gaps in A policy
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Central Asia &
Caucasus
(Omarova &
Sharipova, 2022)

innovation
progress in 8
countries

assessment of 9
governance
dimensions

readiness,
resources, and
innovation

roadmap is
needed for
digital
expansion

4.1. Making Services Better
Increased efficiency, speed, and effectiveness resulting from digital transformation are
commonly cited as one of its main benefits in public services. The use of digital technology in
public administration, as supported by research from the Czech Republic (Goloshchapova et
al., 2022; Clark, 2022), China (Ye et al., 2023), and Ghana (Iddrisu & Fuseini, 2025), enhances
rapid decision-making, automates processes, and enables teams to complete their work more
efficiently. Governments can utilise big data analytics to closely monitor the outcomes of
public services and make necessary policy adjustments promptly based on how people
respond. AI can identify areas where services can be delivered in a way that utilises resources
effectively. Economic and healthcare systems struggle after crises like the COVID-19 pandemic,
making it especially valuable to introduce new approaches in these moments. However, to
handle and interpret digital data correctly, fitting systems, rules, and laws are necessary.
4.2. HowPeople feel and what they can dowithin the site
Whether digital services for the public will be successful depends significantly on how
enjoyable users find them, which is primarily determined by the user experience (UX). Even
with the growing sophistication of digital tools, using services remains limited because many
people struggle with difficulties, poor designs, or when they are not optimised for
smartphones. In South Africa, digital services with impersonal platforms and complex
interfaces confused users and discouraged adoption (Sigwejo & Pather, 2016; Tila & Cera, 2021).
By offering easy-to-use mobile services and apps, governments in China and Indonesia saw an
increase in user participation and satisfaction (Ye et al., 2023). Many policymakers overlook
the human element because they assume digital platforms are always effective.
4.3. Rules, Laws, and Leadership
There is now increased attention to governance and ethical concerns because digital tools—
especially AI and big data—are being increasingly used in government work. Many research
studies draw attention to biased algorithms, secret choices by machines, loss of privacy, and
weak accountability to the public. If AI is not appropriately controlled in governing, users may
worry about their privacy, argue Wirtz et al. (2019) and Hjaltalin & Sigurdarson (2024). AI
could perpetuate bias or lead to the unfair treatment of vulnerable individuals if it is used in
welfare or law enforcement without clear guidelines and oversight. Having good legal rules,
ethical rules, and well-defined procedures within institutions will guide the proper use of new
technologies. It demonstrates that handling government using digital technology is not just a
matter of technology, but also politics, ethics, and laws.
4.4. Our ability and Systems toWork Digitally
If the proper support and spaces for digital transformation are not provided, it will not succeed.
Among the primary challenges to e-government in many developing nations are inadequate
internet connectivity, insufficient computer technology, incompatible systems, and a lack of
digital literacy among public servants. According to work from Central Asia (Khan, 2020;
Omarova & Sharipova, 2022) and Indonesia (Gartika et al., 2024), government efforts to utilise
new technologies are limited when infrastructure fails to keep pace. In addition, providing
public services throughout the country remains complex and inefficient as long as there is no
unified set of digital services, including cloud, data protection, and agency-wide usage. This
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theme highlights that being prepared online cannot depend solely on the internet; it requires
people, proper coordination among groups, and the use of various technologies.
4.5. Ensuring that Governance, Structures, Budgets, and Strategic Planning all Fit
Together
Public sector organisations need a clear strategy, strong leadership, and internal alignment for
successful digital transformation. Their success depends on how well digital tools are
integrated into the overall organisational structure; they cannot achieve results alone. Studies
from Brazil (Filgueiras et al., 2019), Pakistan (Shah et al., 2025), and Slovenia (Lin, 2021;
Debeljak & Dečman, 2022) show that cities and government agencies that evaluate and
coordinate their strategies tend to perform better in sustainability. Transformational initiatives
are more likely to succeed if leadership fosters innovation, provides training, and aligns targets
with technology. When strategies and tasks are siloed within departments, it can cause
duplicated efforts and resource waste. Effective digital governance depends just as much on
cultural change, leadership, and teamwork as on technology.
4.6. The Concept of Inclusion Encompasses Many Fields, but it is Most Clearly
Evident in Technology
Themes observed in many studies are digital inclusion and the disparity between the
technological users and non users. The online services make the government accessible to a
greater number of people, but those people who do not have access to a modern gadget, stable
internet connection, and digital literacy may be excluded. Low-income earners, aged people,
and rural populations have been found in Pakistan, Indonesia, and Russia to have problems
with digital engagement. In this way, the process of digitalisation brings greater benefits to
cities and more wealthy people, and leaves the needy. To fill the digital access gap, there
should be initiatives like the construction of new infrastructure in rural areas, training more
citizens in digital skills, and delivering services that are compatible on different platforms and
different languages.

Table 2 shows that digital plan of public service and achievements vary differently,
pointing out the key strengths and challenges faced in each region. In the Czech Republic and
Slovenia in the EU, good system planning and sound regulations become important factors in
effective digital transformation. It is worth mentioning that the size of the city does not affect
digital preparedness in those respects, and therefore small towns can be successful with proper
measures. This fast growth in China can be credited to the technology and stringent
government regulations and mobile phones contribute a lot towards satisfying the people. The
South and Southeast Asian countries of Pakistan and Indonesia have an uneven development.
Some of their core issues include infrastructural backwardness, lack of user-friendly designs,
and sluggish development in the sector based on institutional tradition. This is because of the
difficult, obsolete arrangements that continue to prevail in the region especially in Brazil,
which necessitate the adoption of digital arrangements that will be specific to either form of
service. As long as leaders are robust, the strategy is established and the population is not
resistant to new technologies. Ghana in Africa has great potential to advance service delivery
through digital approaches. The fact is that in Central Asia and the Caucasus, the use of digital
tools is more of a dream than a reality. The regions are not equipped with the necessary
resources, preparation, and influential leaders, which is why specialised digital transformation
strategies must be applied. The table makes it clear that the extent of digitalisation opens up
many opportunities; however, the direction in which public sector innovation proceeds
depends on the local conditions of the region.
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Table 2: International Variations in Digital Government Service Models
Region Highlights
Europe (EU, Slovenia,
Czech Republic)

Strategic planning and regulatory frameworks are central to
success; digital maturity is not tied to city size.

China Rapid uptake driven by technological readiness and policy
pressure; mobile engagement improves satisfaction.

South & Southeast Asia
(Pakistan, Indonesia)

Progress is uneven; user-centred design and infrastructure gaps
are key issues; institutional inertia remains.

Latin America (Brazil) Institutional barriers remain strong; solutions must be tailored
to each public service.

Africa (Ghana) Strong potential for service delivery improvement; requires
leadership, strategic alignment, and cultural change.

Central Asia & Caucasus Digital innovation is aspirational; gaps in resources, readiness,
and governance require targeted policy roadmaps.

5. Conclusion
A shift to digital transformation by the local governments is required because it could improve
governance and the delivery of public services. Artificial intelligence and other social
innovations by ICT became a crucial part of the overhaul. The local government must center
its digital initiatives on the satisfaction of its citizens, as these initiatives must be simplified to
meet the expectations of its constituents. The introduction of the local government to digital
transformation necessitates the adoption of a set of ethical rules that ensure the reduction of
potential risk and system errors that may occur due to the adoption of technology. The
government has embraced artificial intelligence and the manner in which operations are
carried out has changed. The technological-oriented governance framework allows the
provision of customized services, which facilitates governmental activities in a more
convenient and inexpensive way.

The ethical risks areas of concern that need to be identified in the implementation of
the AI technology are issues of bias information and transparency, and control of citizen
behaviour. The utilization of AI and open government as a resource in terms of integration has
a great possibility to improve governance by using creative and viable solutions. Nevertheless,
even though the potential of Open Government Data (OGD) and AI is common, there is still a
major resource to be underutilized. Collaboration and cooperation among the stakeholders,
such as the industry, academia, and civil society, should be highly emphasized to maximize the
potential of digital transformation by the local government. Such collaborations can make the
experience, resources, and sponsorship that facilitate successful digital transformation plans
possible. Further, the local authorities are likely to invest in the digitalization of its workers.
The local government should also aim to deliver outstanding leadership and management in
operational strategies in this study to facilitate the digital transformation initiatives. The
businesses involved in handling legal structures can assist the government in giving an outline
and a guideline of how change would occur in the digital field. Overall, digitalization should
enhance the process of providing public services with the help of strategies that focus on
citizens, appreciate ethical practices, involve all parties, increase digital literacy, and adopt
strong leadership and governance solutions. The researchers also need to pay attention to the
analysis of the way digital transformation projects are implemented and the effects they
produce on the provision of the services to the population and their satisfaction.
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