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Abstract 
Article Info: 

This study aims to develop and empirically examine a community-based 
service-learning model as an instrument for bureaucratic reform to enhance 
administrative efficiency through digital archiving in local government. The 
study is motivated by the persistent reliance on manual, fragmented, and 
non-standardized archival systems, which undermine efficiency, 
transparency, and accountability in public service delivery. A qualitative 
approach was employed using a Participatory Action Research (PAR) design 
integrated with service-learning principles. The research process involved 
initial diagnosis, collaborative planning, implementation of digital archiving 
through training and mentoring, impact evaluation using both quantitative 
and qualitative indicators, and reflective refinement of the model. The 
findings reveal a significant improvement in administrative efficiency, 
evidenced by faster document retrieval, increased data accuracy, and 
reduced administrative workload. Additionally, the initiative enhanced staff 
capacity in managing digital archives and fostered a shift toward more 
transparent, systematic, and data-driven work practices. The participatory 
nature of service-learning strengthened institutional ownership, supporting 
the sustainability of the intervention. The novelty of this study lies in the 
development of a Community-Based Service-Learning for Digital 
Bureaucratic Reform model that integrates technological innovation, 
participatory engagement, and capacity building within a unified 
framework. The study concludes that embedding service-learning in public 
sector digital transformation offers an effective and sustainable pathway for 
bureaucratic reform in developing contexts. 
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INTRODUCTION 
The persistent challenges of administrative inefficiency in local governments across 

developing regions continue to raise fundamental questions about the capacity of public 

institutions to adapt to contemporary governance demands. One of the most critical yet often 

overlooked aspects of this problem lies in the management of public records and archives. In 

many local administrations, archival practices remain predominantly manual, fragmented, 

and poorly standardized, resulting in slow document retrieval, frequent data duplication, and 

heightened risks of document loss. These inefficiencies not only hinder internal administrative 
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performance but also undermine broader governance principles such as transparency, 

accountability, and service quality. Empirical evidence suggests that delays in document 

processing and retrieval significantly affect decision-making processes and public trust, 

particularly in decentralized governance systems where local governments play a central role 

in service delivery (Barokah et al., 2025; Indriyani et al., 2025). Despite ongoing efforts toward 

bureaucratic reform, many digitalization initiatives fail to produce sustainable outcomes due 

to their top-down nature, limited contextual adaptation, and insufficient investment in 

human resource capacity (Imam et al., 2025; Sandanayaka et al., 2025). 

The urgency of addressing these structural inefficiencies is further amplified by the 

increasing complexity of governance in transitional and developing societies. Digital 

transformation is often promoted as a universal solution to bureaucratic challenges; however, 

its implementation frequently overlooks the socio-cultural and institutional realities of local 

contexts. As a result, digital systems are introduced without adequate consideration of user 

readiness, organizational culture, and participatory engagement, leading to low adoption 

rates and eventual system abandonment (Ahmed et al., 2025; Detthamrong et al., 2025). In 

this regard, the issue is not merely technological but deeply socio-technical, involving the 

interplay between systems, actors, and institutional practices. Therefore, addressing archival 

inefficiency requires not only technological intervention but also a transformative approach 

that integrates capacity building, participatory governance, and contextualized system 

design. 

A growing body of literature has examined the role of digital governance in improving 

public sector performance. Studies have demonstrated that well-designed digital systems can 

enhance administrative efficiency, reduce corruption, and improve service delivery outcomes 

(Meyvanali et al., 2025; Rahardjanto et al., 2025). However, much of this literature remains 

focused on technological infrastructure and system architecture, often neglecting the human 

and institutional dimensions that shape implementation processes. For instance, Anggoro et 

al. (2025) and Kehinde et al. (2025) highlight that many e-government projects in developing 

countries fail due to a mismatch between system design and local realities. Similarly, Amelia 

et al. (2025) and Krova et al. (2025) argue that digital transformation should be understood 

as a socio-technical process rather than a purely technical upgrade. These perspectives 

underscore the need for more integrative approaches that bridge technology with 

organizational and social dynamics. 

Parallel to this, the concept of participatory governance has gained prominence as a 

means of enhancing inclusivity and effectiveness in public administration. Participatory 

approaches emphasize the involvement of stakeholders in decision-making processes, 

fostering a sense of ownership and accountability (Vargas-Merino et al., 2025; Widiyanto et 

al., 2025). In the context of public sector innovation, co-production between government 

actors and external stakeholders has been shown to improve policy outcomes and 

implementation sustainability (Chaturvedi Shharma et al., 2025; Sudirman et al., 2025). 

Nevertheless, the application of participatory governance in digital transformation initiatives 
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remains relatively underexplored, particularly in relation to administrative functions such as 

archival management. 

Another relevant strand of literature emerges from service-learning, an experiential 

learning approach that integrates academic knowledge with community engagement. 

Service-learning has been widely կիրառ utilized in higher education to promote civic 

responsibility, practical skills, and reflective learning among students (Kholifah et al., 2025; 

Saragih et al., 2025). More recent studies have highlighted its potential to contribute to 

community development and institutional capacity building (Agustus et al., 2025; Sajida, 

2025). However, its application beyond educational settings, particularly as a strategic 

instrument for bureaucratic reform, remains limited. Existing research tends to position 

service-learning as a pedagogical tool rather than a mechanism for systemic transformation 

within public institutions. 

In the domain of archival management, prior studies have predominantly focused on 

technical aspects such as digitization processes, metadata standards, and information 

systems design (Tanchangya et al., 2025; Tlais et al., 2025). While these contributions are 

valuable, they often adopt a technocratic perspective that overlooks the lived experiences of 

administrative actors and the organizational contexts in which these systems operate. 

Research has shown that the success of digital archival systems is closely linked to user 

competence, institutional support, and workflow integration (Goodburn, 2025; Peter-king 

Akanzerewai et al., 2025). Yet, few studies have systematically explored how participatory 

and learning-based approaches can enhance these dimensions in practice. 

Taken together, these strands of literature reveal a fragmented understanding of 

digital transformation in the public sector. While digital governance emphasizes technological 

innovation, participatory governance focuses on stakeholder engagement, and service-

learning highlights experiential and community-based learning, these perspectives are rarely 

integrated into a cohesive analytical framework. This fragmentation becomes particularly 

evident in the context of local government administration in developing regions, where 

resource constraints, institutional rigidity, and socio-cultural diversity demand more adaptive 

and inclusive approaches. It is within this intersection that the present study finds its 

grounding, seeking to bring these otherwise disconnected conversations into a more 

dialogical and practice-oriented engagement. 

In this light, the present study subtly departs from conventional approaches by 

positioning community-based service-learning not merely as an educational method but as 

an embedded strategy for facilitating digital bureaucratic reform. Rather than treating 

technology adoption as an end in itself, this approach foregrounds the processes through 

which systems are collectively constructed, negotiated, and sustained by those who use 

them. Such a perspective allows for a more nuanced understanding of digital transformation 

as a lived and relational process, shaped by interactions between academic actors, 

government officials, and institutional environments. The integration of capacity building, 

participatory design, and iterative reflection within a single framework offers a pathway that 



 

Jurnal Penelitian dan Pengabdian kepada 
Masyarakat (JPPM) 

Vol. 1 Issue 2 | MAY 2025 

 

144 
 

is both context-sensitive and operationally grounded. 

Accordingly, this study aims to develop and empirically examine a community-based 

service-learning model for enhancing administrative efficiency through archival digitalization 

in local government settings. Specifically, the study seeks to reconstruct archival management 

practices from manual to digital systems based on local needs, strengthen the capacity of 

government personnel in managing digital archives, and assess the impact of this 

transformation on administrative efficiency and governance quality. By doing so, the study 

aspires not only to contribute to academic discourse but also to offer a practical and 

adaptable model for bridging research and community engagement in the pursuit of 

sustainable public sector innovation. 

RESEARCH METHOD 

This study employs a qualitative approach with a Participatory Action Research (PAR) 

design integrated with service-learning principles. The choice of a qualitative method is 

grounded in the need to deeply understand the social, institutional, and cultural dynamics 

that shape archival management practices within local government settings. Unlike 

quantitative approaches that prioritize measurement and generalization, qualitative inquiry 

allows for a nuanced exploration of lived experiences, meanings, and interactions among 

actors involved in administrative processes (Hati, 2025; Mirkova & Padrón-Fumero, 2025). 

This is particularly relevant given that the transformation from manual to digital archival 

systems is not merely a technical shift, but a socio-technical process involving changes in 

behavior, organizational culture, and institutional routines. PAR is adopted as it emphasizes 

collaboration, reflexivity, and iterative problem-solving between researchers and 

participants, making it especially suitable for contexts where research is expected to generate 

both knowledge and practical change (Rahmania et al., 2025; Vujić et al., 2025). 

The research was conducted in a local government office characterized by persistent 

reliance on manual archival systems, limited technological infrastructure, and ongoing efforts 

toward administrative reform. The selection of this site was based on its representativeness 

of many local administrations in developing regions, where digital transformation initiatives 

often encounter structural and human resource constraints. Moreover, the willingness of the 

institution to engage collaboratively in a service-learning framework provided a conducive 

environment for implementing participatory interventions and observing their impacts in real 

time. 

Informants in this study consisted of 15 individuals selected through purposive 

sampling, ensuring that those involved had direct experience and relevance to archival 

management practices. These included administrative staff responsible for document 

handling, mid-level managers overseeing workflow processes, and institutional leaders 

involved in policy and decision-making. In addition, a small group of academic participants 

involved in the service-learning program were included to capture the co-production dynamic 

between academia and government. The selection of these informants was guided by their 
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strategic positions within the organizational structure, enabling a comprehensive 

understanding of both operational and managerial perspectives. Their inclusion also reflects 

the study’s commitment to capturing diverse voices within the institutional ecosystem. 

Data collection was carried out through multiple, interconnected techniques to ensure 

depth and richness of information. In-depth semi-structured interviews were conducted to 

explore participants’ experiences, perceptions, and challenges related to archival practices 

and digital transformation. This method was chosen for its flexibility in allowing participants 

to articulate their views while enabling the researcher to probe emerging themes (Kanbara et 

al., 2025; Valbuena et al., 2025). Participant observation was also employed during the 

implementation of the digitalization program, allowing the researcher to directly engage with 

daily administrative activities, training sessions, and interactions between actors. This 

immersive approach provided contextual insights that might not emerge through interviews 

alone. In addition, document analysis was conducted on existing archival records, standard 

operating procedures, and institutional reports to understand the formal structure and 

evolution of archival practices. To ensure the credibility and trustworthiness of the findings, 

triangulation was applied through the integration of data sources, methods, and perspectives. 

Data triangulation was achieved by comparing information obtained from different 

informants across hierarchical levels, while methodological triangulation involved cross-

validating findings from interviews, observations, and document analysis (Alam et al., 2025; 

Isah et al., 2025).  

RESULTS AND DISCUSSION 

Reconfiguring Archival Practices: From Fragmentation to Integrated Digital Systems 

The initial phase of this study revealed a deeply entrenched pattern of archival 

management characterized by manual handling, fragmented storage systems, and the 

absence of standardized procedures across administrative units. Documents were often 

stored in disparate physical locations, relying heavily on individual staff memory rather than 

systematic indexing. This condition created significant inefficiencies, particularly in document 

retrieval processes, where locating a single file could take hours or even days depending on 

staff availability. As one administrative staff member (informant AR) noted during the 

interview, “sometimes we know the document exists, but finding it depends on who last 

handled it.” Such practices not only increased administrative workload but also introduced 

risks of data duplication and document loss, ultimately weakening institutional accountability. 

These findings resonate with broader observations in developing administrative contexts, 

where legacy systems persist due to limited resources and institutional inertia (Ofosu & 

Arthur-Holmes, 2025; Widiyanto et al., 2025). 

Through the participatory diagnostic stage of the Participatory Action Research (PAR) 

process, these inefficiencies were not treated merely as technical shortcomings but as 

manifestations of deeper socio-organizational dynamics. Observations conducted during daily 

administrative routines revealed that staff had developed informal coping mechanisms, such 
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as personal labeling systems and ad hoc categorization, which, while functional at an 

individual level, failed to scale institutionally. A mid-level manager (informant DS) explained 

that “everyone has their own way of organizing files, but there is no shared system that we 

all follow.” This fragmentation underscores the absence of institutional alignment, where 

organizational routines evolve in isolation rather than through coordinated design. In this 

sense, the problem extends beyond the lack of digital tools to include the absence of a shared 

operational framework. 

The transition toward an integrated digital archival system emerged through a 

collaborative reconstruction process grounded in service-learning principles. Rather than 

imposing a predefined technological solution, the research team engaged administrative staff 

in co-designing a system that reflected their actual workflow needs. This participatory 

approach proved crucial in aligning technological innovation with existing practices, thereby 

reducing resistance to change. Training sessions and iterative feedback loops enabled staff to 

gradually internalize new procedures, such as standardized file naming conventions, digital 

indexing, and centralized storage protocols. The process was intentionally incremental, 

allowing participants to adapt at a manageable pace while maintaining continuity in 

administrative operations. As reflected by one participant (informant ML), “the system feels 

like ours because we helped build it step by step.” 

Empirical observations during the implementation phase indicated that this co-

constructed system significantly improved the coherence of archival practices. Documents 

that were previously scattered across multiple locations were systematically digitized and 

organized within a unified database, enabling faster and more reliable access. Importantly, 

the introduction of digital tools was accompanied by the establishment of shared standards, 

which served as a common reference point for all staff. This dual transformation, 

technological and procedural, illustrates what (Kabir et al., 2025; Myslikova, 2025) 

conceptualizes as socio-technical system reconfiguration, where digital transformation is 

understood as the interplay between technological artifacts and organizational structures. In 

this case, the digital system did not simply replace manual processes but redefined how 

administrative work was organized, coordinated, and evaluated. 

To illustrate the extent of change, Table 1 presents a comparative overview of key 

archival practices before and after the intervention. 

 

Table 1 Comparison of Archival Practices Before and After Digitalization 

Aspect Before Intervention After Intervention 

Storage system Physical, scattered centralized digital database 

Retrieval time 1–3 days 5–15 minutes 

Data accuracy Prone to duplication Standardized and verified 

Workflow system Individual-based System-based and collaborative 

Risk of data loss High Significantly reduced 

Source: Research analysis (2025) 



 

Jurnal Penelitian dan Pengabdian kepada 
Masyarakat (JPPM) 

Vol. 1 Issue 2 | MAY 2025 

 

147 
 

The data demonstrate a clear shift from individualized, memory-dependent practices 

toward a more system-oriented and collaborative model. Notably, the reduction in retrieval 

time from days to minutes reflects not only technological efficiency but also improved 

coordination among staff. This finding supports the argument that digital transformation in 

public administration must be approached as an integrated process that combines system 

design with organizational learning (Lyu, 2025; Nadeem & Matsuyuki, 2025; Shawar et al., 

2025). 

Beyond measurable improvements, the transformation also reshaped how staff 

perceived their roles within the administrative system. The introduction of a shared digital 

platform fostered a sense of collective responsibility, as actions performed by one individual 

became visible and accessible to others. This visibility encouraged greater accountability and 

consistency in document handling. Observational data further indicated that staff began to 

rely less on informal communication and more on system-based verification, marking a subtle 

but significant shift in organizational culture. Such changes highlight the importance of 

contextualizing digitalization efforts within the lived realities of institutional actors, rather 

than treating them as purely technical upgrades. 

Service-Learning as a Catalyst for Capacity Building and Institutional Learning 

The implementation of service-learning within this study functioned not merely as a 

supporting activity, but as a central mechanism for fostering capacity building and 

institutional learning among local government staff. At the outset of the intervention, the 

majority of administrative personnel demonstrated limited familiarity with digital archival 

systems, with their competencies largely confined to routine manual practices. This gap was 

not only technical but also cognitive, reflecting a broader hesitation toward technological 

change. As one staff member (informant RK) expressed during an early interview, “we are 

used to doing things the old way, and digital systems feel complicated at first.” Such responses 

illustrate that the challenge of digital transformation lies as much in mindset and confidence 

as in skill acquisition. In this context, service-learning provided a structured yet flexible 

platform through which learning could occur organically, grounded in real administrative 

tasks rather than abstract instruction. 

The training and mentoring processes were intentionally designed to follow an 

experiential learning cycle, where participants engaged directly with digital tools while 

reflecting on their experiences and gradually refining their practices. Instead of one-off 

training sessions, the approach emphasized continuous engagement through hands-on 

activities, collaborative problem-solving, and iterative feedback. This method proved 

particularly effective in bridging the gap between theoretical understanding and practical 

application. Observations during training sessions revealed that participants became more 

engaged when they could immediately apply what they learned to their daily responsibilities. 

A mid-level administrator (informant DS) noted that “learning by doing makes it easier to 

understand, especially when we see how it helps our actual work.” This aligns with the 

principles of experiential learning, which emphasize the importance of concrete experience 
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and reflective practice in building sustainable knowledge (Imam et al., 2025; Kumeh et al., 

2025). 

Over time, this process contributed to a noticeable improvement in both technical and 

adaptive capacities. Staff members who initially struggled with basic digital functions 

gradually developed proficiency in tasks such as document scanning, indexing, and database 

navigation. More importantly, they began to demonstrate increased confidence in engaging 

with new systems and troubleshooting minor issues independently. This shift suggests that 

capacity building extended beyond skill acquisition to include the development of self-efficacy 

and adaptive readiness, key components of organizational resilience in the face of change 

(Heinkel et al., 2025; Sim & Young, 2025). The participatory nature of service-learning further 

reinforced this development, as participants were not passive recipients of knowledge but 

active contributors to the learning process. 

A critical dimension of this transformation was the emergence of reciprocal learning 

between academic actors and government staff. Rather than a unidirectional transfer of 

knowledge, the interaction created a dialogical space where both parties learned from each 

other. Academic participants brought technical expertise and methodological frameworks, 

while practitioners contributed contextual knowledge and practical insights into 

administrative workflows. This exchange enriched the design and implementation of the 

digital archival system, ensuring that it remained grounded in local realities. One academic 

participant (informant AL) reflected that “we came with a plan, but it changed as we learned 

from how the office actually works.” This dynamic illustrates the co-productive nature of 

service-learning, where knowledge is jointly constructed through engagement and reflection 

(Ahmed et al., 2025; Trafford, 2025). 

The cumulative impact of these processes is summarized in Table 2, which outlines 

key dimensions of capacity development observed during the study. 

 

Table 2 Capacity Building Outcomes through Service-Learning Implementation 

Dimension Initial Condition Post-Intervention Condition 

Technical skills Limited to manual archiving Proficient in digital archiving tools 

Confidence level Low, hesitant toward 

technology 

Increased confidence and autonomy 

Problem-solving 

ability 

Dependent on others Able to troubleshoot basic issues 

independently 

Learning approach Passive, instruction-based Active, experience-based 

Collaboration Fragmented, individual-based Collaborative and knowledge-sharing 

oriented 

Source: Research analysis (2025) 

The findings presented in Table 2 indicate that service-learning facilitated 

multidimensional capacity development, encompassing not only technical competencies but 

also behavioral and relational aspects of learning. This holistic transformation reflects what 
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Chankseliani et al. (2025) and Marquardt et al. (2025) describe as transformative learning in 

organizational contexts, where individuals reinterpret their assumptions and develop new 

ways of thinking and acting through critical reflection and experience. In this study, such 

transformation was evident in the gradual shift from resistance to acceptance, and eventually 

to proactive engagement with digital systems. 

Beyond individual learning, the intervention also contributed to the emergence of 

institutional learning. As staff members began to share knowledge and standardize practices, 

learning became embedded within organizational routines rather than remaining confined to 

individual experiences. Informal peer-to-peer mentoring emerged as a significant outcome, 

with more confident staff supporting their colleagues in navigating the new system. This 

internalization of knowledge is crucial for sustaining change, as it reduces dependency on 

external facilitators and strengthens the organization’s capacity for continuous improvement. 

Observational data indicated that discussions about archival practices became more frequent 

and structured, signaling a shift toward a more reflective and learning-oriented organizational 

culture. 

Enhancing Administrative Efficiency: Evidence from Digital Archiving Implementation 

The implementation of digital archiving within this study produced measurable and 

perceptible improvements in administrative efficiency, reflecting both technical 

advancements and shifts in organizational practices. Prior to the intervention, administrative 

processes were characterized by prolonged document retrieval times, redundant data 

handling, and a heavy reliance on manual verification. These inefficiencies were not only time-

consuming but also cognitively demanding for staff, as they required constant cross-checking 

and informal coordination. Through the Participatory Action Research (PAR) process, the 

introduction of a digitally integrated archival system enabled a systematic restructuring of 

these processes, allowing administrative tasks to be performed with greater speed, accuracy, 

and consistency. 

Quantitative indicators provide a clear illustration of these improvements. The 

average time required to retrieve documents, which previously ranged from one to three days 

depending on document location and staff availability, was reduced to a matter of minutes 

following the implementation of the digital system. Similarly, the number of archived 

documents that could be processed within a given period increased significantly, as digital 

tools streamlined indexing and storage procedures. Administrative workload also showed a 

notable decline, particularly in repetitive tasks such as document duplication and manual 

sorting. These findings suggest that digitalization not only accelerates individual tasks but also 

enhances overall workflow efficiency by eliminating unnecessary steps and redundancies. 

To further clarify these changes, Table 3 presents a summary of key efficiency 

indicators before and after the intervention. 
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Table 3 Administrative Efficiency Indicators Before and After Digital Archiving 

Implementation 

Indicator Before Implementation After Implementation 

Average document retrieval time 1–3 days 5–15 minutes 

Number of documents processed per week Limited and inconsistent Increased and stable 

Administrative workload High, repetitive Reduced and streamlined 

Data duplication rate Frequent Minimal 

Error rate in document handling Relatively high Significantly reduced 

Source: Research analysis (2025) 

While these quantitative improvements are substantial, the qualitative dimension of 

efficiency offers equally important insights into the transformation process. Interviews with 

administrative staff reveal a shift in how efficiency is experienced and perceived. Rather than 

viewing efficiency solely as speed, participants began to associate it with clarity, predictability, 

and ease of work. One staff member (informant ML) explained that “now we don’t have to 

guess where documents are or ask multiple people; everything is already in the system.” This 

sense of procedural clarity reduced uncertainty and allowed staff to focus on more 

substantive aspects of their work. Another informant (RK) noted that “the system makes our 

work lighter, not because we do less, but because we do it more systematically.” These 

reflections indicate that efficiency gains are closely tied to the reorganization of work 

practices and the establishment of shared standards. 

From an analytical perspective, these findings can be understood through the lens of 

digital-era governance, which emphasizes the role of digital technologies in simplifying 

administrative processes and integrating fragmented systems (Tatik et al., 2025; Tsuladze et 

al., 2025). In this framework, efficiency emerges not merely from automation but from the 

redesign of workflows and the consolidation of information into coherent, accessible 

structures. The digital archival system implemented in this study exemplifies this principle by 

replacing dispersed, paper-based processes with a centralized and searchable database. This 

integration reduces transaction costs, minimizes errors, and enhances coordination across 

administrative units. 

However, the study also reveals that technological integration alone is insufficient to 

produce sustained efficiency gains. The effectiveness of the digital system was closely linked 

to the capacity of staff to use it effectively and consistently. Training and mentoring, as part 

of the service-learning approach, played a critical role in ensuring that users could navigate 

the system confidently and adhere to standardized procedures. Observational data indicated 

that when staff deviated from agreed-upon protocols, such as inconsistent file naming or 

incomplete data entry, the efficiency of the system was temporarily compromised. This 

highlights the interdependence between technological systems and human practices, 

reinforcing the idea that efficiency is a socio-technical outcome rather than a purely technical 

one (Alkhaja et al., 2025; Supranoto et al., 2025). 
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Moreover, the integration of quantitative and qualitative indicators within this study 

allows for a more holistic understanding of administrative efficiency. While numerical data 

capture measurable improvements, qualitative insights reveal how these changes are 

internalized and sustained within the organization. For instance, the reduction in workload 

was not only a matter of fewer tasks but also a reflection of reduced cognitive strain and 

improved coordination. Staff no longer needed to rely on memory or informal networks to 

locate documents, as the system provided a reliable and transparent reference point. This 

shift contributed to a more stable and predictable working environment, which is essential 

for long-term organizational performance. 

Another important dimension of efficiency observed in this study is its relationship 

with accountability and transparency. The digital system created a traceable record of 

document handling, allowing supervisors to monitor workflows and identify potential 

bottlenecks. This visibility encouraged more disciplined practices among staff, as actions were 

no longer confined to individual knowledge but became part of a shared institutional record. 

In this sense, efficiency gains were accompanied by improvements in governance quality, 

aligning with broader objectives of bureaucratic reform. 

Participatory Co-Production and the Emergence of Institutional Ownership 

The participatory dimension embedded within the service-learning approach revealed 

a critical dynamic in the success of the digital archiving initiative: the gradual emergence of 

institutional ownership among local government actors. Rather than positioning 

administrative staff as passive recipients of externally designed reforms, the Participatory 

Action Research (PAR) framework enabled their active involvement in diagnosing problems, 

designing solutions, and implementing changes. This shift in positioning had profound 

implications for how the intervention was perceived and sustained. At the early stages, 

several participants expressed skepticism toward digitalization initiatives, often associating 

them with externally imposed programs that were rarely maintained beyond initial 

implementation. However, as the process unfolded, this perception began to change. One 

senior staff member (informant DS) reflected that “this is different from previous programs 

because we are involved from the beginning, not just told what to do.” Such statements 

illustrate how participation fosters a sense of inclusion that is foundational to ownership. 

The co-production process unfolded through iterative cycles of dialogue, 

experimentation, and reflection, where academic actors and government staff collaboratively 

shaped the digital archival system. This interaction was not merely consultative but genuinely 

co-creative, with local actors contributing insights into workflow realities, institutional 

constraints, and practical feasibility. For instance, during system design discussions, staff 

proposed adjustments to file categorization structures to better align with existing 

administrative routines. These inputs were not only accommodated but became integral to 

the system’s architecture. As one participant (informant ML) noted, “the system works for us 

because it follows how we actually work, not how someone else thinks we should work.” This 

alignment between system design and user practice is a key factor in fostering both 
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acceptance and long-term commitment. 

From an analytical standpoint, these findings resonate with the evolving discourse on 

co-production in public services, which emphasizes the collaborative generation of value 

through the interaction between state and non-state actors (Acheampong, 2025; Kumar, 

2025). In this framework, public service outcomes are not delivered unilaterally by 

government institutions but are co-created through shared responsibility and mutual 

engagement. The present study extends this perspective by demonstrating how co-

production can operate not only in service delivery but also in internal administrative reform 

processes. By involving staff directly in the transformation of archival systems, the initiative 

cultivated a sense of agency that transcended procedural compliance and moved toward 

collective stewardship. 

The development of institutional ownership was further reinforced through the 

visibility and shared accountability embedded in the digital system. Unlike manual practices, 

where document handling was often individualized and opaque, the digital platform created 

a transparent environment in which actions could be tracked and verified. This visibility 

encouraged more disciplined and consistent practices, as staff became aware that their 

contributions were part of a collective system. Importantly, this was not experienced as 

surveillance but as a form of shared responsibility. An administrative officer (informant RK) 

explained that “now we can see what others have done, and it helps us coordinate better.” 

This suggests that ownership is not only about emotional attachment but also about relational 

awareness within the organizational system. 

The impact of participatory co-production on institutional ownership can be further 

illustrated through the patterns of engagement observed during and after the intervention. 

Table 4 summarizes key dimensions of ownership development identified in the study. 

 

Table 4 Indicators of Institutional Ownership in Digital Archiving Implementation 

Dimension Initial Condition Post-Intervention Condition 

Participation in decision-making Limited, top-down Active, collaborative 

Perception of reform initiatives External imposition Internal initiative 

Commitment to system use Conditional, inconsistent Strong and sustained 

Initiative for improvement Minimal Increasingly proactive 

Responsibility for system maintenance Individual, unclear Collective and structured 

Source: Research analysis (2025) 

The patterns reflected in Table 4 indicate that ownership emerged not as an 

immediate outcome but as a gradual process shaped by continuous engagement and mutual 

trust. One notable development was the increasing initiative taken by staff to refine and 

expand the system beyond its initial design. For example, several participants independently 

proposed additional features, such as categorization for new document types and periodic 

data audits to maintain system integrity. These actions signal a transition from compliance to 

commitment, where actors no longer merely follow procedures but actively contribute to 
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system improvement. This aligns with the argument that co-production enhances not only 

effectiveness but also sustainability by embedding innovation within local practices (Prasetio 

et al., 2025). 

The emergence of institutional ownership also played a crucial role in addressing one 

of the most persistent challenges in bureaucratic reform: sustainability. Many digital 

initiatives fail not because of flawed design, but because they lack continued engagement 

from users once external support is withdrawn. In this study, however, the participatory 

nature of the intervention created a foundation for ongoing commitment. Observational data 

collected during the later stages of the research indicated that staff continued to use and 

adapt the system independently, even in the absence of direct facilitation. Informal peer 

support mechanisms also began to emerge, with more experienced users assisting their 

colleagues in navigating the system. This internalization of knowledge and responsibility 

suggests that the reform process had moved beyond project-based implementation toward 

institutional integration. 

Toward a Community-Based Service-Learning Model for Digital Bureaucratic Reform 

The preceding findings converge toward a broader conceptual synthesis that situates 

service-learning not only as a pedagogical approach but as a transformative framework for 

bureaucratic reform. What emerges from this study is a grounded model of Community-Based 

Service-Learning for Digital Bureaucratic Reform, an integrative framework that connects 

technological innovation, participatory engagement, and capacity building within a single, 

iterative process. Rather than treating digitalization as a linear transition from manual to 

electronic systems, this model conceptualizes reform as a dynamic and relational process 

shaped by continuous interaction between actors, tools, and institutional contexts. In this 

sense, the model reflects a shift from viewing reform as a product to understanding it as an 

evolving practice embedded in everyday administrative life. 

At the core of this model lies an initial diagnostic phase, where problems are not 

predefined by external experts but co-identified through engagement with local actors. The 

findings demonstrate that this stage is critical in uncovering not only technical inefficiencies 

but also the informal practices and tacit knowledge that sustain existing systems. Through 

observations and interviews, the research revealed that administrative inefficiencies were 

deeply intertwined with organizational habits and adaptive strategies developed over time. 

One informant (AR) noted that “we have our own ways of making things work, even if they 

are not efficient.” Such insights highlight that any meaningful reform must begin with a 

careful understanding of how systems are actually lived and experienced. This diagnostic 

phase thus becomes a process of mutual learning, where researchers and practitioners jointly 

interpret the institutional landscape, aligning with the principles of context-sensitive digital 

transformation (Indah et al., 2025; Khatri et al., 2023; MA et al., 2022). 

Building on this shared understanding, the model advances into a co-design phase, 

where solutions are collaboratively developed rather than externally imposed. The study 

shows that this stage plays a pivotal role in ensuring the relevance and adaptability of the 
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digital system. Instead of introducing a rigid technological framework, the system evolved 

through iterative discussions, adjustments, and feedback from participants. This process 

allowed local knowledge to shape system architecture, ensuring compatibility with existing 

workflows while gradually introducing standardization. As one participant (ML) reflected, 

“the system fits our work because we helped shape it from the beginning.” This co-design 

process resonates with contemporary perspectives on co-production, where value is 

generated through collaborative problem-solving and shared ownership of outcomes (Farida 

et al., 2024; Khumairoh et al., 2024; Saleh et al., 2024). Importantly, it also reduces resistance 

to change, as actors perceive the system not as an external intervention but as an extension 

of their own practices. 

The implementation phase of the model is characterized by the integration of 

experiential learning through service-learning activities. Training and mentoring are not 

treated as separate components but are embedded within the process of system use, 

allowing participants to learn by doing. This approach facilitates a gradual internalization of 

new practices, as users engage directly with digital tools while reflecting on their experiences. 

The findings indicate that this stage is crucial for bridging the gap between technical design 

and practical application. Participants not only acquired new skills but also developed 

confidence and adaptive capacity, enabling them to navigate and sustain the system 

independently. This aligns with the notion of transformative learning in organizational 

contexts, where experience-based engagement fosters deeper cognitive and behavioral 

change (Rahmasari et al., 2019; Wang et al., 2023). The integration of learning within 

implementation ensures that capacity building is not an afterthought but an inherent 

component of reform. 

Equally important is the evaluative dimension of the model, which combines 

quantitative and qualitative assessments to capture both measurable outcomes and lived 

experiences. The study demonstrates that evaluation is not conducted as a final step but as 

an ongoing process that informs continuous improvement. Indicators such as document 

retrieval time and data accuracy provide tangible evidence of efficiency gains, while 

participant reflections reveal shifts in perception, confidence, and work culture. This dual 

approach allows for a more holistic understanding of impact, recognizing that institutional 

change cannot be fully captured through metrics alone. One informant (DS) observed that 

“it’s not just faster now, but also clearer and more organized,” suggesting that the benefits of 

digitalization extend beyond speed to include cognitive and organizational clarity. Such 

insights reinforce the importance of integrating reflective practices into reform processes, 

ensuring that learning and adaptation remain continuous. 

The final component of the model is reflection, which serves as a bridge between 

practice and knowledge production. Through structured reflection sessions, both academic 

and practitioner participants critically examined the process, identifying strengths, 

limitations, and areas for refinement. This reflexive dimension is central to the PAR approach, 

as it transforms practical experience into actionable knowledge that can inform future 
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interventions (Badriyah et al., 2024; Zhang et al., 2023). More importantly, reflection fosters 

a sense of collective ownership over the reform process, as participants recognize their 

contributions to both the outcomes and the learning generated. This recursive cycle of action 

and reflection ensures that the model remains adaptive, capable of evolving in response to 

changing institutional needs. 

What distinguishes this model from conventional digitalization approaches is its 

rejection of technocratic and top-down paradigms. Traditional models often prioritize system 

deployment over user engagement, leading to solutions that are technically sound but socially 

disconnected. In contrast, the community-based service-learning model emphasizes 

alignment between technology, people, and context. It recognizes that digital tools are only 

as effective as the practices and relationships that sustain them. By embedding participation 

and learning within every stage of the process, the model addresses not only the “how” of 

digital transformation but also the “who” and “why” that underpin its success. This integrative 

perspective resonates with recent discussions on digital-era governance, which highlight the 

need for holistic and user-centered approaches to public sector innovation (Beyers et al., 

2023; Roling et al., 2024). 

The implications of this model extend beyond the immediate research setting, offering 

a transferable framework for local governments facing similar challenges. While contextual 

adaptation remains essential, the underlying principles of co-diagnosis, co-design, 

experiential implementation, iterative evaluation, and collective reflection provide a flexible 

structure that can be applied across diverse institutional environments. The study suggests 

that when reform is approached as a collaborative and learning-oriented process, it is more 

likely to produce sustainable outcomes that endure beyond the duration of specific projects. 

In this sense, the model contributes both theoretically and practically, bridging the gap 

between academic knowledge and real-world application. It demonstrates that service-

learning, when embedded within a participatory and socio-technical framework, can serve as 

a powerful catalyst for reimagining bureaucratic reform in developing contexts. 

CONCLUSION 

This study demonstrates that the development and implementation of a community-

based service-learning model can function as an effective instrument for bureaucratic reform, 

particularly in addressing the structural inefficiencies associated with manual and fragmented 

archival systems in local government. Rather than relying on conventional top-down 

digitalization approaches, the findings confirm that embedding participatory engagement and 

experiential learning within the reform process enables a more context-sensitive and 

sustainable transformation. The integration of collaborative diagnosis, co-designed system 

development, and iterative capacity building not only improved measurable administrative 

efficiency, such as faster document retrieval, higher data accuracy, and reduced workload, 

but also reshaped organizational practices toward more systematic, transparent, and data-

driven modes of operation. Importantly, the study affirms that the sustainability of such 
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reforms is closely linked to the emergence of institutional ownership, which is cultivated 

through the active involvement of local actors throughout the process. In this respect, the 

proposed Community-Based Service-Learning for Digital Bureaucratic Reform model offers a 

nuanced contribution by bridging technological innovation with human and institutional 

dimensions, positioning digital transformation not merely as a technical upgrade but as a 

socially embedded process of collective learning and change. 
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