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Abstract.
This article analyzes the implementation of Smart City policies in Pontianak and
their impact on public services. The primary objective of this study is to understand
the extent to which the adoption of the Smart City concept has contributed to in
enhancing the quality of public services and identifying the challenges faced. This
research is academically and practically significant, especially for mid-sized cities in
Indonesia seeking to adopt Smart City as a solution to complex urban problems. The
methodology used involves a qualitative case study approach, collecting primary data
through interviews and direct observations, and secondary data from government
documents. The findings reveal improvements in service efficiency in some sectors,
despite challenges such asinfrastructure limitations and the digital divide. In conclusion,
the study offers critical insights on enhancing Smart City implementation in Pontianak
to support more inclusive and efficient public services. Practical implications include
policy recommendations for improving technological infrastructure and implementing
digital literacy programs for the community.
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1. Introduction

The concept of Smart City has emerged as a new paradigm in urban development

and management in the digital era [1]. A Smart City is defined as the application of

information and communication technology (ICT) aimed at improving the quality and

efficiency of urban services, reducing operational costs and resource consumption,

and enhancing interaction between the government and its citizens. This concept

presents an innovative solution to address increasingly complex urban challenges such

as traffic congestion, environmental pollution, and inefficiencies in public services,

which are common complaints among urban residents. Globally, many cities have

implemented this concept as a key strategy to create more sustainable and efficient

urban environments.
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Amid rapid urbanization, implementing Smart City becomes particularly crucial for

cities facing unique challenges, such as Pontianak. As the capital city ofWest Kalimantan

Province, with an area of 107.82 km² and a projected population of 658,243 in 2022

[2] Pontianak encounters critical challenges requiring innovative urban management.

Known as the “Equator City” due to its location on the equator, Pontianak holds signif-

icant potential for economic and tourism development. However, challenges such as

limited infrastructure, rapid urbanization, and the need for efficient public services make

the Smart City concept a relevant option for implementation.

Previous literature has largely focused on Smart City implementation in major cities in

developed countries [3], with little attention paid to its application in mid-sized cities in

Indonesia, such as Pontianak. This study aims to fill this gap by identifying and analyzing

the challenges, opportunities, and impacts of Smart City policies on the quality of public

services in such a uniquely dynamic mid-sized city.

The implementation of Smart City in Pontianak is driven by national regulations such

as Presidential Regulation No. 95 of 2018 on Electronic-Based Government Systems

(SPBE). This regulation provides a legal framework for local governments to implement

electronic systems to enhance the quality of public services. The SPBE encourages the

use of technology to enable faster, more transparent, and accountable services. In Pon-

tianak, this regulation serves as a reference for designing various Smart City initiatives

that have been underway since 2019. The Pontianak City Government has allocated

5% of its total regional budget (APBD) to support Smart City programs, reflecting its

commitment to the city’s digital transformation Pontianak Regional Finance and Asset

Management Agency, 2023.

Despite its significant potential, Pontianak faces pressing urban problems. Rapid

urbanization, with an average population growth of 1.8% annually over the past five

years, continues to strain the city’s limited infrastructure. Furthermore, increasing public

demand for fast and efficient services is evident from a 15% rise in complaints over

the past year [4]. Additional challenges include frequent traffic congestion affecting

30% of major roads during peak hours (Pontianak Transportation Office, 2023) and

environmental issues such as daily per capita waste production reaching 0.7 kg, exceed-

ing the national average [4]. According to the Public Satisfaction Survey, only 65% of

residents express satisfaction with existing public services, highlighting the need for

service quality improvements.
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2. Methods

This study uses a qualitative approach with a case study design to understand the

implementation of Smart City in Pontianak City. Primary data was collected through

in-depth interviews with government officials, residents, and business actors, as well

as direct observations at various Smart City implementation locations. Meanwhile,

secondary data is obtained from official documents such as government annual reports

and city statistics. The analysis methods used include thematic analysis to find the

main patterns and themes of the collected data. Primary data on people’s knowledge

and experience about Smart Cities are extracted from the results of interviews and

other supporting documents. The use of a combination of primary and secondary data

allows for a more comprehensive analysis of the challenges and impacts of Smart City

implementation in Pontianak.

3. Results and Discussion

3.1. Implementation of Smart City Policy in Pontianak

This study found that the implementation of Smart City in Pontianak has a unique pattern,

which is influenced by local characteristics and priority policies of the city government.

Interviews with government officials revealed that the initiative began with a focus on

several key areas, most notably improving administrative efficiency and improving basic

public services. This discovery contributes to the broader literature by showing how a

gradual approach in developing Smart Cities can be an effective strategy in medium-

sized cities [5].

Even so, this implementation is inseparable from significant challenges. The main

obstacle is found in the limitations of infrastructure, especially in suburban areas, which

are obstacles in efforts to equalize access. In addition, observations in the field revealed

a striking digital divide among various community groups [6]. These results enrich the

literature by providing insight that the digital divide is a challenge that often occurs in

developing cities that seek to adopt high technology.

However, the study also identifies the factors that support success that contribute

to the implementation process. The strong commitment of the city’s leadership and

close collaboration with various stakeholders, such as local universities and the private

sector, emerged as key elements driving the Smart City initiative [7]. These findings add
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new insights to the literature on the importance of multistakeholder collaboration in the

successful implementation of Smart Cities in medium-sized cities.

3.2. Impact on Public Services

The analysis of the impact of Smart City implementation on the quality of public services

produced various interesting findings. Interviews with service users at Public Service

Malls showed an increase in positive perceptions of service efficiency, especially in

terms of reducing document processing time [8]. These results show that Smart Cities

have the potential to improve administrative efficiency, which is an important contribu-

tion to the literature on the application of technology in public services.

However, the study also found that not all service sectors experienced the same

increase. Observations show that there is variation in service adaptation, where some

services face a fairly high learning curve. This phenomenon provides a deeper view of

the challenges of technological adaptation in the public sector especially related to the

readiness of the workforce and society in the face of technological changes [9]. The

level of public satisfaction with digital public services in Pontianak also shows variation.

Younger residents tend to appreciate the ease of digital access, while older age groups

have difficulty adapting to the new system. These findings expand the literature on

technology adoption by demonstrating the importance of an inclusive approach to

technology adoption that engages different user demographics.

3.3. Comparison with Other Cities

This study also compares the implementation of Smart City in Pontianak with other cities

in Indonesia to get a more comprehensive perspective. The results of interviews with

national Smart City experts revealed that Pontianak’s approach has its own uniqueness,

especially in adapting technology to overcome specific geographical challenges. For

example, technology-based flood management initiatives in Pontianak are seen as

innovative solutions that have not been widely implemented in other cities.

Through benchmarking, it was found that Pontianak has advantages in several areas,

but still faces challenges in the development of smart grids and energy management,

which are more advanced in several major cities in Java. These findings add insight to

the literature by showing that each city has a Smart City strategy tailored to its local
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needs and challenges. In addition, this study reveals variations in community partici-

pation towards Smart City initiatives in Pontianak, with significant differences between

community groups and urban areas. This variation provides additional insight into the

literature on the importance of understanding social dynamics in the implementation of

Smart Cities, as well as the need for adaptive communication strategies to accommodate

participation from all segments of society.

4. Conclusion

This study concludes that the implementation of the Smart City policy in Pontianak

shows positive developments, although it is still faced with several significant chal-

lenges. First, the Smart City initiative has succeeded in improving the efficiency of

government administration and the quality of basic public services, which contributes to

the government’s efforts to create more transparent and accountable services. However,

the main challenges faced include limited infrastructure, especially in suburban areas,

as well as the still conspicuous digital divide among various community groups. These

limitations hinder equal access to public services, so that some groups of people,

especially the elderly, have difficulty adopting new technologies. This shows the need

for more attention from the government to develop digital literacy programs that target

all levels of society. From a collaboration perspective, the strong commitment of the

city leadership and good cooperation with various stakeholders, including the private

sector and universities, are very important success supporting factors. This collaboration

provides opportunities for innovation and development of solutions that are more

relevant to the local context.

The practical implications of these findings underscore the need for increased invest-

ment in technology infrastructure in underserved areas, as well as the development of

education and training programs to improve people’s digital literacy. In addition, periodic

evaluations of Smart City initiatives are also highly recommended to ensure that the

programs implemented can meet the needs of the community effectively.

The limitations of this study include a limited sample size and the potential for

response bias, which can affect the generalization of results. Further research is sug-

gested to explore the long-term impact of Smart City implementation, as well as to

assess the factors influencing technology adoption in different communities. Thus, it is

hoped that this research can provide deeper insights into the implementation of Smart
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Cities in medium-sized cities and help formulate more effective strategies to improve

the quality of life of the community.
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