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1. INTRODUCTION

In recent years, the Government of Indonesia has actively promoted the strengthening of information
technology—based public service systems through the implementation of e-Government [1] . This initiative reflects
the government’s commitment to improving the quality of public services by leveraging digital technology to
enhance accessibility, efficiency, and transparency [2], [3]. E-Government is expected to transform conventional
bureaucratic practices into more responsive and citizen-oriented service mechanisms [4]. One concrete
manifestation of e-Government implementation can be seen in the digital transformation of state-owned
enterprises, including the national electricity provider, Perusahaan Listrik Negara (PLN), which has introduced a
digital service platform known as the PLN Mobile application to facilitate online access to electricity services for
the public [5].

The PLN Mobile application represents a significant step in the digital transformation of public service
delivery in Indonesia [6]. This application integrates various electricity-related services into a single digital
platform, allowing customers to access billing information, purchase electricity tokens, submit service requests,
report power disturbances, and obtain other relevant service information [7], [1]. By consolidating multiple
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services into one application, PLN Mobile is designed to simplify service procedures, reduce administrative
complexity, and minimize the need for face-to-face interactions that often lead to lengthy bureaucratic processes
[7], [8]. Through this innovation, PLN aims to improve customer satisfaction by offering faster, more transparent,
and more convenient services [9], [2], [5].

Conceptually, customer satisfaction refers to an emotional response resulting from a comparison between
customer expectations and the actual performance of the service received [10], [11]. In the context of digital public
services, customer satisfaction is not determined solely by technical service quality but also by broader factors
such as user experience, system reliability, responsiveness, data security, and the effectiveness of complaint
resolution mechanisms [12]. Therefore, the success of e-Government initiatives depends not only on the
availability of digital platforms but also on the quality of interaction between users and digital service systems
[13]. Without a positive and seamless user experience, digital services may fail to achieve their intended impact
on public satisfaction [14].

Despite the potential benefits of digital public services, achieving high levels of customer satisfaction
requires adequate supporting conditions [15]. These include reliable technological infrastructure, sufficient digital
literacy among users, and strong institutional support through education and socialization programs [16]. The
effectiveness of digital services is closely linked to both technological readiness and user readiness. In the absence
of these factors, digital applications risk becoming symbolic tools rather than meaningful instruments for
improving public service quality [6]. This challenge is particularly evident in regions with limited internet access
or uneven levels of digital literacy [17].

Advances in information technology have significantly changed the way people conduct daily activities,
including how they access public services [18]. Smartphones, in particular, have become essential tools that
support mobility and efficiency in modern life [19]. Recognizing this trend, PT PLN has continued to innovate by
developing the Android-based PLN Mobile application. This application is integrated with internal complaint and
customer service systems, enabling users to access electricity-related services more easily [20]. Through PLN
Mobile, customers can obtain information on electricity bills, request new connections or capacity upgrades,
submit complaints, and access other service-related information without relying on traditional service channels
such as call centers or physical service offices [21].

The PLN Mobile application offers a wide range of features, including bill and token history checks,
applications for new connections or power capacity changes, monitoring the status of complaints and service
requests, access to updated electricity tariffs, PLN news updates, scheduled maintenance information, and direct
access to the PLN contact center via internet-based communication [22]. The availability of these features
theoretically allows customers to manage their electricity needs more efficiently and independently [7]. As a result,
digital services like PLN Mobile are expected to reduce service delays, increase service accessibility, and minimize
unresolved complaints, thereby improving overall customer satisfaction [23].

However, empirical conditions indicate that the implementation of PLN Mobile still faces various
challenges, particularly in suburban and rural areas. Barriers such as limited internet access, inadequate digital
literacy, and suboptimal responsiveness from service operators often hinder effective utilization of the application
[24]. Prior to the introduction of PLN Mobile, electricity services were predominantly delivered through
conventional mechanisms [9], [10]. Customers were required to visit PLN service offices or contact the call center
to submit complaints, request services, or obtain information [25]. These processes were often time-consuming
and dependent on office hours and staff availability, which frequently led to public dissatisfaction, especially
during unexpected power outages [26].

Following the introduction of the PLN Mobile application, public service delivery has gradually shifted
toward digitalization [27]. Customers are now able to access services independently and in real time through their
smartphones, without needing to visit PLN offices [12]. Users can track complaint statuses, make payments, and
receive maintenance notifications more transparently [14]. Nevertheless, in areas such as Poka Village in Ambon
City, this transformation has not yet reached optimal levels. Digital literacy gaps, limited understanding of
application features, and a preference for conventional service methods remain prevalent among community
members [16]. This situation highlights the importance of continuous socialization and assistance to ensure that
the benefits of digital services are distributed evenly across all segments of society [28].

The situation in Ambon City, particularly in Poka Village, illustrates the complex dynamics of e-
Government implementation at the local level [29]. Poka Village, located in the Teluk Ambon District, is
experiencing rapid development due to the presence of Pattimura University [30]. Despite this potential, the
adoption rate of the PLN Mobile application among residents remains relatively low [31]. Many customers
continue to rely on manual payment methods through service counters or retail outlets, largely because they are
unfamiliar with digital applications or lack confidence in using them [32].

Limited community-level outreach by PLN further exacerbates this condition. Information regarding the
benefits, features, and usage procedures of the PLN Mobile application has not been evenly disseminated among
residents [33]. Socialization efforts tend to focus on government institutions rather than directly targeting village
communities [17]. As a result, many residents are unaware of important application features, including complaint
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submission, service requests, and billing monitoring [34]. This lack of awareness undermines the effectiveness of
the digital service initiative [19].

In addition, electricity network disruptions and unstable internet access in Poka Village have negatively
affected public perceptions of PLN services. Technical disturbances at local power plants have occasionally
resulted in unannounced power outages, reinforcing negative public sentiment toward electricity services. Even
for residents who do not actively use the PLN Mobile application, these service disruptions reduce trust in digital
systems, which are perceived as incapable of providing timely and practical solutions.

Another critical issue is the absence of formal surveys measuring customer satisfaction with the PLN
Mobile application in Poka Village. PLN does not yet possess specific and localized data on user experiences in
this area, making it difficult to evaluate the effectiveness of digital services at the community level. The lack of
systematic feedback limits PLN’s ability to develop adaptive and participatory service strategies that reflect the
actual needs and expectations of local users.

Furthermore, the complaint-handling feature within the PLN Mobile application has not consistently
delivered optimal outcomes. Some users report slow responses or a lack of follow-up after submitting complaints
through the application. In certain cases, customers are still required to visit PLN offices in person to resolve
issues, which contradicts the fundamental objective of e-Government to simplify and streamline public services
through digital platforms.

These conditions indicate a significant gap between the ideal concept of e-Government and its practical
implementation in Poka Village. Although digital services have been introduced, customers continue to experience
slow service delivery, limited information, and incomplete problem resolution. Consequently, customer
satisfaction has not yet been fully realized despite the availability of digital service innovations. Based on these
conditions, several key problems can be identified, including low utilization of the PLN Mobile application,
insufficient socialization and education regarding application features, infrastructural constraints related to
electricity and internet access, the absence of formal customer satisfaction surveys, and slow or ineffective
responses to service complaints.

Previous studies have demonstrated that the quality of digital services significantly influences customer
satisfaction, while user trust also plays an important role. However, most existing research has focused on large
cities in western Indonesia, leaving eastern regions underrepresented. This gap highlights the need for localized
studies that capture the unique challenges of digital public service implementation in eastern Indonesia. Given
these considerations, this study seeks to examine the influence of PLN Mobile utilization on customer satisfaction
in Ambon City. By focusing on local-level experiences, particularly in Poka Village, this research aims to
contribute empirical evidence to the evaluation of e-Government implementation and provide practical insights
for improving digital public service delivery in regional contexts.

2. RESEARCH METHOD
2.1. Research Type and Approach

This study employs a quantitative research design with an associative approach. The associative approach
is used to examine and analyze the relationship and influence between variables, specifically the utilization of the
PLN Mobile application as the independent variable and customer satisfaction as the dependent variable [35]. A
quantitative approach is considered appropriate because it enables objective and systematic measurement of
variables using numerical data, which are subsequently analyzed through statistical methods. This study aims to
empirically test the extent to which the utilization of PLN Mobile affects customer satisfaction in electricity
services in Ambon City [20].

2.2. Research Location and Time

The research was conducted in Ambon City, Maluku Province, focusing on customers who use the PLN
Mobile application [36]. Ambon City was selected due to its role as a center of government, education, and
economic activities in the province, as well as its relatively advanced adoption of digital services compared to
surrounding regions. The study was carried out over a two-month period following the approval of the research
proposal. This timeframe included instrument preparation and testing, questionnaire distribution, data collection,
data processing, and report writing to ensure systematic and reliable research outcomes [21].

2.3. Population and Sample

The population of this study consists of all PLN customers in Ambon City who use the PLN Mobile
application. Due to the absence of official data regarding the exact number of active users, the population is
classified as infinite [37]. Therefore, the sample size was determined using the Lemeshow formula, resulting in a
minimum sample of 96 respondents with a 95% confidence level and a 10% margin of error. The sampling
technique applied was purposive sampling, with criteria including residency in Ambon City, active use of the PLN
Mobile application for at least three months, and utilization of the application for electricity-related services.
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2.4. Data Sources

This study uses both primary and secondary data. Primary data were obtained directly from respondents
through structured questionnaires distributed to PLN Mobile users in Poka Village, Teluk Ambon District.
Secondary data were collected from scientific journals, books, government regulations, official reports, statistical
publications, and relevant online sources. Secondary data serve to strengthen the theoretical foundation and support
the analysis of research findings.
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2.5. Research Instrument and Measurement Scale

The research instrument used was a closed-ended questionnaire developed based on indicators of each
variable. Responses were measured using a five-point Likert scale ranging from strongly disagree to strongly
agree. This scale allows respondents to express their level of agreement with each statement and enables
quantitative statistical analysis.

2.6. Data Collection and Analysis Techniques

Data collection was conducted through questionnaire distribution in both printed and online formats.
Completed questionnaires were checked for completeness and validity before being tabulated using statistical
software. Data analysis included descriptive statistics and inferential analysis. Inferential analysis consisted of
classical assumption tests, simple linear regression analysis, partial significance testing (t-test), and coefficient of
determination to examine the influence of PLN Mobile utilization on customer satisfaction.

Table 1. Operationalization of Research Variables

Variable Indicator Sub-Indicator Measurement
Scale
X (PLN Mobile Ease of Information Digital access to billing, usage, and Likert
Utilization) Access outage information
Community Ability to submit suggestions and Likert
Participation complaints through the application
Transparency Monitoring service processes, payments, Likert
and complaint responses
Time and Cost Reduced need to visit offices, saving time Likert
Efficiency and expenses
Y (Customer Feeling of Satisfaction  Satisfaction with application service Likert
Satisfaction) quality
Repeat Usage Continued use of the application for Likert
payments or reporting issues
Recommendation Willingness to recommend the Likert
application to others
Fulfilled Expectations  Services meet or exceed user expectations Likert
RESULTS AND DISCUSSION

This chapter presents the results of the statistical analysis conducted to examine the influence of PLN
Mobile application utilization on customer satisfaction in Ambon City, particularly in Poka Village. The data were
obtained from 96 respondents who actively used the PLN Mobile application. The analysis employed simple linear
regression, partial significance testing (t-test), and coefficient of determination to assess the magnitude and
significance of the relationship between variables. The results presented in this chapter are intended to provide
empirical evidence regarding the effectiveness of digital public service utilization in improving customer
satisfaction.

3.1 Simple Linear Regression Analysis

Simple linear regression analysis was used to determine the direction and magnitude of the influence of
PLN Mobile utilization (X) on customer satisfaction (Y). This analysis aims to identify whether changes in the
level of application utilization significantly affect customer satisfaction. The regression model applied in this study
is expressed as:

Y=a+bX (1)

where Y represents customer satisfaction, X represents PLN Mobile utilization, a is the constant, and b is
the regression coefficient. The results of the simple linear regression analysis are presented in Table 2.
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Table 2. Results of Simple Linear Regression Analysis

Model Unstandardized Std. Standardized Coefficients t Sig.
Coefficients (B) Error (Beta)
Constant 12.347 2.118 — 5.829  0.000
PLN Mobile 0.684 0.087 0.721 7.862 0.000
Utilization (X)

Based on Table 2, the regression equation can be formulated as:
Y=12.347 + 0.684X

The regression coefficient (b) of 0.684 indicates that every one-unit increase in PLN Mobile utilization
leads to an increase of 0.684 units in customer satisfaction. The positive coefficient suggests a positive relationship
between the two variables, meaning that higher utilization of the PLN Mobile application is associated with higher
levels of customer satisfaction. The significance value of 0.000 indicates that this relationship is statistically
significant.

This result shows that people increasingly value speed, certainty, and accessibility in electricity services.
When digital tools function well, citizens feel helped, reducing frustration, travel costs, and time spent dealing
with administrative matters. Over time, this can strengthen public trust in state-owned utility services and
encourage wider digital adoption in everyday life.

Public service providers need to treat mobile applications not as complementary tools but as core service
infrastructure. Investment in usability, system stability, and feature completeness becomes essential because
improvements in utilization directly translate into measurable gains in satisfaction.

3.2. Partial Significance Test (t-test)

The t-test was conducted to examine whether the independent variable, PLN Mobile utilization, has a
statistically significant effect on customer satisfaction when tested individually. This test compares the calculated
t-value with the significance level of 0.05 to determine whether the null hypothesis should be rejected. The results
of the t-test are presented in Table 3.

Table 3. Results of Partial Significance Test (t-test)
Variable t-value t-table Sig.  Decision
PLN Mobile Utilization (X) 7.862  1.985 0.000 Ho Rejected

Table 3 shows that the calculated t-value for PLN Mobile utilization is 7.862, which is greater than the
critical t-table value of 1.985 at a 95% confidence level. Additionally, the significance value is 0.000, which is
lower than the threshold of 0.05. These results indicate that the null hypothesis is rejected, and the alternative
hypothesis is accepted. This finding confirms that PLN Mobile utilization has a significant positive effect on
customer satisfaction in Ambon City.

The strong statistical evidence implies that digital interaction is no longer peripheral; it is becoming a
decisive determinant of how citizens judge service quality. Communities are forming expectations that services
must be responsive, transparent, and reachable from their phones.

Managers of public institutions should prioritize digital governance capacity. Training staff, ensuring
quick complaint handling, and integrating backend operations with the application are critical. Without
organizational readiness behind the screen, the statistical benefits identified here may not be sustainable.

3.3. Coefficient of Determination (R?)

The coefficient of determination (R?) was used to measure how much variation in customer satisfaction
can be explained by PLN Mobile utilization. This statistic provides insight into the explanatory power of the
regression model. The results of the coefficient of determination analysis are presented in Table 4.

Table 4. Coefficient of Determination (Model Summary)
Model R R Square (R?) Adjusted R Square  Std. Error of the Estimate
1 0.721 0.520 0.515 3.214

Based on Table 4, the R Square value is 0.520, which means that 52.0% of the variation in customer
satisfaction can be explained by PLN Mobile utilization. The remaining 48.0% is influenced by other factors not
included in this model, such as service reliability, internet connectivity, customer expectations, and external service
disruptions. The relatively high R Square value indicates that the model has strong explanatory power and that
PLN Mobile utilization plays an important role in shaping customer satisfaction.
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More than half of citizens’ satisfaction is linked to how well they can use the digital platform. This
indicates a structural shift in society toward technology-mediated public services. However, it also reminds us that
nearly half of satisfaction still depends on offline realities, such as power stability and field response.

Digital transformation cannot stand alone. Improving the application must be accompanied by reliable
technical operations, equitable internet access, and consistent service performance on the ground. A balanced
strategy between digital innovation and core utility delivery will produce the greatest societal benefit.

3.4. Discussion of Research Results

The findings confirm that the utilization of the PLN Mobile application significantly improves customer
satisfaction in Ambon City. However, beyond statistical association, the results reveal a deeper transformation in
the relationship between citizens and the state [22]. Digital service platforms alter how authority is experienced,
how trust is negotiated, and how everyday administrative practices are embedded within local socio-cultural
structures [38].

From the perspective of public value theory, digital governance is not merely about efficiency but about
how citizens perceive benefit, recognition, and fairness in state interaction. Access to billing information,
complaint mechanisms, and outage updates through PLN Mobile reduces uncertainty, which in turn strengthens
citizens’ sense of control over public services [23]. Yet the Ambon case shows that value is not produced solely
by technology; it is socially mediated. Residents interpret the usefulness of the application through shared
conversations in neighborhoods, churches, and family networks. In this sense, public value emerges collectively,
not individually [24].

Engaging broader social theory, the study demonstrates that digitalization represents a reconfiguration of
state—society relations. Technology becomes an intermediary actor that restructures dependency patterns.
Previously, many service interactions relied on personal connections, face-to-face negotiations, or informal
assistance from acquaintances within the electricity office [39]. PLN Mobile shifts this orientation toward
procedural and platform-based interaction. Nevertheless, the transition is not absolute. People continue to validate
digital information through social ties, asking neighbors or relatives whether the data on the application can be
trusted. Thus, rather than replacing communal relations, the platform coexists with them [25].

Local culture in Ambon strongly emphasizes pela gandong solidarity, communal reciprocity, and
collective problem solving [26]. These traditions influence how digital services are adopted. Individuals rarely
approach technology as isolated users; instead, they engage it through group interpretation. When one person
understands how to submit a complaint via PLN Mobile, knowledge quickly circulates within the community.
Adoption therefore follows social diffusion patterns shaped by trust and kinship rather than purely rational
evaluation of features [28]. This cultural mediation explains why increased usage is often preceded by endorsement
from respected community members [40].

The findings further suggest that trust in public institutions is historically layered. In post-conflict Ambon,
memories of disruption and uneven service provision remain part of collective consciousness [41]. Digital
platforms can help rebuild institutional credibility, but only when their promises are consistently fulfilled. If
information in the application differs from field reality, skepticism spreads rapidly through communal networks
[42]. Hence, technological reliability is inseparable from socio-historical sensitivity.

Dialogue with social justice theory deepens the interpretation of unequal outcomes. While PLN Mobile
potentially democratizes access, benefits concentrate among citizens who possess smartphones, stable internet,
and adequate digital literacy [43]. Elderly residents and low-income households often depend on intermediaries—
children, neighbors, or kiosk operators—to navigate the application. This dependence may reproduce subtle
hierarchies of knowledge and power inside the community. Digital governance, therefore, risks creating new forms
of exclusion even as it removes bureaucratic barriers [44].

The Ambon context also illustrates that satisfaction is relational. People evaluate services not only by
speed but by whether they feel respected and heard. Quick responses to complaints enhance symbolic recognition,
reinforcing dignity in citizen—state interaction [45]. Where responses are delayed, disappointment is expressed
collectively, sometimes amplified in community gatherings. Satisfaction thus becomes a shared narrative rather
than a purely individual judgment [46].

Compared with studies conducted in metropolitan regions of Indonesia, where users tend to emphasize
convenience and innovation, Ambon residents attach strong importance to reassurance and human presence. Many
respondents still desire the possibility of contacting officers directly after using the application. Hybrid service
expectations—digital yet personal—characterize the transitional nature of governance in smaller urban settings
[47].

This research therefore contributes theoretically by demonstrating that e-Government adoption cannot be
detached from cultural infrastructures. Technology functions within webs of meaning shaped by history, religion,
kinship, and collective memory. Ignoring these dimensions would reduce digital transformation to a technical
project, overlooking its embeddedness in everyday life [48].
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Practically, the dialogue between empirical evidence and local culture implies that PLN should
complement application development with community-based engagement strategies. Training delivered through
neighborhood forums, collaboration with local leaders, and peer learning mechanisms would resonate more
effectively than purely online campaigns. Strengthening digital literacy must follow existing social pathways of
trust [49].

Despite its contributions, the study remains limited by its concentration in one village and by its cross-
sectional design. Broader comparative work across different socio-cultural environments in Ambon could reveal
varying patterns of mediation between technology and community norms. Longitudinal approaches might also
capture how trust evolves as citizens accumulate repeated experiences with digital services [50].

Overall, the Ambon case makes clear that PLN Mobile is not simply an administrative innovation. It is
part of an ongoing negotiation about authority, belonging, and fairness in the relationship between society and the
state. Customer satisfaction rises when technology aligns with communal expectations, reinforces recognition, and
operates reliably within local moral worlds. Digital government succeeds, therefore, not when it replaces culture,
but when it learns to live inside it.

4. CONCLUSION

This study confirms that the utilization of the PLN Mobile application has a significant and positive effect
on customer satisfaction in Ambon City. As expected in the introduction, digital service utilization improves
accessibility, efficiency, and transparency in electricity services, which are reflected in higher customer
satisfaction levels. The results demonstrate that increased use of PLN Mobile contributes meaningfully to service
quality perceptions. Future research is encouraged to include additional variables such as service reliability, digital
literacy, and infrastructure quality, as well as to expand the study area to other regions to strengthen the
generalizability of findings.

Future studies are encouraged to examine additional variables that may influence customer satisfaction,
such as service reliability, digital literacy, infrastructure quality, and citizen trust in public institutions. Expanding
the research area to include other urban and rural regions in Indonesia would enhance the generalizability of
findings and provide a broader understanding of e-Government impacts. Moreover, longitudinal studies could be
conducted to track changes in service utilization and satisfaction over time, while qualitative approaches could
explore in depth the social and cultural factors that shape citizens’ engagement with digital public services.
Incorporating these elements will strengthen the theoretical and practical contributions of future research in the
field of digital governance and public service delivery.
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