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Abstract: The digitalization of public sector performance management in Indonesia has been accelerated 
by the implementation of e-Kinerja, a centralized application designed to monitor civil servant activity 
through geolocation-based attendance tracking and performance logging. While the system reflects the 
government’s commitment to transparency and efficiency, its current configuration reveals significant 
limitations when deployed in geographically dispersed and infrastructurally challenged regions. This study 
investigates these limitations by focusing on the lived experiences of civil servants in East Kutai Regency, 
East Kalimantan, a district where long travel distances, poor road access, and environmental unpredictability 
routinely disrupt official attendance procedures. Using a qualitative descriptive approach, data were 
collected through in-depth interviews with eight civil servants from the Department of Tourism. Thematic 
analysis, grounded in the UTAUT2 and DeLone & McLean Information System Success Model, uncovered 
three central themes: (1) structural barriers to timely attendance due to physical inaccessibility of 
government offices; (2) reliance on informal, manual approval mechanisms through personal 
communication with administrative supervisors; and (3) perceived unfairness and system inflexibility that 
undermine trust in the technology. While the application aims to enforce standardization and accountability, 
it inadvertently introduces bias against employees located in rural or semi-remote areas, resulting in 
performance records that do not accurately reflect actual work activity. Theoretically, the findings reveal a 
breakdown in key digital adoption constructs, such as facilitating conditions, performance expectancy, and 
user satisfaction. The failure to embed contextual awareness, such as configurable attendance policies, 
digital justification features, and adaptive system workflows demonstrates a lack of system quality and 
service responsiveness. Practically, this gap forces users to revert to non-systematic, discretionary 
workarounds, such as WhatsApp messages to supervisors or verbal attendance validation. This study argues 
for a paradigm shift in digital governance from rigid uniformity to context-aware digital flexibility, 
especially in archipelagic states like Indonesia where operational contexts vary widely. Policy reforms and 
technical system upgrades must prioritize inclusivity, not only in access but in usability and fairness. 
Without such responsive innovation, public sector digitalization may inadvertently reinforce administrative 
inequality and disengage the very personnel it aims to empower. 
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1. Introduction 
The acceleration of digital transformation in public institutions has become a cornerstone of governance 

reform in Indonesia. In an effort to enhance bureaucratic accountability and transparency, the Indonesian 
government has introduced various digital systems, one of which is e-Kinerja, a performance management 
application designed specifically for civil servants (Aparatur Sipil Negara, ASN). The application features 
geolocation-based attendance recording, allowing institutions to monitor employees’ presence within a 
designated office radius in real time (Bailke et al., 2024; Sangeetha et al., 2025). However, in geographically 
dispersed areas such as East Kutai Regency, the implementation of geolocation-based attendance systems 
faces substantial challenges. Many civil servants in this region experience logistical obstacles, such as poor 
road infrastructure or remote travel routes that prevent them from arriving within the required geofence at 
designated check-in times. As a result, performance tracking becomes distorted, with civil servants being 
inaccurately flagged as absent despite being actively engaged in work-related tasks (Gupta et al., 2025; 
Kurnia et al., 2025). This dissonance between system design and field conditions reveals critical gaps in 
technological adaptability and inclusiveness, raising concerns about fairness, efficiency, and motivation in 
public workforce management (Akila et al., 2025; Keau et al., 2021). 

These challenges reflect a broader problem in digital public service systems: the mismatch between 
centralized technical design and decentralized operational realities. According to (Xue et al., 2024), the 
Unified Theory of Acceptance and Use of Technology (UTAUT2) highlights several key constructs that 
influence users' technology adoption, including performance expectancy, effort expectancy, facilitating 
conditions, and behavioral intention. In this study's context, facilitating conditions, such as road 
accessibility and mobile signal availability serve as critical external enablers or barriers. When the system 
disregards such conditions, civil servants may experience stress, disengagement, and low compliance with 
digital protocols. Moreover, it is not only the adoption that matters but also the effectiveness of the system 
once in use. For this reason, the study incorporates the (Zheng et al., 2025), which evaluates the success of 
information systems through six interrelated dimensions: system quality, information quality, service 
quality, use, user satisfaction, and net benefits. Applied to e-Kinerja, this model facilitates a 
multidimensional assessment of how the application performs in real-world environments, particularly 
among civil servants in underdeveloped regions. 

This research aims to investigate the location-based attendance issues experienced by civil servants 
using the e-Kinerja application in East Kutai Regency. Specifically, the study addresses: 

1. What geographical and infrastructural challenges hinder accurate attendance recording in the e-
Kinerja system? 

2. How do these challenges affect civil servants’ perceptions, motivation, and performance 
evaluations? 

3. What improvements can be proposed to ensure that digital systems like e-Kinerja remain inclusive, 
reliable, and adaptable to diverse working conditions? 

By integrating both UTAUT2 and the IS Success Model, this research offers a comprehensive lens for 
understanding not only user adoption and satisfaction but also system-level performance. It also contributes 
to policy-level discourse by highlighting the importance of context-sensitive system design in ensuring the 
fairness and functionality of public sector digital tools. The findings are expected to inform local government 
stakeholders and system developers in redesigning or enhancing e-Kinerja features to better align with the 
working conditions of civil servants in remote regions. 

2. Materials and Methods 
2.1 Research Design 

This study adopted a qualitative descriptive design to explore the practical challenges experienced by 
civil servants (ASN) in using the location-based attendance feature within the e-Kinerja application. 
Qualitative inquiry was deemed appropriate to capture deep contextual understanding and subjective 
experiences related to infrastructure limitations and digital system use. The main data collection method 
was semi-structured interviews, enabling flexible yet focused discussions around key themes. 

2.2 Research Site and Participants 
The study was conducted in East Kutai Regency, East Kalimantan, Indonesia, with the research site 

centered on the Department of Tourism (Dinas Pariwisata Kabupaten Kutai Timur). The selection of this 
location was based on its geographical diversity, frequent road access disruptions, and active utilization of 
e-Kinerja among its civil servants. 
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Purposive sampling was used to identify eight participants who met the following criteria: 
a. Status as active civil servants (ASN), 
b. Regular users of the e-Kinerja attendance feature, 
c. Assigned to offices or field duties in areas with known access constraints. 
Interviews were conducted between March and April 2025, each lasting approximately 30–45 minutes. 

Interviews took place at participants’ offices or via video call for those stationed in sub-district offices. Prior 
verbal and written consent was obtained from each respondent. All sessions were audio-recorded with 
permission and subsequently transcribed for analysis. 

2.3 Data Collection Procedure 
Interview questions were developed based on themes derived from UTAUT2 and the Information 

System Success Model, focusing on: 
a. Practical difficulties in accessing geofenced attendance points, 
b. Experience with system responsiveness and support, 
c. Perceived usefulness and satisfaction with the e-Kinerja app. 
Sample interview questions included: 

a. "What are your daily experiences using the e-Kinerja attendance system?" 
b. "Have you encountered any issues with recording attendance due to road access or signal 

limitations?" 
c. "What would help make the system more usable in your work context?" 
Observational notes were taken when interviews were held in person, and documentation of attendance 

records and app screenshots were reviewed when available. 

2.4 Data Analysis 
The study used the Interactive Model of Qualitative Data Analysis by (Matthew B. Miles et al., 2020) 

which includes the following phases: 
1. Data Condensation 

Interview transcripts were reviewed line-by-line and coded into relevant categories such as 
“access difficulty”, “signal loss”, “manual work around”, “system perception” and “attendance 
policy constraints”. 

2. Data Display 
The codes were organized into matrices and charts to compare cross-participant responses, 

identifying patterns, common challenges, and shared insights. 
3. Conclusion Drawing and Verification 

Themes were refined through repeated analysis and verified via member checking with select 
respondents to validate interpretations and avoid researcher bias. 

This method enabled iterative, in-depth exploration aligned with the study's focus on contextual 
problem-solving and system improvement. 

2.5 Ethical Considerations 
The study followed ethical standards for non-invasive social research. Participants received clear 

explanations of the research purpose, their rights, and data confidentiality. Written informed consent was 
obtained prior to data collection. Real names and job titles are used here with participant approval for 
academic purposes. The study involved no risks and did not require formal ethics clearance under national 
guidelines for minimal-risk qualitative research. 

3. Results 
This section elaborates on the thematic findings from interviews conducted with eight civil servants 

from the Department of Tourism in East Kutai Regency. Thematic coding generated three major themes: 
(1) constraints related to geographical accessibility and attendance timing, (2) informal strategies and 
administrative dependencies, and (3) perception of system effectiveness and fairness. These themes are 
interpreted in light of UTAUT2 and the Information System Success Model. 

3.1. Geographical Constraints and Attendance Disruption 
One of the most pervasive problems shared across interviews is the challenge of recording attendance 

through e-Kinerja due to difficult road access and travel delays. ASN stationed in areas such as Kaubun, 
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Bengalon, or long-distance hamlets often face travel times exceeding 90 minutes. Road conditions are 
further affected by weather, ongoing construction, and lack of alternative routes. 

“I left at 6:30 AM, but due to heavy rain and muddy roads, I reached the office at almost 9. Even though 
I was at work, e-Kinerja showed me as absent.” 
–Ahmad Maulana, Functional Officer, Bengalon 

Another informant, stationed at the tourism information post, shared similar frustrations: 
“During dry season it’s okay, but when it rains, the main route is slippery and sometimes impassable. 

There’s no way to be on time unless we stay overnight near the office.” 
–Siti Rahmah, Public Service Staff 

The geolocation-based time limit for check-in becomes a rigid barrier. The system does not provide 
any fallback mechanism or grace period to accommodate such situational delays. 

This highlights a misalignment between system rules and physical working conditions, confirming 
what UTAUT2 describes as the failure of facilitating conditions—where users lack the environmental or 
infrastructural support to use the system effectively. 

3.2. Informal Workarounds and Administrative Burden 
To compensate for attendance failures, most employees resort to manual reporting. The Subdivision 

Head for General Affairs (Kasubbag TU) has become the central figure in validating these cases—usually 
via WhatsApp, direct messaging, or informal memos. 

“Every time I get late, I have to contact Bu Eka. She usually understands, but I need to send photos or 
location screenshots. It’s not official though—more like personal trust.” 
–Budi Hartanto, Field Coordinator 

“Sometimes I feel embarrassed. I report the same issue multiple times a month. I wish the app allowed 
me to submit a reason directly, like other government platforms.” 
–Nina Rosmala, Admin Event Staff 

This process has several implications: 
a. It depends on human discretion, not system protocols, 
b. It adds cognitive and emotional burden to both staff and supervisors, 
c. It undermines standardization and transparency. 
According to the Information System Success Model, a system lacking formal service quality and 

support mechanisms cannot be considered effective, even if other technical components (e.g., security or 
interface) perform well. 

3.3. System Fairness and User Perception 
Employees who experience chronic attendance issues due to external factors develop negative 

perceptions of the application. They begin to see e-Kinerja not as a performance management tool, but as 
an administrative trap. 

“I fulfill my tasks, attend field meetings, write reports—but my attendance is red. People who sit at the 
desk all day are marked green. That’s not fair.” 
–M. Fikri Rizal, Tourism Analyst 

Another respondent pointed out the moral dilemma involved: 
“Should I force myself through dangerous roads just to get marked ‘present’? It’s not worth risking an 

accident. But my supervisor only sees the app report.” 
–Eka Rahmawati, Head of Planning Subdivision 

This erosion of trust impacts what UTAUT2 calls performance expectancy. When users no longer 
believe that using the system leads to positive outcomes, adoption and compliance decline. 

Moreover, the perceived information quality of the system is questioned—employees feel that their 
real efforts are not accurately represented by the system’s data. The app, in their view, does not support their 
reality. 

3.4. The Need for System Adaptation 
Almost all participants voiced a shared suggestion: the integration of a built-in approval or explanation 

feature in e-Kinerja that would allow them to justify delayed attendance or request post-entry logging. 
“We need a proper button—something like ‘Request Approval’ with a reason and evidence. This way, 

everything is logged officially.” 
–Yusriansyah S. Basyir, Senior Expert Staff 
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This indicates a clear user demand for system flexibility—echoing the system quality dimension of the 
IS Success Model. A rigid system, regardless of its technical precision, fails if it cannot adapt to diverse 
operational contexts. 

3.5. Summary of Cross-Informant Themes 
Table 1. Summary of Cross-Informant Themes 

Theme Key Observations 
Road & access constraints Delays due to terrain, weather, or long distances; missed check-ins 
Manual reporting burden Reliance on WhatsApp/manual approval to Kasubbag TU 
Lack of systemic flexibility No field to log reasons, no digital approval process 
Perceived unfairness App penalizes effort; “present but absent” paradox 
Suggested improvement Add justification feature directly into e-Kinerja system 

3.6. Theoretical Interpretation 
1. UTAUT2 Analysis 

Facilitating conditions are insufficient, performance expectancy is compromised by lack of 
contextual sensitivity. 

2. IS Success Model Analysis 
Weakness in service quality and user satisfaction threatens the long-term credibility and 

usability of the system. 

3.7 Socio-Technical Alignment in System Use 
The mismatch between (Abbas & Michael, 2025) e-Kinerja’s rigid design and the complex realities 

experienced by civil servants in rural East Kutai can be analyzed through Socio-Technical Systems Theory 
(STS). STS asserts that sustainable digital interventions require balance and mutual adaptation between two 
subsystems: 

1. Technical subsystem: infrastructure, software, procedures 
2. Social subsystem: human actors, organizational culture, norms 
As TheoryHub explains, STS stresses that: 
“Socio-technical research is premised on the interdependent and inextricably linked relationships 

among the features of any technological object or system and the social norms, rules of use and participation 
by a broad range of human stakeholders” 

In e-Kinerja’s case, system designers favored a standardized technical model—time-based 
geolocation—without integrating users’ contextual needs, such as long travel times, unstable digital 
infrastructure, or established informal approval practices. This imbalance causes: 

• User frustration and low compliance, 
• Increased reliance on non-digital, ad hoc workarounds (e.g., WhatsApp messages to supervisors), 
• Erosion of institutional trust and perceived legitimacy of attendance data. 
The STS perspective underscores the need for participatory and contextual design. Successful digital 

transformation in public services must achieve joint optimization, meaning both technical and social systems 
are co-designed and adapted in tandem. Without this, even an efficient technical solution can become 
socially dysfunctional. 

4. Discussion 
The findings of this study offer crucial insights into the challenges of implementing a geolocation-

based attendance system for civil servants in geographically complex regions. Through the lens of UTAUT2 
and the Information System Success Model, this discussion aims to critically interpret the field data and 
propose broader implications for digital public administration. 

4.1. Technological Design vs Operational Reality 
The e-Kinerja application was designed to promote discipline, transparency, and accountability in civil 

service performance management. However, as the results indicate, its geolocation-based attendance feature 
does not accommodate the realities of work environments in rural or infrastructure-challenged areas such as 
East Kutai Regency. Road conditions, travel distance, and weather unpredictability cause significant delays, 
rendering the check-in window ineffective for many civil servants. This represents a classic case of 
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technological rigidity—a digital system that enforces uniform rules without contextual flexibility (Taleat et 
al., 2025). According to (Moray, 2025), the effectiveness of a digital system depends on users’ access to 
facilitating conditions. In this case, those conditions are insufficient, as employees lack the infrastructural 
support to comply with location-based attendance requirements. The absence of system alternatives (e.g., 
delayed check-in justification) magnifies the problem. 

4.2. Administrative Dependency and Informality 
To work around the system, employees rely on manual approval from administrative superiors, 

especially the Subdivision Head for General Affairs. This practice—though practical—reflects a shift back 
to informal systems of accountability. It also creates an administrative bottleneck, where attendance 
validation becomes a personal rather than institutional process. From the (Delone & McLean, 2003) 
perspective, this illustrates poor service quality and a breakdown in system integration. An ideal digital 
solution would offer a built-in workflow for exception handling, with traceable records, timestamped 
evidence, and a formal approval trail (Adams, 2007). Instead, what exists is a “shadow system” based on 
interpersonal communication, introducing risks of subjectivity and inconsistency. 

4.3. Perceived Fairness and User Motivation 
The findings also reveal a deep sense of disillusionment among users. Employees who exert effort to 

attend fieldwork or navigate difficult roads feel unfairly penalized by a system that reflects only binary data: 
present or absent. This issue aligns with a decline in performance expectancy (UTAUT2)—the belief that 
system use will lead to positive outcomes. Motivation to engage with the system weakens when there is a 
disconnect between effort and recognition (Bandura, 1988). Employees may continue using the system only 
out of obligation, not confidence or trust. Over time, this can lead to disengagement, resistance, and 
superficial compliance—where attendance becomes a matter of “tricking the system” rather than honest 
reporting. 

4.4. Structural and Policy-Level Reflections 
The core issue revealed by this research is not user error or technical failure, but rather the lack of 

adaptive design in public sector digital systems. While e-Kinerja performs well in stable urban contexts, it 
falters in semi-rural or high-mobility environments. This creates unequal experiences among civil servants 
based on geography—contradicting the principles of equity and inclusivity in state governance. This 
problem is compounded by the fact that there is no institutional feedback mechanism embedded in the 
system. User complaints and practical difficulties are often not recorded, let alone processed systematically. 
Thus, opportunities for iterative design improvement are missed. To align with the goals of digital 
transformation, public sector applications must integrate flexibility-by-design—features that allow users to 
justify exceptions, submit evidence, and request post-entry approval within the same digital ecosystem  
(Yang et al., 2024). 

4.5. Comparison with Previous Studies 
Studies such as (Sarwar et al., 2023) emphasize that infrastructure readiness and contextual adaptation 

are essential for digital transformation in the public sector. Similarly, research applying UTAUT2 in rural 
administrative contexts confirms that facilitating conditions and user empowerment significantly influence 
technology acceptance (Kim & Gupta, 2014). 

The findings of this study reinforce these conclusions, adding new evidence from the field that 
inflexible geolocation systems may produce unintended administrative inequality—punishing those who are 
geographically disadvantaged. Therefore, e-Kinerja must evolve beyond its current rigid model to one that 
includes smart exception handling and embedded feedback mechanisms. 

4.6. Theoretical Integration 
1. UTAUT2 Insight 

Performance expectancy, effort expectancy, and facilitating conditions are all compromised in 
this context. The absence of reliable infrastructural support and adaptive system features leads to 
low user satisfaction and behavioral resistance. 

2. IS Success Model Insight 
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System quality is undermined by lack of flexibility, service quality fails due to manual, offline 
approval procedures, user satisfaction declines due to perceived unfairness and administrative 
inefficiency. 

4.7 Affordance Theory in Digital Systems 
Affordance Theory, originating from ecological psychology (Gibson), has been developed into an 

important framework in the study of digital information systems. Affordances describe the possibilities of 
action that a technology offers to its users. In the context of large applications such as e-Performance, this 
theory helps explain what a system ‘affords’ or ‘hinders’ users in the field. 

According to Ostern and Rosemann (2021): 
“Digital affordances are action possibilities emerging through the relationship between technological 

features and user capabilities, shaped by contextual structures”. 
With this theory, we see e-Kinerja provides affordance for real-time check-in, but fails to provide 

flexible affordances such as: 
• Late-justification, 
• Evidence upload, 
• Contextual feedback loop digitally—this makes its functionality limited in the field. 
Conceptually, this deficiency is classified as constrained affordance—the system allows some actions, 

but still limits critical actions based on the needs of users in remote areas. 

5. Conclusions 
This study set out to examine the gap between digital system design and its field-level application in 

the context of public sector performance management in Indonesia. By focusing on the e-Kinerja attendance 
feature and drawing from the lived experiences of eight civil servants (ASN) at the Department of Tourism 
in East Kutai Regency, the study reveals a fundamental tension between technological standardization and 
operational diversity. Although e-Kinerja was designed with the aim of promoting discipline and 
measurable performance through geolocation-based attendance tracking, its current configuration fails to 
consider the infrastructural, geographical, and contextual constraints of remote administrative areas. The 
rigid requirement of real-time, location-bound check-ins does not accommodate those who face long 
commutes, impassable roads, or environmental unpredictability. This rigidity results in a systematic 
misrepresentation of work reality, where diligent employees are marked as absent, and field-based 
contributions are overlooked due to a failure to meet logistical thresholds—not actual non-performance. 
Consequently, there is an erosion of trust in the system’s fairness and an increase in administrative burden 
through manual workaround mechanisms, typically involving discretionary validation by supervisors. From 
a theoretical standpoint, the application of the UTAUT2 model helps identify the breakdown of facilitating 
conditions, while the Information System Success Model reveals how low service quality and lack of system 
flexibility undermine both user satisfaction and net benefits. These findings reinforce the argument that 
technological success cannot be decoupled from institutional and environmental readiness. 

5.1. Broader Implications 
5.2.1. Technological Design and Policy Coherence 

The findings highlight a significant misalignment between technology design and public policy 
execution. The national mandate for e-Kinerja implementation assumes a level of infrastructural and digital 
readiness that does not exist uniformly across Indonesia's vast archipelagic regions. This blanket approach, 
while efficient on paper, becomes inequitable in practice. Therefore, a shift is needed from one-size-fits-all 
digital solutions to context-responsive system architectures that allow policy execution to remain grounded 
in on-the-ground realities. 

 
5.2.2. Digital Bureaucracy and Human Mediation 

The reliance on manual approval through interpersonal communication (e.g., WhatsApp) reintroduces 
human subjectivity and inconsistency into what is meant to be an automated, standardized process. This 
paradox reflects a broader pattern in digital governance initiatives where technology overlays traditional 
systems but does not yet transform or replace them structurally. Hence, government technology must be 
seen not merely as tools for control, but as interactive systems that evolve based on user feedback, situational 
diversity, and institutional learning. 
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5.2.3. Motivation, Morale, and Symbolic Legitimacy 
Civil servants who feel punished by a system that ignores their context are more likely to exhibit surface 

compliance—going through the motions of attendance without genuine engagement. Over time, this fosters 
cynicism toward digital reform, devalues field-based work, and disincentivizes integrity. In such cases, 
performance systems lose not only their technical accuracy but also their symbolic legitimacy as fair 
evaluative tools. Rebuilding trust in e-Kinerja requires that the system acknowledge and reflect the human 
conditions in which it operates. 

5.2. Recommendations for System Redesign 
Based on the findings, several layered recommendations are proposed: 

1. Systemic Integration of Flexible Features 
• Embed a digital “Late Check-In Justification” button, with options to upload photographic or 

textual evidence. 
• Develop a transparent approval workflow embedded within the system, removing reliance on 

ad-hoc messaging. 
2. Differentiated Attendance Parameters by Region 

• Allow geolocation and time parameters to be adjusted based on district-specific infrastructure 
assessments, which could be determined through coordination with regional BKD and IT 
departments. 

3. Build-in Feedback Mechanisms 
• Incorporate a feedback form within the app to allow users to log difficulties, making systemic 

problems visible to developers and policymakers. 
4. Capacity Building and Policy Realignment 

• Local governments must train mid-level supervisors to handle flexible attendance requests fairly 
and consistently. 

• The Ministry of Administrative and Bureaucratic Reform (KemenPAN-RB) should consider 
issuing adaptive implementation guidelines for rural deployment of digital tools. 

5.3. Theoretical Contribution 
This study adds to the growing literature on contextual failure in digital public systems. By combining 

UTAUT2 and the IS Success Model, it demonstrates that successful digital transformation depends not only 
on individual user acceptance (Li & Xu, 2024), but on infrastructural justice, design responsiveness, and 
institutional adaptability. This research also challenges the assumption that technology adoption 
automatically translates to improved outcomes. In fact, where systems ignore local complexity, they can 
reinforce inequality and weaken system credibility—even as they digitize processes. 

5.4. Limitations and Future Research 
This study was limited to a single department within a single regency and was qualitative in nature. 

Future studies may employ comparative case studies across multiple regencies, involve larger samples, and 
use mixed-method designs to examine the quantitative impact of digital attendance systems on morale, 
retention, and productivity. In addition, further inquiry could investigate the governance dynamics of digital 
platforms—who controls, who benefits, and who is excluded—in the evolving landscape of Indonesian 
bureaucracy. 
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