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disorders in Bima City. The service covers the basic administrative processes of
Keywords: registration and issuance, as well as the on-site distribution of population documents.
Inclusive Services; The purpose of this study is to examine how inclusive services function as a public
Population Administration;  seryice innovation for the vulnerable population in Bima City and how effective the
Public Sector Co- program is in ensuring equal access to identity. Despite advances in digital facilities,
Production; challenges remain that hinder biometric data recording and document issuance. This
Street Level Bureaucracy. qualitative study uses observation, interviews, and documentation. Data analysis

includes data collection, presentation, reduction, and conclusion/verification. The
limitation of this study is the difficulty in communicating with persons with
disabilities and individuals with mental disorders. The findings show that an identity
document can be issued after biometric recording is complete. However, civil
registration services in Bima City still face significant difficulties, especially in
reaching vulnerable groups. Technical problems, such as unstable internet or power
outages, are serious obstacles. Social and cultural factors, such as people’s
unwillingness to participate due to health concerns, also contribute to delays in
service delivery.

A. INTRODUCTION

The vulnerable population service innovation (Ladurenta) emerged as a response to the
limitations of formal bureaucratic models, which tend to be static and centralized. Innovation
has been applied in a broad scope, not only in the private sector, but also in the public sector
(Wardani & Rahayu, 2021). Awareness of the plurality of Indonesian society, with differences
in service patterns and the needs that service providers must meet, requires a special design to
address the needs of groups with physical limitations, vulnerable groups, or special needs.
There must be services that are inclusive for them (Zakiyah & Fadiyah, 2020).

The innovation and transformation program, in an effort to improve the quality of public
services, is related to the transformation of public services into electronic government (e-
government) or services using technological media as a concrete form of achieving the
objectives of service reform, namely providing fast, effective, and efficient services (Persada
& Fanida, 2019). One form of governance is the use of a technology-based management system
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commonly known as e-government (Gioh, 2021). Innovation in government is a creative
approach to reforming government systems to improve performance (Rozikin et al., 2020).

The government's obligation to implement quality public services that are tailored to the
needs of the community, based on principles and governance (Sholicha & Oktariyanda, 2023).
Innovative or renewal programs are developed to anticipate potential shortcomings, analyze
existing programs, and replace outdated or underdeveloped ones (Rahayu & Ibrahim, 2023).
This development aims to create an application of public services that is oriented towards the
needs of the community, including improving public services, making them better, more
responsive, and more efficient, and improving all forms of administration. (Putra, 2020).

The services carried out include the management of identity cards, family cards, birth
certificates, and death certificates (Elkesaki et al., 2021). Not only about administrative
efficiency, but also about the strong representation of the Bima city government's partiality
towards neglected civil rights, the vulnerable population service innovation (Ladurenta)
implicitly challenges the old paradigm that public services only run when the community
comes, thereby leaving vulnerable groups unrecorded. This can be a problem-solver for the
problem of unrecorded people with disabilities caused by the limited public service resources
that are not optimal (Pasciana, 2020).

What makes this approach unique is the involvement of grassroots community members
in providing information on vulnerable populations, which comes not only from the formal
system but also from families, non-governmental organizations (NGOs), Babinkamtibmas,
Babinsa, and local figures in Bima City. The existence of state institutions, including public
servants, is not intended to serve themselves but to provide for or serve the community (Abinda
et al., 2022).

Ladurenta shows that effective bureaucracy need not be top-down but can be built through
social networks and community cooperation. Innovation is also influenced by the rapid
development of information technology (Abinda et al., 2022). Since people with disabilities
and other vulnerable groups experience difficulties accessing public services, it is a forerunner
of vulnerable-population services (Ladurenta). People with disabilities often experience
difficulties in using public service facilities because normal people often take away facilities
for people with disabilities (Trifira et al., 2022). Ladurenta is not just a technical service
program but a symbol of the shifting values of the bureaucracy itself, that the bureaucracy not
only serves efficiently but ensures fair access for all levels of society, especially those who are
most vulnerable, behind the dominance of bureaucracy which often nullifies the human side of
Ladurenta provides a real answer not through rhetoric but through direct actions that restore
the dignity of people who are invisible to the system.

The distribution of information to vulnerable groups such as people with disabilities,
people with mental disorders, and the elderly is not only by providing explanations, but what
is needed is a way to construct communication that is inclusive and full of empathy and respect
for differences. Because everyone in the group has a different way of understanding and
responding to information, the approach used must be tailored to their individual needs and
characteristics.

One strategy is to use communication media that are friendly and accessible, such as
illustrations, animated videos, sign language, and simple, easy-to-understand sentences. As for
groups that face sensory constraints, such as the visually impaired or deaf, with adaptable
material in the form of clear audio and a more humanistic, patient, non-judgmental, and gradual
approach in judgment is very helpful in providing understanding to people with mental
disorders. The next strategic step is to recognize the community's crucial role in supporting the
information-delivery process by engaging families, community leaders, and social volunteers
to foster an inclusive, supportive environment. The community serves as an effective
information bridge due to its proximity to the target group. Training and capacity building for
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assistants is also key, so that the message or information conveyed is well understood and
respectful.

Another strategic step is to develop cross-sectoral cooperation among the government,
academics, Village Supervisory Non-Commissioned Officer (Babinsa), the Indonesian
Community Police (Babinkamtibmas), non-governmental organizations, and Neighborhood
Association (RT) heads, so that information dissemination can reach a wider audience.
Technological support and regulations that favor inclusiveness can strengthen these efforts;
understanding is not just about knowledge but about ensuring that each individual feels valued,
has space, and has opportunities in social life. The purpose of this research is to examine how
inclusive services, such as the Innovation Service for vulnerable populations (Ladurenta) in
Bima city, and the program’s effectiveness as a solution to equal identity for vulnerable
populations.

For comparison, the Dilan care service is a priority door-to-door service innovation
launched by the Sidoarjo District Population and Civil Registration Office in 2019 to issue new
identity cards for vulnerable groups, including people with disabilities, the elderly, and people
with mental disorders. The Regency government assists people with physical or mental
limitations. This service provides vulnerable and special-needs groups with easy access to
population administration services. The Peduli Dilan service can be accessed via the following
link: https://plavon.sidoarjokab.go.id/beranda. The research problem formulated in this study
is to demonstrate inclusive services as a form of public service innovation for vulnerable groups
in Bima City and to assess the program's effectiveness in ensuring equitable access to identity
services. The purpose of this study is to examine how inclusive services function as a form of
public service innovation for vulnerable groups in Bima City and to assess the program's
effectiveness in ensuring equitable access to identity services.

B. LITERATURE REVIEW

The administration aims to ensure convenience, efficiency, and benefits for service
recipients (Farris et al., 2022). Inclusive public services aim to create an equal and inclusive
society where all people can be fully involved in social, economic, and political life. Public
services can become more responsive, equitable, and effective by utilizing principles to meet
the needs of society as a whole (Reni, 2024).

Within the bureaucracy, as the spearhead of public service providers, several initiatives
have been implemented to build a bureaucracy that increasingly meets society's demands and
needs. The concepts and principles of good governance have been used as a benchmark for
assessing the level of progress in public service delivery (Wiratno, 2020). The more quality
services the community receives, the higher the public trust in society. On the other hand, the
worse the public services provided by the government, the greater the impact on public trust in
the government, which can lead to unfavorable social symptoms if not corrected appropriately
(Rifaid et al., 2022). Public service is the government's effort to meet community needs, and a
strong service effort can reflect good governance (Sumiati & Indrianie, 2024).

Administrative services include activities such as recording, research, decision making,
and documentation that produce documents such as certificates, permits, recommendations,
and so on (Tangging et al., 2025). Population administration is a series of structuring and
controlling activities in the issuance of population documents through population registration,
civil registration, management of population administration information, and utilization of the
results for public services and development of other sectors (Sitompul & Sirait, 2022).

The joint movement of population administration services for persons with disabilities is
an initiative of the Ministry of Home Affairs, through the Directorate General of Dukcapil, in
collaboration with the Presidential Special Staff Office and the Ministry of Education and
Research. This program is carried out by picking up bolah (coming directly) by collaborating

Jurnal Borneo Administrator, Vol. 22 (2) 2026: 197-212 | 199



Taufik Irfadat and Haeril

with regional disdukcapil, social institutions, and local special schools (Amalia & Satispi,
2024).

Innovation is needed to facilitate and provide a new style of service delivery in all public
service sectors (Ananda et al., 2020). An innovation is a new way of providing health services,
and can provide added value and benefits compared to previous services (Triwahyuni et al.,
2020). Novelty in an innovation is defined as the uniqueness of ideas, differences in terms of
implementation approaches and designs, and new methods (Ulya & Meirinawati, 2023). A
sustainable innovation is one that not only runs at that time but also continues to address
challenges and changing needs in the future (Naurah, 2024).

Persons with disabilities are individuals who face bodily, intellectual, or sensory
limitations that, when interacting with the natural world, can create obstacles and difficulties
to their full and reasonable participation in society as a whole, including equal rights (Hamdani,
2022). The few facilities available to persons with disabilities, such as public transportation,
pedestrian bridges, shopping centers, and other public facilities, still do not fully meet their
needs (Rana et al., 2023). According to the UN Convention on the Rights of Persons with
disabilities, a person is considered a person with a disability if they have a long-term physical,
mental, intellectual, or sensory disability that can pose various obstacles to participating in
society on an equal basis with others (Zakiyah & Fadiyah, 2020). Every community, especially
people with disabilities, has the same rights, without distinction, to obtain services if they have
fulfilled the normative requirements, including the supporting documents needed for each
community's services (Irfadat & Nurlaila, 2021).

E-government plays a key role in disseminating information to the public, facilitating the
delivery of government services, conducting transactions, implementing policies, and
distributing resources across institutions, resulting in reduced costs and increased efficiency
for institutions, while citizens receive faster, more convenient services (Qashlim et al., 2022).
With the existence of E-Government, local governments are expected to be able to provide
excellent service to the people in their regions to achieve community welfare and improve the
quality of services in related agencies (Azizah et al., 2023).

According to Lipsky (2010), who emphasizes the role of street-level bureaucrats in
translating policy. Lack of accountability can lead to variations in service and the risk of abuse
of authority (Rianissaputri, 2025). Public service logic rejects the product-dominant logic
commonly found in new public management (NPM). It proposes a service-oriented approach
in which value is created through interaction among providers, users, and the broader service
ecosystem. Value is not merely the organization’s output but rather value in us, which emerges
when users actually engage with and utilize the service. The core concepts are co-design, co-
production, and co-creation. Co-production is conceived as a mechanism through which users
actively contribute to service delivery as partners rather than passive recipients. Osborne (2020)
and his colleagues developed a conceptual framework that integrates perspectives from service
management and public administration to articulate a typology of co-production and explore
its relationship to value creation. Recent empirical studies on accessibility for persons with
disabilities highlight the existence of a digital divide: the digital transformation of services
often excludes persons with disabilities unless accessibility is intentionally embedded from the
outset through universal design. Justice-based service design: design justice places social
justice specifically at the center of design principles, with who benefits and who is
disadvantaged at the forefront. In the context of public services, this means that design should
pursue the redistribution of access, the empowerment of vulnerable users, and the prevention
of the reproduction of inequities through new technologies or services (Osborne, 2020).

The innovation was introduced to introduce novelty to the previously implemented
innovation (Prakoso, 2020). Persons with disabilities are part of society, and their rights are
also protected (Oleyver & Palenewen, 2019). Most people with disabilities have recognized
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that rapid technological change requires them to adapt to digital technologies (Poerwanti et al.,
2024). Logical flow of the model input, process, output, and outcome. Input provides the
foundational capacity and baseline value for innovation; process drives collaboration and
justice-oriented design; output produces new and inclusive forms of service delivery; and
outcome reflects the creation of public value for all citizens, including persons with disabilities.
The conceptual framework of this study provides a clear and explicit explanation of how
innovation, co-production, staff empathy, service access, and administrative justice are
interconnected conceptually and analytically. This framework integrated field-level
bureaucracy theory, public service logic, and design justice into a coherent analytical model.
In this model, innovation is positioned as a dynamic outcome that emerges from the interaction
between institutional structures and frontline practices. Staff empathy, as emphasized in street-
level bureaucracy theory, shapes discretionary behavior in service delivery. Collaboration,
based on public service logic, reflects the engagement between service providers and citizens
in creating public value. Design justice reinforces this relationship by ensuring that service
processes are inclusive and responsive to marginalized groups. These interconnected elements
collectively influence service access and determine the realization of administrative justice,
especially for vulnerable populations such as persons with disabilities.

C. METHOD

This research was conducted in Bima City from October to November 2024 using a
qualitative research approach. The number of key informants in this study was seven, selected
through purposive sampling, consisting of officers, family members, persons with disabilities,
elderly individuals, Babinsa members, Babinkamtibmas (community police officers), and
Neighborhood heads (RT). Data collection techniques included observation, interviews, and
documentation. The data obtained were then analyzed through stages of data collection, data
presentation, data reduction, and conclusion drawing. During the implementation of the
Ladurenta program, the initiative has significantly helped vulnerable community groups,
people with disabilities, and individuals with mental disorders in Bima City. Ladurenta is a
program specifically designed and provided for all vulnerable groups, including the elderly,
persons with disabilities, and individuals with mental health disorders (ODGJ). The services
include biometric recording for electronic identity cards (E-KTP), submission of family cards,
submission of personal biodata, and distribution of electronic identity cards, all conducted
directly at the residences of vulnerable citizens. In implementing these services, the Population
Registration Division first receives notifications or requests from each village. Subsequently,
functional officers and field teams are assigned to provide on-site services. Qualitative research
is intended to understand issues and seek answers to questions by examining social settings
and individuals (Roulston & Halpin, 2022).

The data collection and analysis in this study were carried out in several systematic stages.
Document identification, this stage is carried out by searching for local level documents to
obtain those that are in accordance with the research topic and the selection of documents is
carried out by considering aspects of originality, clarity of content, and trustworthiness of
sources; deepening document content, documents that have been selected will be studied in
detail and thoroughly with a focus on exploring relevant information to answer the formulation
of research problems, especially regarding population administration services; data processing
and analysis, all data obtained is analyzed using a qualitative approach through this process
carried out coherently to produce logical and comprehensive findings; preparation of findings
reports, the results of the analysis are compiled and documented systemically so that answers
to research questions can be conveyed clearly, precisely and informatively. Research ethics for
persons with mental disorders must uphold the principle of respect for persons by ensuring
informed consent through caregivers or family members when cognitive capacity is limited.
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Researchers are obliged to avoid stigma, protect confidentiality, and apply empathetic, non-
discriminatory approaches that safeguard participants' dignity. Research ethics for persons with
disabilities emphasizes the principles of equality and accessibility. Researchers must provide
information in accessible formats, ensure voluntary participation, and adapt data collection
methods to participants' specific needs. An inclusive approach ensures that participants are
treated as equal partners rather than as research subjects.

D. RESULT AND DISCUSSION

Facilities and Infrastructure Supporting Ladurenta Services

The application of technology in the administration of population administration services
in Bima city shows serious efforts in improving work ethic and work efficiency, as well as the
quality of public services, the utilization of devices used in biometric data recording for people
with vulnerable population categories, be it senior citizens (elderly), people with disabilities,
and people with mental disorders (ODGJ). The existence of this technology clearly supports
the smooth administrative process and accelerates the completion time of community
documents. Facilities play an important role in carrying out office activities, as they are tools
or objects used directly to complete tasks and office work (Rismawati & Rafiie, 2022).
Available computer devices play a central role in supporting and accelerating the flow of
services and printing real-time documents. This has a direct impact on the effectiveness and
efficiency of work in terms of time and service accuracy, ultimately increasing community
satisfaction among service users.

Power outages and network disruptions can interfere with biometric data recording and the
issuance of population documents. Despite various limitations, optimization must be a priority
to improve overall service quality. Service modernization is not only a symbol of technology
but also really touches the human aspect in inclusive and equitable public services. This is
illustrated by the biometric data recording process, which supports field facilities with mobile
recording cars. The findings indicate that population administration technology improves
service efficiency, consistent with organizational effectiveness theory and street-level
bureaucracy, which emphasizes the role of frontline officers’ discretion. Infrastructure
limitations highlight that the success of innovation is determined not solely by technology but
also by institutional capacity and supportive structural conditions.

=
- =
-

MOBIL PEREMMAN KELILING
&3  KTP- EL DINAS DUKCAPIL
KOTA BIMA

(Source: https://dukcapil.bimakota.go.id/web/detail/80/ladurenta)
Figure 1. Mobile Biometric Recording Unit
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(Source: https://dukcapil.bimakota.go.id/web/detail/39/layanan_ktp)
Figure 2. Service Flow for Recording and Electronic

Service Officer Empathy

This research reveals important findings on paradigm shifts in public services, particularly
regarding the behavior and attitudes of employees of the Population and Civil Registration
Office of Bima City. This transformation reflects a shift in orientation from a bureaucratic-
hierarchical service system to a more participatory, service-user-centered model. The
increasing needs and complexity of community needs and expectations encourage public
services to continue to innovate and improvise, it was found that employees place the
community not only as beneficiaries but as the main actors in the service process employees
are expected not only to act according to procedures but prioritize aspects of comfort and
effectiveness in every stage of service for the elderly, people with disabilities, and people with
mental disorders (ODGJ). This indicates a positive transformation in public service delivery,
oriented towards humanistic values and responsive to social dynamics. Organizational
performance is related to intellectual capital and social capital because intellectual capital
drives innovation, and social capital exerts an indirect influence on organizational performance
(Ozgun et al., 2022).

The internalization of empathy among civil servants has become a crucial foundation for
creating inclusive public services responsive to the needs of Bima City's citizens. Employees
are required to continuously reflect on their service practices and adapt to rapidly changing,
unpredictable social conditions. In an era of public service characterized by accelerated
information flow and a growing demand for efficiency, empathy is not only a moral value but
also an essential managerial strategy. This is evident when civil servants assist individuals
facing difficulties during biometric data collection processes and when they visit the homes of
elderly citizens, persons with disabilities, and individuals with mental health disorders (ODGJ).
This capability constitutes a core strength of the Ladurenta (Innovative Services for Vulnerable
Populations) program at the Department of Population and Civil Registration of Bima City.
Therefore, empathy reinforcement must be integrated into the local cultural value of ‘maja labo
dahu’ (fear and shame) as part of a continuous effort to deliver high-quality, equitable, and
socially adaptive public services. An officer is recording the biometric data of an elderly
citizen. Indicate a shift in bureaucratic behavior from procedural compliance toward
empathetic service practices, which can be explained by street-level bureaucracy theory and
social capital. Frontline direction and strengthened interpersonal competencies function as
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institutional mechanisms that translate organizational values into inclusive service delivery for
vulnerable groups.

(Source: https://dukcapil. bimakota.go.id/)
Figure 3. An officer is recording the biometric data of an elderly citizen.

Table 1: Issuance of ID Cards (KTP), Family Cards, and Birth Certificates.
Type of service

No. District ID card Family Birth Remarks
(KTP) card Certificates

1 Mpunda 2 1 0 Issuance of electronic identity
2 Rasanae Timur 3 1 0 cards (e-KTP) for persons with
3 Raba 4 0 0 disabilities, Vulnerable Groups,
4 Rasanae Barat 1 1 0 and individuals with mental
5 Asakota disorders (ODGJ), all processes

2 0 0 are completed within one day.

years 2024.

Source: Disdukcapil of Bima City, accessed on 4 April 2025

Certainty in the Issuance Time of Population Documents

In the context of population administration services at the Department of Population and
Civil Registration of Bima City, certainty about the issuance time of population documents is
a key indicator for building public trust. Service users hold high expectations for speed,
accuracy, and the certainty of the results they receive. Therefore, it is essential to instill in
officers the importance of consistently delivering fast, precise, and accurate services (Bagou,
2020). Consequently, the assurance of timely service and the immediate availability of results,
particularly for elderly individuals, persons with disabilities, and people with mental health
disorders (ODG@GJ) following biometric data capture, highlights that the (Ladurenta), or
Vulnerable Population Service Innovation, offers a practical solution to overcoming
longstanding bureaucratic rigidity. Service timeliness is no longer a mere technical aspect. Still,
it has evolved into a strategic instrument for evaluating the performance of both personnel and
the Department of Population and Civil Registration of Bima City.

Research indicates that documents can be issued on the same day as the biometric data
collection, ensuring swift service delivery. The Ladurenta innovation has received public
recognition and directly contributed to a more favorable perception of public services. The
acceleration of document issuance is heavily dependent on network stability and information

204 | Jurnal Borneo Administrator, Vol. 22 (2) 2026: 197-212


https://dukcapil.bimakota.go.id/

Ladurenta Innovation for Reconstructing Inclusive Civil Administration Service in Bima City

technology infrastructure, which are integral components of a nationally integrated system.
Therefore, the reliability of internet connectivity is crucial to service continuity. In many cases,
network disruptions or limitations in digital infrastructure occur during biometric data capture,
and even power outages have proven decisive factors that directly impact service speed. This
underscores the urgent need for technological innovation, as advancements in technological
systems can significantly enhance organizational efficiency (Zhang et al., 2019).

Therefore, time certainty must be regarded as an absolute standard in service delivery.
Given the system's complexity and rising public expectations, time certainty is no longer
optional but a fundamental necessity in modern public services. Accordingly, strengthening
digital systems, enhancing human resource capacities, and managing technical risks must
become integral components of service strategies to ensure every citizen receives their
administrative rights fairly, promptly, and reliably. The discussion needs to explicitly link
service-time certainty to organizational performance theory and public trust. The findings on
service acceleration through Ladurenta reflect performance-based service and service
reliability mechanisms, in which time certainty functions as an institutional instrument for
building legitimacy, accountability, and public trust, particularly among vulnerable groups.

(Source: https://dukcapil.bimakota.go.id/ accessed on 30 April 2025)
Figure 4. An officer is recording biometric data from an elderly citizen.

Employee Reliability in Service Delivery

In the delivery of public administrative services, employee reliability is a key aspect that is
highly valued by the public. Citizens perceive that employees possess sufficient competence in
processing various document requests, enabling applications to be promptly followed up on
without significant delays. The ability to provide services that meet customer expectations
includes keeping promises, solving problems effectively, and minimizing errors (Muriawan et
al., 2020).

The findings indicate that employees demonstrate a high level of responsiveness in
addressing the needs of the elderly, persons with disabilities, and individuals with mental
disorders. This responsiveness fosters a sense of comfort, safety, and respect among the public
during the service process. Optimal responsiveness not only enhances public satisfaction but
also strengthens the image, credibility, and reputation of public service institutions. Citizens
feel valued when their complaints, requests, or inquiries are promptly addressed by staff. This
situation serves as a critical indicator that public services are becoming more adaptive and
increasingly oriented toward the needs of vulnerable groups.
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Another key challenge identified in this study is convincing individuals from the target
categories, elderly people, persons with disabilities, and individuals with mental disorders to
participate. Some elderly individuals are still willing to undergo biometric data recording,
while many others refuse due to physical frailty or a desire not to burden others. Similar
challenges are encountered with persons with disabilities, who often perceive physical and
communicative difficulties. An even greater challenge arises when attempting to persuade
individuals with mental disorders, as their unique conditions make it extremely difficult to
convey the importance of having civil documentation. These challenges require employees to
engage deeply with the community and develop communication strategies, despite language
and comprehension barriers.

As a strategic step, employees must internalize the values of reliability and responsiveness
within their work environment. These values should serve as guiding principles in fostering a
professional and equitable work culture. Public service institutions can avoid discriminatory
practices and provide equal services to all segments of society, regardless of social, economic,
or political background. The findings indicate that technical and interpersonal competencies
function as mechanisms of frontline direction in responding to the constraints faced by
vulnerable groups, thereby enhancing service performance, public satisfaction, and the
legitimacy of public service institutions.

(Source: https://dukcapil. bimakota.go.id/web/detail/80/ladurenta, accessed on 30 April 2025)
Figure 5. An officer is Recording The Biometric Data of an elderly (Vulnerable) Citizen.

Position: Environment Management and Technology Implementation

The management of position environments and the implementation of technology by public
employees play a vital role in enhancing the quality of services provided to the public. These
efforts aim to achieve optimal service delivery, supported by various components that serve as
instruments for realizing an organization's vision, mission, and objectives, whether within a
specific institution or in a broader context. Public service quality can be considered excellent
when the services delivered by government institutions and service providers successfully
satisfy the needs of the public (Saputra & Widiyarta, 2021).

Effective management must leverage a range of supporting tools, including technology, to
foster a more efficient and responsive work system. The use of technological tools such as
computers, network systems, and online service applications has become central to the
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processing of various population administration services. The use of technology has proven
more effective in delivering public services that are fast, transparent, and accountable, while
also creating a comfortable work environment with adequate facilities (Rao et al., 2022).

Technology-based service transformation has significantly changed the service delivery
model for population documentation, particularly in the Vulnerable Population Services
(Ladurenta), which targets elderly individuals, persons with disabilities, and people with
mental disorders. The service process has become more structured and systematized through
digital platforms, supported by adaptive management aligned with technological
advancements. These changes have fostered a more modern service atmosphere and improved
service delivery in Bima City. Staff adaptation to these changes has positively impacted work
efficiency and effectiveness. Nonetheless, several challenges remain in implementing
technology-based services. Work efficiency is a critical aspect of task management, especially
considering common constraints such as limited funding, inadequate facilities, and workforce
shortages, all of which affect goal achievement (Muriawan et al., 2020).

One of the main issues encountered is unstable internet connectivity and frequent power
outages. Additionally, elderly citizens are sometimes reluctant to undergo biometric data
recording, often due to fragile physical conditions and a desire not to burden others. Similar
challenges are faced when dealing with persons with disabilities, who may experience physical
or communication difficulties. Another significant hurdle is persuading and convincing people
with mental disorders (ODGJ) to obtain population documents. This group presents unique
challenges that make comprehension and cooperation difficult, thereby increasing the
complexity of service delivery.

As an innovation, Ladurenta has greatly assisted vulnerable populations, elderly
individuals, persons with disabilities, and people with mental disorders in Bima City. Moreover,
the nationally integrated connectivity system facilitates the synchronization of population data
across Indonesia's regions. This represents a strategic step toward accelerating services for
vulnerable populations in Bima City and should be further strengthened by developing
technological infrastructure and adaptive service management. The Ladurenta findings indicate
that the alignment between technology, staff capacity, and the social context of service users
determines service effectiveness. Infrastructure imbalance highlights that digital innovation
requires strong institutional and managerial support to generate inclusive public value.

VAT | °

.

(Source: https://dukcapil.bimakota.go.id/web/detail/80/1adurenta (accessed on 30 April 2025))
Figure 6. An Officer is Conducting Biometric Data Recording for A Person with Mental
Disorders (PwMD)
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E. CONCLUSION

The digital transformation of population administration services in Bima City through the
Ladurenta innovation represents a decisive advancement toward inclusive and equitable public
service delivery. By integrating biometric data recording technologies and mobile service units,
the program effectively reaches vulnerable groups, including the elderly, persons with
disabilities, and individuals with mental health disorders (ODGJ), who have long faced
structural barriers to access. Nevertheless, persistent technical challenges, such as unstable
internet connectivity and recurring power outages, continue to disrupt biometric processing
and document issuance, underscoring the critical need to strengthen digital infrastructure to
ensure service continuity and reliability. Despite these constraints, Ladurenta has demonstrated
strong performance in accelerating service delivery and expanding access, while
simultaneously fostering public trust through consistent, empathetic, and transparent practices
that reinforce institutional legitimacy and social inclusion. Consequently, Ladurenta should be
understood not merely as a technological intervention, but as a renewed social contract between
the state and its citizens, affirming equal recognition before the law. The sustainability of this
innovation depends on continuous improvement through integrated investments in
infrastructure, human resource capacity building, and adaptive service management. In the long
term, Ladurenta’s success will be measured not only by administrative efficiency but also by
its contribution to an inclusive governance model that upholds justice, accessibility, and human
dignity.
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