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This study analyzes the innovation process behind mobile
library applications in regional public libraries, focusing on the
stages of idea generation, adoption, and implementation. It
also explores the factors that support or hinder the success of
these technological innovations and evaluates the quality of
services provided through such platforms. Using a descriptive
qualitative approach and snowball sampling technique, data
were collected through interviews, document analysis, and
observations. The findings revealed that successful mobile
library app development relies on a structured innovation
process, including collaborative idea formulation, iterative
adoption strategies, and adaptive implementation. Critical
success factors included institutional support, user
engagement, and technological readiness, while key barriers
involve limited digital infrastructure, resistance to change, and
inadequate technical skills. The study also underscores the
necessity of assessing service quality as an integral part of
evaluating mobile innovations. The case of M-Mobilib was
presented as a best-practice example, demonstrating how
mobile apps can effectively enhance public library services.
Overall, this research contributes to the understanding of how
digital innovations can expand access to information,
stimulate service modernization in the public sector, and
address disparities in digital access. Future research is
encouraged to examine the long-term outcomes and
scalability of mobile library applications across diverse
contexts.

Keywords: Library Innovation; Library Services; M-Mobilib;
Regional Public Libraries

1. INTRODUCTION

In the era of increasingly rapid globalization and digitalization, the demand for quality,
effective, and efficient public services is increasing (Cagigas et al,, 2021; Huong et al., 2022;
Tasyah et al., 2021). This encourages various government agencies to continue to innovate in
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improving the quality of their services (Hidayat, 2022; Putri & Mutiarin, 2018; Wibawa et al,
2020). Public service innovation is the key to responding to the challenges of the times and
realizing good governance (lrawan, 2017; Rusdy & Flambonita, 2023; Wastuhana &
Werdiningsih, 2021). The concept of public service innovation has become the main focus in
the science of public administration and public management (de Vries et al.,, 2016; Hamdillah,
2023; Jukic et al,, 2019). Various theories and models have been developed to understand
and explain the meaning, process, and impact of public service innovation (Marto, 2021;
Romy et al., 2022; Setijaningrum, 2017).

Innovation in public services is a crucial aspect in increasing the efficiency,
effectiveness, and responsiveness of services provided to the community (Bertot et al.,, 2016;
Gonzalez et al, 2013; Setianingrum & Abritaningrum, 2016). One example where this
innovation can be applied significantly is in public libraries. According to Everett M. Rogers in
his book Diffusion of Innovations, innovation is a process in which a new idea or product is
introduced and adopted by members of a social system (Rogers et al., 2014). In the context of
public libraries, innovation can take the form of implementing new technology (Gul & Bano,
2019; Scupola & Zanfei, 2016; Sucha et al., 2021), developing creative literacy programs, or
restructuring services to meet the growing needs of society. Christian Bason in his book
Leading Public Sector Innovation emphasizes the importance of using a design-based
approach to design innovative solutions in the public sector (Bason, 2010). Public libraries can
adopt this approach by involving users in the service design process, ensuring that their
needs and preferences are met effectively. For example, developing a digital library
application that allows borrowing and returning books online, or organizing community
activities that are relevant to local interests and needs.

The research of Ulum (2018) which quotes the theory put forward by Shepherd et al.,
(2015) underlines the importance of the innovation process which consists of the stages of
idea discovery, adoption, and implementation. Based on the results of their research, it was
found that: (1) Idea Discovery: Innovative ideas often emerge from identifying opportunities
or observing problems in the market. This process involves creative thinking and searching
for solutions that can offer new value to users or customers; (2) Adoption: At the adoption
stage, ideas that have been discovered are critically evaluated to determine their feasibility
and potential benefits. This includes technical, financial, and strategic analysis to ensure that
the idea can be implemented successfully; (3) Implementation: Implementation involves
putting adopted ideas into actual practice. This process includes careful planning, resource
allocation, and change management to overcome obstacles and ensure that innovation can
run effectively and efficiently. This research shows that each stage in the innovation process
has a crucial role in determining the success of innovation. A systematic and structured
approach in undergoing each stage can help increase the chances of successful innovation in
various contexts, including in entrepreneurship and the public sector.

Drawing upon the theoretical frameworks outlined above, public libraries face various
challenges and opportunities. Key challenges include budget constraints, resistance to
change, and the need to accommodate multiple user groups with diverse needs. However,
opportunities for innovation also abound, especially with technological advances that can
change the way libraries operate and serve the public. By adopting a design-based approach
as suggested by Bason (2010) libraries can conduct surveys and feedback sessions with users
to understand their needs in depth. This can translate into more relevant and satisfying
services. For example, libraries can develop digital skills training programs designed
specifically for seniors, who are often underserved in this aspect. To utilize public service
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motivation, library management needs to create a work environment that supports and
motivates staff. This can be done through rewarding innovative initiatives, training and
professional development, and active involvement in decision-making. In this way, public
libraries can become innovation centers that not only provide access to information but also
empower the community through adaptive and responsive services.

Perry & Hondeghem (2008) shows that the values and attitudes of individuals working
in the public sector play an important role in encouraging innovation. In public libraries, staff
who are highly motivated to serve the public tend to be more proactive in seeking new ways
to improve services. This could include initiatives to improve accessibility for people with
disabilities, or digital literacy programs for underserved communities.

This study investigates the innovation process undertaken by the Regional Library and
Archives Service of Malang City, Indonesia, through the development and implementation of
M-Mobilib, a mobile library application. Specifically designed for Android platforms, M-
Mobilib facilitates user-friendly access to library resources and services via smartphones,
thereby redefining the library’s role in the digital era. The application enables users to search
the catalog and access digital content, promoting inclusivity and convenience for a digitally
literate population.

The research focuses on examining the stages of innovation, namely idea generation,
adoption, and implementation while also identifying the enabling and constraining factors
that shape the innovation trajectory. In addition, the study evaluates the quality of services
emerging from the application’'s deployment, aiming to provide evidence-based
recommendations for optimizing the use of digital technologies in public library settings.

Unlike prior studies that tend to offer broad discussions on digital innovation in public
sector services, this research presents a focused and systematic exploration of technological
innovation within public libraries. Its contribution lies in offering a holistic assessment of the
innovation lifecycle, from conceptualization to execution, supported by an analysis of internal
and external influences. Furthermore, this study does not stop at evaluating outcomes but
proposes actionable strategies for enhancing M-Mobilib's effectiveness. The adoption of
adaptive research methods allows for a richer interpretation of how digital solutions can be
tailored to improve library service delivery, thereby addressing a critical gap in existing
scholarly literature on public library innovation in the digital age.

2. METHODS

This research uses descriptive qualitative methods to analyze and describe the public service
innovation process in regional public libraries through M-Mobilib technology. This approach
was chosen because it can dig up in-depth information about various aspects of innovation,
such as idea discovery, adoption, and implementation, as well as supporting and inhibiting
factors, and the quality of the services produced (Rogers, 1983). By focusing on the
experiences and perspectives of informants such as library leaders, staff, and M-Mobilib users,
this study offers a more comprehensive understanding of their interactions with technology.
This flexible and adaptive approach allows researchers to adapt research methods to the
dynamics of the field, which is important in understanding dynamic innovation in public
libraries. In addition, this approach also allows a holistic understanding that includes cultural
factors and organizational policies that influence the innovation process (Bason, 2010; Perry
& Hondeghem, 2008). The following table shows the data of Informants who have their
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respective authorities and responsibilities in the planning and development process of M-
Mobilib technology in Malang City:

Informant

1. Malang City
Government

2. Head of Malang City
Library and Archives
Service

3. Developer and
Programmer

4. Library Staff

5. Application Users
(Residents of Malang
City)

Table 1. Informants in the Planning and Development of M-Mobilib

Authority
Policy Decisions: Establishing policies
and regulations that support the

development of M-Mobilib.

Budget: Providing and allocating funds
for the development and maintenance
of the M-Mobilib application.

Oversight and Evaluation: Monitoring
and evaluating the impact of the
application on the community and the
quality of library services.

Strategic Decision-Making: Leading and
making strategic decisions regarding
the development and implementation
of M-Mobilib.

Oversight: Overseeing all aspects of the
application’s development and
management to ensure alignment with

the vision and mission of the
Department.
Technology and Implementation:

Determining the technology used and
the methods for implementing the M-
Mobilib application.

Technical Problem-Solving: Addressing
technical issues that arise during the
development and maintenance of the
application.

Content Management: Managing and
updating the digital collection available
through the application.

User Support: Providing support and
guidance to application users.

Feedback: Providing feedback on their
experience with the application and
suggesting improvements.

Utilization: Using the application to
access library resources and digital
services.
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Responsibilities
Policy Support: Creating and approving
policies that support the digitalization
initiatives of the library.
Funding: Providing the necessary funds for
the development, implementation, and
maintenance of the application.
Administrative Support: Providing
administrative and political support to
ensure the project's smooth execution.

Planning and Strategy: Setting the vision,
goals, and strategy for the M-Mobilib
application.

between
teams

Coordination: ~ Coordinating
various internal and external
involved in the project.

Performance Evaluation: Evaluating the
results and impact of the application and
making strategic adjustments as needed.
Application ~ Development:  Designing,
developing, and testing the application
according to the specified requirements
and needs.

Maintenance and Technical Support:
Providing technical support, fixing bugs,
and updating the application to enhance
functionality.

Security and Performance: Ensuring data

security and application performance
according to established standards.
Catalog Management:  Entering and

updating book and digital resource data in
the application.

User Support: Assisting users in using the
application, answering questions, and
resolving issues related to the application.
Feedback and Improvement: Collecting
user feedback and communicating it to the
development team  for  application
improvements.

Application Usage: Using the application
according to the provided guidelines and
rules.

Providing Input: Providing feedback on
features,  functionality,  and issues
encountered while using the application.
Engagement:  Participating in library
activities and using the application’s
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features to support personal learning and
research.

This study investigates the M-Mobilib innovation by addressing three core dimensions.
First, it explores the idea discovery, adoption, and implementation stages of the innovation,
tracing how the idea was conceived, embraced by stakeholders, and operationalized within
public service contexts. Second, it examines both the enabling and constraining factors that
influence the innovation process, including organizational dynamics, regulatory frameworks,
resource availability, and stakeholder involvement. Third, the research evaluates the resulting
service quality, particularly in terms of enhanced efficiency, improved accessibility, and
increased user satisfaction.

Research Focus

Stages of Idea Supporting and
¢ Inhibiting Factors

' |

Quality of Service

Idea Discovery

'

Internal Resources

Adoption
Process

'

'

External Support

Implementation

'

Digital Literacy

M-Mobilib Innovation
Result

A\ 4

Efficiency
Accessibility
User Satisfaction

v

Gap

foot

Connectivity Issues

A

Resource Constraints

Figure 1. Research focus diagram flow

This study employs a snowball sampling approach to data collection, incorporating
interviews, documentation, and observation as primary methods. In-depth interviews were
conducted with key informants, including library leaders, staff, and M-Mobilib users, to gather
detailed insights on the innovation process, influencing factors, and service outcomes.
Complementary documentation such as reports, policies, and user manuals provided
contextual understanding, while direct observations of M-Mobilib use within library settings
offered a practical view of its application and user interaction.

The snowballing technique enabled the identification of additional relevant informants,
enriching the dataset. Data analysis was carried out through thematic analysis to identify and
categorize emerging patterns, supported by data triangulation to ensure validity and
credibility across multiple sources. Additionally, ethical considerations included informed
consent, confidentiality of informant identities, and objective, transparent reporting of
findings. The study is limited by its geographic scope, focused solely on the M-Mobilib
initiative in Malang City, and acknowledges the potential influence of researcher
interpretation. Limited exploration of user complaints presents an area for future
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investigation. These limitations help frame the study's contextual boundaries and highlight
opportunities for further research.

3. RESULTS AND DISCUSSION

The Mobile Library of Malang (M-Mobilib) is an Android-based application initiated by the
Regional Library and Archives Service of Malang, Indonesia aimed at improving public access
to library services. This innovation responds to the growing demand for mobile-friendly
information access, reflecting the widespread use of smartphones in daily life. Beyond
Malang, several other regions in Indonesia have also implemented similar mobile library
applications, demonstrating a broader effort to address the evolving and dynamic
information needs of their local communities.

Home > Apps > Books & reference > M-Mobilib

M-Mobilib
a!'l M-Mabilib is a Digital Library Application DISPUSSIPDA Malang City

Version : 1.7.26 Developer : Dinas Komunikasi dan Informatika ¥

Category : Books & reference Requires Android : Android 5.0+
Update : August 30, 2021 Content Rating : Everyone

Installs 14,801

& Download APK

Figure 2. M-Mobilib is a Digital Library Application of the
Regional Library and Archives Service of Malang, Indonesia

The application is developed by the Communication and Information Agency of
Malang, and is listed under the category Books and References. The current version is 1.7.26,
updated on 08/30/2021. According to Google Play M-Mobilib achieved more than 15
thousand installs. It currently has 52 reviews with an average vote rating of 4.4. It is a digital
library application offered by the library.

82 Rate and review on Google Play store

* 5 40

4 4 *4 |3

*3 1

Thhk* g

& 52total *x1 5

Total number of installs (*estimated)
Estimation of total number of installs an Gaogle Play, Approximated from number of ratings and install bounds achieved on Google Play.
15,000
10,000
5,000
0
M A M J J A S ONPD222FMAMIJ J A S O ND2224F M

Figure 3. Rate and review on Google Play Store: total installs
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M-Mobilib has significantly enhanced public engagement with library services. By
enabling users to access library resources anytime and from any location, the application
addresses the needs of individuals who may be unable to visit the library physically. It offers
advanced features such as comprehensive search functions and interactive e-book reading
tools, which contribute to the overall improvement in service quality. Moreover, M-Mobilib
has fostered greater community involvement in library-related activities, as reflected in the
growing number of users and increased visits to the library.

Public Service Innovation Process

In response to the restrictions imposed by the COVID-19 pandemic few years ago,
which significantly limited public access to libraries, the Regional Library and Archives Service
of Malang introduced an innovative digital solution: the M-Mobilib application. As a public
service institution committed to promoting literacy, the library developed this application to
ensure continued access to library resources through a mobile, user-friendly platform. Apart
from that, the manual system used previously was considered less effective. Innovation in
public services is the key to meeting the demands of an increasingly complex and dynamic
society (Utami, 2023). In the context of public libraries, information technology has opened
up new opportunities to improve efficiency, accessibility, and service quality. One example of
innovation in public libraries is the implementation of the M-Mobilib digital application in
Malang City. The M-Mobilib innovation process follows the stages proposed by A. Shepherd,
described by Ulum (2019), including the stages of idea discovery, adoption, and
implementation.

Idea Discovery Stage

The idea discovery stage in the innovation process is a crucial step for identifying
problems and formulating appropriate solutions (Kakatkar et al., 2020; Ozcan et al.,, 2021).
The development of digital library applications begins with a thorough understanding of the
needs and challenges faced by libraries (Rodin, 2013). This understanding was obtained
through surveys, interviews with staff and visitors, as well as analysis of library service data
(Jayanti & Arista, 2019). In this context, the development of the M-Mobilib application began
with the formulation of an initial concept aligned with the library’s vision and mission, and
designed to enhance the quality of its services. This concept was followed by a structured
planning phase that defined the application’s goals, objectives, and scope. The planning
process actively engaged multiple stakeholders, including library staff, key decision-makers,
and information technology consultants to ensure a comprehensive and user-centered
design. The inclusion of diverse perspectives played a crucial role in enriching the
development process and aligning the application with user needs and expectations.
(Fitriyana et al, 2024; Rasjid et al, 2023; Ria & Budiman, 2021). This systematic and
collaborative approach provides a solid foundation for building digital library applications
that are effective and beneficial for libraries and their visitors (Tajuddin, 2022).

Adoption Stage

The adoption stage involves an ongoing critical evaluation process, assessing the
feasibility and potential benefits of M-Mobilib. This includes gathering feedback from users,
identifying areas for improvement, and making necessary adjustments to improve the overall
experience. M-Mobilib's success is also related to the availability of diverse and high-quality
digital content. The library realizes that users will be attracted to the application if it offers a
variety of interesting and informative resources. Creating a supportive management
environment is critical to driving M-Mobilib adoption. The institution leadership plays a
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critical role in promoting the application within the organization and allocating the necessary
resources for its implementation and maintenance.

Implementation Stage

The implementation of M-Mobilib begins with a thorough understanding of the existing
library landscape. The library initiated a thorough assessment of user needs, challenges, and
expectations. This involves surveys, interviews with staff and visitors, and analysis of library
service data. This in-depth understanding is the foundation on which M-Mobilib will be built.
The library has undertaken a strategic and deliberate approach in charting the development
roadmap for M-Mobilib. Each feature and function of the application has been thoughtfully
designed to align with the library’s core objectives, ensuring that the platform not only
addresses user needs but also supports the broader advancement of library services. The
development process represented a collaborative endeavor, uniting library personnel,
information technology consultants, and stakeholders from various sectors. This
multidisciplinary team worked collectively to ensure that the application adhered to the
highest standards of functionality, usability, and accessibility. Such a collaborative model
fostered the exchange of diverse ideas and expertise, ultimately laying a strong foundation
for an innovative and impactful digital library solution.

Supporting Factors

The success or failure of implementing a service is of course influenced by several
things which include supporting and inhibiting factors. Every service change or reform has
different supporting and inhibiting factors, which can come from internal or external aspects
of the public service bureaucracy (Sumartono & Hermawan, 2020). The successful
implementation of M-Mobilib cannot be separated from the support and vision of the the
organization leadership. The insitituion’s investment in strong technology infrastructure,
including reliable internet connections, compatible devices, and secure data storage, provides
the backbone for smooth M-Mobilib operations. M-Mobilib's success is firmly rooted in its
user-centered design approach. The organization actively seeks user feedback throughout
the development process, incorporating suggestions and refining features to improve the
app's usability and accessibility. This commitment to understanding and meeting user needs
ensures that M-Mobilib suits its target audience. Their commitment to continuous
improvement is the driving force behind M-Mobilib's ongoing evolution. The library remains
vigilant in monitoring usage patterns, identifying areas for improvement, and introducing
updates to keep the application relevant and at the forefront of library innovation. This
commitment to continuous improvement ensures that M-Mobilib remains a valuable asset for
staff and visitors.

Challenges to Implementation

Although enabling factors play an important role in the success of M-Mobilib, it is
important to acknowledge the inhibiting factors faced by the implementation team.
Understanding these challenges and developing strategies to mitigate them is important to
ensure the smooth adoption and long-term sustainability of any innovative initiative. The
initial implementation of the application faced the challenge of bridging the digital literacy
gap among some users. Not all visitors are familiar with smartphones, internet access, or app
use, requiring additional training and support to take full advantage of app features. M-
Mobilib's reach was initially limited by the availability of reliable internet connections in
remote areas. This digital divide creates challenges in ensuring equal access to the benefits of
applications for all library visitors.
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Impact of M-Mobilib Innovation on Service Quality

The M-Mobilib application can serve the community in their information and literacy
needs. This application provides various services, making it easier for library members or
users to access library services online. It offers various useful features for users to make it
easier for users to access library services online and offline. Users can search for books by
title, author, ISBN, or keywords; register as a library member; borrow and return books; as
well as extend the loan period online. Apart from that, users can also book reading rooms or
meeting rooms, access e-books, and get information and reference services from librarians
through this platform. It also provides various features to increase accessibility and comfort in
using library services. The quality of the apps services can be measured through several main
indicators, namely effectiveness, efficiency, user satisfaction, availability, reliability, and
security, as presented in the following table:

Table 2. M-Mobilib service quality indicators

Indicator Description

Effectiveness M-Mobilib is effective in increasing the accessibility of library services with the
increasing number of application users and library visitors.

Efficiency M-Mobilib is efficient in reducing library transaction times such as borrowing and
returning books, increasing service efficiency.

User M-Mobilib users are generally satisfied with the quality of service, reflected in the high

satisfaction application ratings on the Google Play Store and App Store.

Availability M-Mobilib is available 24/7, allowing users to access library services anytime and
anywhere.

Reliability M-Mobilib is generally reliable with minimal system disruption, ensuring a user
experience in accessing library services.

Security M-Mobilib implements strict security measures to protect user data and maintain

privacy and information security.

In recent years, libraries have been faced with various significant challenges related to
increasing accessibility and service quality, especially due to changes in the way people
access information and services (Izzah et al., 2021; Juliawan et al., 2021). The limitations of
traditional service methods and increasing demand from the public drive the need for
innovation in library services. This situation triggers the need for technological solutions that
can expand the range of services and increase user interaction with libraries (Siregar &
Yasmin, 2024).

This change is also caused by a shift in the needs of society which is more mobile and
dependent on digital technology. As a response to this challenge, the institution decided to
develop M-Mobilib, a digital application that aims to improve library services and answer
modernization demands in the delivery of information (Istara, 2023). This initiative not only
includes technological development but also involves adjustments in the library's managerial
and operational processes, to ensure the application can meet user needs and increase
service effectiveness (Jayanti & Arista, 2019; Rodin, 2013) .

The implementation of applications such as M-Mobilib is expected to provide practical
solutions to the problems of accessibility and limited physical interaction faced by many
libraries (Chua & Goh, 2010; Higgs et al., 2013). Thus, the development of M-Mobilib not only
aims to improve overall library services but also serves as an innovative model that can be
applied in various locations and other contexts to meet the growing information needs in the
digital era.
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In the context of public libraries, information technology has opened up new
opportunities to improve efficiency, accessibility, and service quality (Chua & Goh, 2010;
Higgs et al., 2013). One example of innovation in public libraries is the implementation of the
M-Mobilib digital application in Malang. The innovation process carried out by the insitution
through the digital application has proven that the innovation carried out is in line with the
definition of innovation which includes new knowledge, new ways, new objects, new
technology, and discoveries (Noor, 2013).

The idea discovery stage in the innovation process is a crucial step for identifying
problems and formulating appropriate solutions. According to Lestari's (2019), organizational
culture plays an important role in fostering innovative ideas. An atmosphere that encourages
creativity, risk-taking, and collaboration will be fertile ground for the birth of brilliant ideas.
Ridlowi & Himam (2018) added that the dynamics of the idea discovery stage are also
influenced by leadership, organizational culture, resources, and the external environment. A
comprehensive approach that considers these three pillars and dynamics will increase the
chances of successful innovation in government agencies.

The adoption stage involves a critical evaluation of the ideas discovered to determine
their feasibility and potential benefits (Judijanto et al., 2024). The success of M-Mobilib also
requires varied and quality digital content and supportive management policies. The
adoption stage involves a critical evaluation of ideas to determine their feasibility and
benefits. According to Rogers (1995). The innovation adoption process consists of five
stages: Knowledge, Persuasion, Decision, Implementation, and Confirmation. Rogers stated
that individuals or organizations that adopt innovation at an early stage tend to be more
open to change and have more resources.

Walker's (2006) said that product and process innovations are more easily adopted if
the benefits are clear and implementation is easy. Key factors driving adoption include strong
leadership, political support, adequate resources, and an organizational culture that supports
innovation. Adoption of innovation has a positive impact by increasing efficiency, service
quality, and staff job satisfaction. However, this research is based in the UK and needs to be
further researched in other country contexts. Public sector organizations adopt innovation to
maintain legitimacy and meet external expectations. Mimetic pressure causes organizations
to imitate the practices of other organizations that are considered prestigious. Membership
in professional networks also encourages the adoption of innovations through the sharing of
information and best practices.

The implementation stage is the stage where the ideas that have been adopted are
implemented into real practice. Shepherd et al., (2015) describes implementation as a process
that includes careful planning, resource allocation, and change management. In the case of
M-Mobilib, implementation included training library staff to use the application, providing
adequate technological infrastructure, and promotional campaigns to increase public
awareness of the new service. Technical challenges such as servers and applications that are
still simple are faced with continuous improvement efforts and increasing service features.

The implementation of innovation in public services is a complex and multidimensional
process, which is influenced by various interrelated factors. According to Rogers et al., (2014),
implementation success depends on the characteristics of the innovation, the characteristics
of the adopter, and the implementation process itself. These factors include how the
innovation is introduced and understood by individuals or organizations, as well as the
support available during the implementation process. Meanwhile, Schein (1970) is of the view
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that a strong and supportive organizational culture plays an important role in successful
implementation. A culture that supports innovation facilitates change and adaptation, while a
resistant culture can hinder implementation. de Ven et al., (1999) emphasize the importance
of stakeholder involvement in the implementation of innovation. Active involvement of
various parties can increase support and reduce resistance to change. Transparent and
collaborative communication is key to ensuring effective stakeholder engagement.

The views of these various theories show that the implementation of innovation in
public services is a process that requires attention to various interrelated factors. Successful
implementation depends on how the innovation is introduced, supported, and integrated
into the organization, as well as how all stakeholders are involved in the process. By
understanding and applying the principles of these theories, organizations can increase their
chances of success in implementing public service innovations that benefit society.

The research results show that the M-Mobilib innovation process in the library service is
in line with the stages described by the researchers described above. At the idea discovery
stage, even though in-depth research on user complaints has not been carried out,
observations of technological needs and developments provide a strong basis for developing
innovative ideas. The adoption stage involving critical evaluation and feature adjustments
based on user feedback ensures that the application is viable and useful. Good
implementation, although faced with technical challenges, shows the library's commitment to
improving public services through digital technology.

The success or failure of the implementation of a service is influenced by several things
which include supporting and inhibiting factors. Every service change or reform has different
supporting and inhibiting factors, which can come from internal or external aspects of the
public service bureaucracy (Sumartono & Hermawan, 2020). The smoothness and success of
service innovation through the M-Mobilib application carried out by the library are
influenced by several factors, starting from e-government requirements, innovation
processes, collaboration, communication, and community readiness, to human resources in
the internal and external environment of public service organizations, ss depicted in Figure 4.

e-government Communication
princinles
Innovation processes Society readiness Excellent
public library
services
Local collaborations Human resources

Figure 4. Analysis of success factors for digital service development in public libraries

The diagram above illustrates the factors that influence the success of developing
superior public library services, starting from e-government principles which are a strong
basis for utilizing information and communication technology effectively, innovation
processes that ensure services continue to develop, local collaboration involving various
parties to strengthen support and participation, effective communication as a bridge
between libraries and the community, the role of skilled human resources in providing quality
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services, and increased community readiness through digital literacy programs and
socialization of library services.

This study shows that the success of M-Mobilib implementation in Malang is influenced
by internal and external factors. Leadership support, staff training, innovative culture, and
adequate infrastructure and technology are crucial internal factors. Effective management,
including planning, budgeting, monitoring, and evaluation, is also important. External support
from local governments, collaboration with communities, community readiness in internet
access and digital literacy, as well as effective outreach and education also play a role.
Competition for similar services motivates the library to continue developing M-Mobilib. E-
government principles are important for designing and managing effective and efficient
digital services.

It highlights a complex interplay of internal and external factors that contribute to its
effectiveness. Internally, strong leadership support, comprehensive staff training, a culture of
innovation, and robust infrastructure and technology are vital components. These elements
not only facilitate the smooth operation of M-Mobilib but also ensure that the service is
aligned with the broader goals of the institution. For instance, leadership plays a critical role
in setting the vision and providing the necessary resources, while staff training ensures that
employees are equipped to manage and troubleshoot the digital platform (Istara, 2023).

Management practices, including meticulous planning, budgeting, and regular
monitoring and evaluation, are also crucial. These practices ensure that the project stays on
track and can adapt to emerging challenges. However, this research reveals that managing
such an innovation is not without its challenges. For example, budgeting constraints can limit
the extent to which the service can be expanded or enhanced. Monitoring and evaluation
processes, while essential, may also be hampered by the lack of real-time data or the
complexity of measuring digital service outcomes (lzzah et al., 2021; Juliawan et al., 2021).

Externally, the support from local governments, collaboration with communities, and
the readiness of the community in terms of internet access and digital literacy significantly
impact the success of M-Mobilib. The involvement of local governments can provide the
necessary policy backing and additional resources, while community collaboration can help
tailor the service to meet local needs. However, challenges such as varying levels of digital
literacy and internet access across different regions can hinder the widespread adoption of
the service. This disparity necessitates targeted outreach and education efforts to ensure that
the benefits of the apps are accessible to all segments of the population (Siregar & Yasmin,
2024).

Competition from similar services also presents a challenge, pushing the institution to
continuously innovate and improve the apps. This competition can be a double-edged
sword—while it drives innovation, it can also strain resources and create pressure to maintain
a competitive edge. Additionally, the integration of e-government principles in the design
and management of the M-Mobilib is crucial for ensuring that the service is not only effective
but also efficient and user-friendly. However, aligning the apps with broader e-government
strategies may require significant adjustments to existing processes and frameworks, posing
additional challenges (Izzah et al., 2021; Juliawan et al,, 2021).

In summary, while the successful implementation of the apps is driven by a range of
internal and external factors, the process is fraught with challenges that require careful
management. Addressing these challenges, particularly those related to resource constraints,
digital literacy, and competition, is essential for sustaining and scaling this innovative service.
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However, there are obstacles in implementing the apps. The server managed by the
Ministry of Communication and Information of the Republic of Indonesia often experiences
obstacles that hinder services. It is still simple and can only be used by people with Malang
City ID cards and Android devices. In terms of e-Service quality, the library pays attention to
five aspects, namely security maintained by the Ministry, communication that still needs to be
improved, reliability of information supported by dedicated staff, responsiveness that
increases service speed, and delivery of good solutions through skilled staff and adequate
infrastructure, although the server often experiences obstacles. The quality of M-Mobilib
services can be measured through several main indicators, namely effectiveness, efficiency,
user satisfaction, availability, reliability, and security.

Several regions in Indonesia have shown their commitment to developing digital library
services to meet the needs of an increasingly dynamic society. DKI Jakarta, for example, has
launched Uakarta, while the National Library is developing iPusnas. These applications,
together with M-Mobilib in Malang City, represent an increasingly widespread trend in the
use of digital technology to improve the accessibility and quality of library services in
Indonesia.

The process of developing and implementing these applications generally goes
through similar stages, namely idea discovery, adoption, and implementation. However, each
case has unique characteristics and challenges. For example, iPusnas faces challenges in
providing diverse and high-quality digital content, as well as ensuring equal access
throughout Indonesia. By comparing M-Mobilib with similar initiatives in other regions, we
can see that the success of digital innovation in the library sector is strongly influenced by
several key factors. Adequate technological infrastructure, active community participation,
and policy support from the local government are several crucial factors. The following is a
comparison of digital library systems: Uakarta, iPusnas, and M-Mobilib in in-depth analysis
table. The following table provides a summary of the similarities and differences of the three
systems.

Table 3. Comparison of iJakarta, iPusnas, & M-Mobilib

Features/Aspects iJakarta iPusnas M-Mobilib
The main Increasing Jakarta people's Providing digital access to Increasing digital literacy and
purpose access to information and the national library collection  access to information for the
knowledge for all Indonesian people people of Malang City
Collection Focus on digital collections A very extensive digital Digital collections tailored to
relevant to Jakarta, such as collection, covering a wide the needs of the people of
history, culture and range of scientific disciplines ~ Malang City, especially local
government literature
Feature Online catalogs, e-books, Online catalogs, e-books, Online catalogs, e-books,
audio books, scientific audio books, scientific audio books, digital
articles, digital reference articles, digital reference reference services,
services services, online communities  integration with physical
libraries
Accessibility Limited to the Jakarta area National access via the Focused on the Malang City
internet area, but can be accessed
from anywhere
Innovation Features that are relevantto A very large and complex A more focused approach on

the needs of the people of
Jakarta, such as integration
with open data

platform, with many
advanced features
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These three systems on the table have the same goal, namely increasing public access
to information and knowledge through digital platforms. They also offer similar basic
features, such as online catalogs, e-books, and audio books. The main differences lie in scale,
focus, and special features. UJakarta and M-Mobilib have a more local focus, while iPusnas has
a national reach. iPusnas offers a very broad collection, while Jakarta and M-Mobilib may
focus more on collections relevant to their respective regions.

These three digital library systems have made a significant contribution to increasing
public access to information. Each system has advantages and disadvantages that are
influenced by factors such as scale, resources, and local needs. By continuing to learn from
the successes and challenges of each system, we can develop better digital library systems in
the future.

4. CONCLUSION

This study highlights the effectiveness of M-Mobilib, a digital library application developed
the Regional Library and Archives Service of Malang, Indonesia in expanding access to library
services during the COVID-19 pandemic. With its 24/7 availability, user-friendly interface, and
features supporting both online and offline access, the M-Mobilib exemplifies how innovation
can transform public service delivery. The application’s success is rooted in a user-centred
approach, guided by the stages of idea discovery, adoption, and implementation. Key factors
include stakeholder engagement, iterative feature refinement, staff training, and robust
infrastructure. Despite its success, challenges remain, particularly in digital literacy and
internet accessibility. The findings underscore the potential for replicating such innovations
elsewhere, while also pointing to areas for further research, including scalability and long-
term impact. To sustain and enhance the M-Mobilib, future developments should prioritize
personalized services, digital literacy initiatives, and strategic partnerships. Embracing
gamification, multilingual support, green technology, and continuous evaluation will ensure
its relevance and sustainability in advancing literacy across Indonesia.
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