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Abstract. The research relevance of digital transformation of local self-government using technologies, in particular
artificial intelligence, is determined by the need to improve the efficiency of management processes and services for
citizens in many countries around the world. The study aimed to analyse the implementation of digital solutions in local
community management, in particular the use of artificial intelligence to optimise administrative and social processes.
The study used a multi-method qualitative approach, including case studies and a literature review. The results of the
study demonstrated that the integration of technology into local government can significantly improve the efficiency
and transparency of public services, facilitating access through online platforms and mobile applications. By analysing
technical, social and institutional barriers, key obstacles to the implementation of e-government services were identified,
especially among vulnerable population groups. The results of the study showed that insufficient digital literacy,
accessibility issues and fragmented governance structures remain critical obstacles to achieving full digital inclusion.
At the same time, broad citizen engagement and effective data management, particularly in the context of artificial
intelligence-based predictive models, have significant potential for shaping sustainable “digital” communities. An analysis
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of the experiences of Singapore, Mexico and other countries that actively use digital innovations confirmed that the use of
big data and artificial intelligence in public administration improves resource management, helps reduce corruption and
increases citizen participation in decision-making processes. One of the relevant aspects identified was digital inclusion
and the need to reduce the digital divide to ensure equal access to e-government for all social groups. The practical value
of the study is determined by proposals for adapting innovative technologies to improve management processes and
increase the efficiency of local administrations based on real-life cases

Keywords: local self-government; digital inclusion; e-governance; data management; administrative services

Introduction

Digital transformation in the context of globalisation is
central in the development of public administration, which
is reflected in the changing approaches of local authorities
to interacting with citizens and modernising their activ-
ities through digitalisation. The introduction of modern
digital technologies, in particular artificial intelligence
(AI), significantly improves the efficiency of management
processes, ensuring more transparent and accessible public
services. For Ukraine, as for other countries, this process is
a substantial area of development, as many local authori-
ties still use outdated systems that require modernisation.
The Ministry of Digital Transformation of Ukraine (2023)
has initiated the creation of a Community Digital Trans-
formation Index, which can be used for the assessment of
the level of digital services and infrastructure at the local
level, as well as the identification of priority areas for the
further development of digital services. At the same time,
given the regional characteristics and the duration of dig-
italisation processes at the local level, in-depth research is
needed into digital transformation processes in Ukrainian
communities and their integration with the use of Al to
achieve sustainable development.

The process of digital transformation in local commu-
nities, which involves the integration of new digital tech-
nologies, has a significant impact on social projects and
management processes. A. Marmulyak et al. (2024) studied
the impact of digital technologies on social projects, pri-
oritising the improvement of management processes and
ensuring transparency. The study emphasised that digital
tools contribute to more effective citizen engagement in
social initiatives, which can optimise the use of resources.
However, it also requires the adaptation of organisational
structures to new digital realities and increased digital lit-
eracy among local authorities. In turn, N. Piskokha (2021)
emphasised the need to create digital communities that will
improve interaction between local authorities and citizens.
The study highlighted the significance of the modernisation
of management processes through digital services, plat-
forms, and e-government tools to ensure the accessibility
and transparency of administrative services. At the same
time, the article also highlights the difficulties communities
face during digital transformation, in particular the insuf-
ficient organisational capacity of local authorities and the
need to bridge the digital divide between different regions.

A substantial aspect is the role of artificial intelligence
in digital transformation, which can improve the efficiency
of local government. I. Bakhov et al. (2025) demonstrated

that the use of Al can significantly improve the efficiency
of management processes in communities, particularly in
areas such as data analysis, forecasting, process automa-
tion, and improving communication between authorities
and citizens. At the same time, the transformation must
consider local characteristics, needs and cultural differenc-
es, which are substantial factors for the successful imple-
mentation of Al in management practices. Furthermore,
according to S.A.A. Bokhari et al. (2025), the integration
of Al into digital governance processes contributes to in-
creased efficiency through citizen trust and active par-
ticipation. Empirical research conducted by the authors
based on surveys demonstrated that trust is a substantial
mediator between technological changes and citizens’ per-
ception of digital services as effective and legitimate. The
study emphasised the socio-behavioural aspects of digital
transformations, emphasising that the success of e-govern-
ance depends not only on technology. G.H. Djatmiko et
al. (2025) noted that, despite progress in digitalisation, low
digital literacy, lack of internet access, and other socio-eco-
nomic factors can lead to unequal access to services. To
improve the situation, researchers have proposed a range
of policy and technical solutions, such as digital literacy
programmes and the integration of AI and cloud solutions
to ensure equal access to digital services.

A substantial study in the field of e-government was
conducted by T. Yigitcanlar et al. (2024). The authors an-
alysed 50 years of digital technology implementation in
local government, including the use of Al They found that
in the 21* century, Al has become a substantial element of
digital transformations in local governments, particularly
in the areas of planning, security, and energy. However,
the study also noted that ethical issues, particularly data
privacy, and the role of the public in these processes, re-
main underestimated.

The digital transformation of local communities, which
includes the integration of artificial intelligence into local
development strategies, has significant potential to increase
the efficiency and transparency of governance, as well as
improve interaction between authorities and citizens.
However, this process is accompanied by several challeng-
es, particularly in terms of organisational readiness, digi-
tal literacy and inclusiveness. It is therefore necessary to
study the impact of Al on digital local development strate-
gies, which will not only modernise management process-
es but also promote sustainable community development.
Therefore, the study aimed to analyse current trends in the
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implementation of digital technologies, particularly AI, at
the local level and their potential for the development of
sustainable and inclusive communities in Ukraine.

Materials and Methods
A multi-method qualitative approach was used to study the
digital transformation of local government, which provid-
ed a deep and comprehensive overview of issues related to
the integration of digital solutions into public administra-
tion. This methodology was chosen to determine contextu-
al factors, social and cultural aspects, and user experienc-
es in different communities, where quantitative methods
might not reflect all the realities of digital transformation,
particularly in low-income and remote regions.

One of the main methods used in this study is the
thematic research method proposed by J.W. Creswell &
C.N. Poth (2016). This approach provided an in-depth ex-
amination of the issue of integrating digital solutions into
management processes and e-government services, as it fo-
cuses on user experience. Thematic studies identified key
barriers to accessing digital services, issues of digital litera-
cy, and problems of trust in new technologies.

In addition, a literature review method based on con-
ceptual mapping (de Ries et al., 2022) was used for the
theoretical framework. This method identified key con-
cepts and theoretical approaches to digital transforma-
tion, GovTech, and their impact on local self-government,
which became the basis for analysing the effectiveness
of digital initiatives. This method organised scientific
approaches to the topic, highlighting the correlation be-
tween different aspects of digital technologies and how
they’re used in local government.

The main sources for this study were peer-reviewed
scientific publications, reports, and official documents
in the field of digital governance, including materials
from international organisations such as the Organisa-
tion for Economic Co-operation and Development (OECD)
alongside the Development Bank of Latin America (CAF)

(OECD/CAF, 2023), Connect Europe (Wood & Sherring-
ton, 2025), as well as data from studies and projects im-
plemented in Latin America and Southeast Asia. Academ-
ic articles, monographs, and scientific studies describing
the stages of digital transformation in different countries,
particularly regarding the implementation of AI in man-
agement processes, were also used. The sources selected
for analysis were selected through the scientometric data-
bases Scopus, MDPI, Springer and ResearchGate, as well
as using the Google search engine.

The emphasis on Latin America and Southeast Asia was
determined by several factors. These regions are actively
implementing digital technologies in community manage-
ment, which facilitates the assessment of their impact on
socio-economic development. As these countries face sim-
ilar challenges in accessing modern digital technologies,
their experience in digital transformation is valuable for
the further development and adaptation of such initiatives
at the global level.

Results and Discussion
Conceptual vision of the digital transformation
of local self-government
The digital transformation of community management is a
necessary step in modernising local self-government, aimed
at improving the efficiency, transparency and accessibility
of public services. It involves the integration of the latest
information technologies, which ensure a transition from
traditional manual processes to more efficient, data-driven
management models. It also includes strengthening citizen
engagement in decision-making and ensuring digital inclu-
sion, providing access to modern services. However, digital
transformation also requires the development of reliable
infrastructure and the implementation of innovative solu-
tions, such as process automation, big data and analytics
for resource management. The key characteristics, objec-
tives and benefits of digital transformation in community
management are summarised in Table 1.

Table 1. Key features and benefits of digital transformation in community management

Key aspects

Service modernisation: process automation, online permits, document management, and Al chatbots for instant support

Citizen engagement: introduction of interactive websites, online town halls and platforms for idea crowdsourcing and feedback

Data-driven decision-making: use of big data, analytics and data governance to inform policy and resource allocation

Digital inclusion: ensuring access to digital services and participation for all residents, including marginalised groups

Infrastructure and security: creation of a reliable digital infrastructure and ensuring cybersecurity for secure data processing

Aims and benefits

Efficiency and transparency: simplification of bureaucratic tasks and an increase in openness

Improved service delivery: access to public services anytime, anywhere through mobile-first approaches

Expanded participation: creating new models for involving citizens in decision-making

Sustainable development: alignment with global sustainable development goals by promoting equitable access and efficient use of resources

Governance structures: establishment of clear policies, standards and decision-making processes (Digital Development)

Source: compiled by the authors based on A. Marmulyak et al. (2024), 1. Bakhov et al. (2025), Y. Zhang & Y. Li (2025)

This implies transformation of traditional local gov-
ernment into a smart, adaptive system that uses technol-
ogy to meet the evolving needs of citizens and build sus-
tainable, inclusive communities. When done right, digital

transformation at the local government level can create many
opportunities. It is an opportunity for stakeholders, govern-
ment officials and the local community to collaborate and
identify ways to transform the services they use every day.
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Global practice shows that digital transformation at
the local government level can include automation of man-
ual processes; configuration of online permits; ensuring
document management; holding online meetings in the
city council; providing interactive content on the website;
introducing CRM for stakeholders to improve coordination;
crowdsourcing ideas and feedback on local projects and is-
sues; creating programmes that ensure digital inclusion for

97

all residents; setting up Al-based chatbots to help answer
frequently asked questions; providing a mobile experience
and applications for access anywhere, anytime (Yigitcan-
lar et al, 2024). For local authorities, meeting the needs
of voters is the main driver of digital transformation. How-
ever, this is rarely the only catalyst. Voters or local com-
munities expect their local government to deliver on the
implications listed in Table 2.

Table 2. Implications of digital transformation that local communities expect from their local authorities

Expected critical elements

Efficient platforms: efficient and functional platforms that make it easy to perform relevant tasks such as filling out forms, making
appointments, and searching for government-related information

Security: a secure environment and confidence that any data transmitted or collected is protected

Ease of access: performing tasks related to local self-government at a convenient time and using a convenient device

Greater value: digital technologies that lead to cost savings, which in turn lead to budget reallocation

Greater resilience: bigger steps towards sustainable development and better environmental consideration
with data collection and analysis technologies

Expectations regarding the workforce for digital local self-government

Efficient operation: optimised workflows that maximise functionality and efficiency, providing additional time for staff to prioritise
high-value tasks

Regulatory compliance: platforms that comply with national data security regulations

Analytics: access to data, analytics, and local information needed for decision-making

Access: remote access to ensure continued operations even outside government offices and eliminate reliance
on paper forms or outdated systems

Source: compiled by the authors based on O. Lyulyov et al. (2020), I. Smyrnova et al. (2021), J. Liebowitz (2023)

Digital transformation involves modernising admin-
istrative and social processes through the integration
of digital technologies, which greatly contributes to the
development of technologically prepared communities.
However, in order to achieve success in this area, it is nec-
essary to avoid excluding those for whom the transition
to digital technologies may be difficult and unclear. The
challenge is to achieve an optimal balance that covers the
needs of all population groups without creating new forms
of social inequality.

Digital inclusion and challenges

in ensuring equal access to e-services

Despite the significant potential of advanced technologies
to create new digital services, such as e-government or dig-
ital health, not all countries and communities have equal
access to these opportunities. The problem of the digital
divide occurs in the lack of equal conditions for access
to technology, particularly in regions where infrastructure
is not sufficiently developed. For example, although mo-
bile broadband coverage reaches 96% of the population in
South-East Asia, 39% of people still lack access to mobile
Internet services. This phenomenon, known as the “usage
gap” in technology, is a major challenge for the global
mobile ecosystem, as evidenced by studies by C.K. Sanders
& E. Scanlon (2021), J. Lay & K. Fietz (2023) and P. de
Pablos et al. (2025).

Ukraine also faces the problem of unequal access to
digital technologies. According to S. Kemp (2025), 82.4%
of Ukrainians (over 31.5 million people) use the internet,
but this means that almost 17.6% of the population (ap-
proximately 6.7 million people) still do not have access

to the network. The situation is complicated by regional
differences: access to high-speed internet is significantly
better in cities than in rural areas, where coverage, con-
nection quality and infrastructure remain weak. Although
94.1% of mobile connections in Ukraine provide broad-
band access (3G/4G/5G), weak infrastructure in some re-
gions and limited digital literacy hinder the full use of dig-
ital services. Such inequalities limit citizens’ ability to use
online services, participate in e-government, or receive
digital services on equal terms, underscoring the need to
bridge the digital divide as one of the key tasks of digital
transformation in Ukraine.

The digital divide is also a substantial issue for other
regions, particularly in Europe. Although internet access
in the EU is widespread, inequality in access to high-speed
networks and digital technologies remains noticeable, par-
ticularly between urban and rural areas. For example, as
shown by a study by R. Wood & S. Sherrington (2025),
even though gigabit internet coverage in Europe is 82.5%
of the population, more than 45 million people still do not
have access to this technology. In addition, 5G networks
are only available to 40% of the population, further exac-
erbating digital inequality, particularly for those living in
less economically developed regions. These figures indicate
that even in economically developed countries, the digital
divide remains one of the main problems limiting citizens’
access to modern services and technologies that should be
available to all.

Digital inclusion is a key element of sustainable e-gov-
ernance, as it ensures equal access to digital public ser-
vices for all citizens, regardless of their socio-economic
situation or place of residence. At the same time, limited

Democratic Governance, 2025, Vol. 18, No. 2



Public management of digital transformation in communities...

digital literacy, uneven development of digital infrastruc-
ture and institutional barriers significantly complicate the
implementation of digital services, especially for margin-
alised and vulnerable groups of the population. G.H. Djat-
miko et al. (2025) emphasised that public-private partner-
ships, digital literacy programmes, and the introduction
of innovative technologies such as artificial intelligence,
blockchain, and cloud computing, which can improve
the accessibility, security, and quality of digital services,
are substantial for overcoming these obstacles. The re-
searchers also noted the significance of integrating digital
inclusion policies with the UN Sustainable Development
Goals, particularly in the areas of education, infrastruc-
ture, reducing inequality, and strengthening institutions,
which enhances the long-term impact of digital govern-
ance. These findings point to the need for a comprehensive
and multilateral approach with long-term investments in
accessibility, cybersecurity and user trust, as well as the
promise of applying mixed methodologies and compara-
tive studies in different socio-economic contexts to further
improve digital inclusion strategies.

The introduction of chatbots based on artificial intelli-
gence, blockchain to ensure transaction security, and mo-
bile applications for the provision of public services con-
tributes to improving accessibility for citizens, especially
in urbanised and semi-urbanised regions. However, the
effectiveness of e-government largely depends on the level
of digital literacy and user acceptance of these technolo-
gies, which varies across demographic and socio-econom-
ic groups. Many studies confirm that digital skills directly
influence the willingness to use e-services, as low digital
literacy significantly limits trust in government platforms
and reduces citizens’ willingness to use online services.
Improvement of digital skills, in turn, is associated with
greater participation in the digital life of society. Research
by T. Lee et al. (2020) confirmed that digital skills direct-
ly influence the willingness to use e-services. In addition,
socio-economic factors such as income level, place of res-
idence (urban or rural), language barriers and age have
a significant impact on the accessibility to e-services. For
example, low-income households, rural residents and peo-
ple who do not speak the official language are significantly
less likely to use digital public services (Singh & Chobota-
ru, 2022). These factors highlight the need for comprehen-
sive measures to reduce the digital divide and ensure equal
access to online services for all social groups.

Low levels of digital literacy significantly limit trust in
government platforms and reduce citizens’ willingness to
use online services. On the other hand, improved digital
skills are associated with greater participation in the digital
life of society. Socio-economic factors such as income level,
education and place of residence have a significant impact
on citizens’ ability to interact with digital government plat-
forms. In addition, infrastructure problems, fragmented
policy frameworks and insufficient institutional support
continue to hamper efforts to ensure equal access to dig-
ital governance (Morte-Nadal & Esteban-Navarro, 2022).

Furthermore, infrastructure problems, fragmented policy
frameworks and insufficient institutional support continue
to hamper efforts to ensure equal access to digital govern-
ance (Tremblay-Cantin et al., 2023).

Addressing digital inequality in access to e-govern-
ment services requires a comprehensive approach that
includes technological solutions as well as political, ed-
ucational and organisational interventions. This issue is
complex and involves not only infrastructure limitations,
but also socio-economic, educational and cultural barriers.
To effectively address these challenges, targeted policy in-
terventions and close cooperation between the public and
private sectors are needed. A substantial component is the
development of flexible strategies tailored to the needs
of marginalised and vulnerable communities, which will
reduce barriers to access. Governments should prioritise
digital equality by focusing their policies on the user, im-
proving accessibility features and implementing proactive
engagement strategies that ensure inclusivity and real ben-
efits from e-government for all citizens.

Therefore, the transition from centralised models to
more localised approaches better meet the needs of citi-
zens. Digital governance, using modern technologies, can
significantly improve access to public services, reduce cor-
ruption and increase transparency. However, to achieve
sustainability and ensure equal access, it is necessary to
overcome barriers, particularly in the areas of digital lit-
eracy and cybersecurity, and to promote the development
of inclusive digital infrastructure. Partnerships between
government agencies, the private sector and civil society
organisations are substantial in this process, ensuring the
effective implementation of innovations and support for
digital initiatives. For successful digital transformation at
the local level, it is necessary to incorporate the experience
of other countries and implement long-term strategies fo-
cused on sustainable development and ensuring access to
services for all segments of the population.

Implications of digital transformation

for decentralisation

Scholars and policymakers have noted that centralised gov-
ernance is not the optimal path to development. The hier-
archical and bureaucratic nature of centralised governance
has failed in developing countries. The shift from a central-
ised to a localised approach to governance was intended
to bring governance processes closer to communities for
several reasons. First, local communities should strive to
create autonomous institutions at the local level, which en-
sures active participation in decision-making and facilitates
the resolution of local issues through partnerships (Jons-
son & Bexell, 2021). Second, a reduction in the role of the
state attracts new investment to small and medium-sized
enterprises and fosters innovation that contributes to sus-
tainable development. Thirdly, service delivery at the local
level is more efficient as local authorities are more aware
of citizens’ needs and can prioritise spending to improve
service delivery. Localising development creates resilient
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communities that can learn from experiences through
continuous feedback, which is particularly relevant in ser-
vice delivery (Suranto et al., 2025). Crisis management is
a prime example of how local authorities gain experience
from previous crises in the region or community, enabling
them to respond more effectively to new challenges (Fos-
chi et al., 2025). Therefore, effective public management of
digital transformation at the local community level is one
of the key principles of progress in governance.

Digital governance provides more efficient mecha-
nisms for delivering public services, improves interaction
with business and industry, and empowers citizens through
access to information and optimised community manage-
ment. It helps reduce corruption, increase transparency
and convenience, grow revenues and cut costs. S. EIMassah
& M. Mahieldin (2020) noted that digital transformation
supports the achievement of the Sustainable Development
Goals (SDGs) by transforming collected information into
actionable data for monitoring progress and improving pol-
icies. This creates new opportunities for implementing the
SDGs with lower transaction costs. Digital transformation
also supports local authorities’ efforts to build sustainable
communities through inclusive data collection, emphasis-
ing the five key dimensions of SDG 16: efficiency, inclu-
siveness, openness, reliability and accountability. The use
of best practices in digital transformation provides local
authorities with guidelines for adapting sustainable devel-
opment strategies at the local level.

Cooperation between government agencies, private
enterprises, and civil society organisations is essential
for building a stable and inclusive digital infrastructure.
0. Mordvinov et al. (2021) and A. Zuvela et al. (2023) have
highlighted that multilateral partnerships significantly im-
prove the accessibility, affordability and overall coverage
of digital services, enabling a wide range of user needs to
be met. By leveraging the resources, experience, and tech-
nological capabilities of the private sector, governments
can develop more ambitious and effective e-government
strategies, facilitating access to digital services for broader
segments of the population. One notable example of such
partnerships is Google’s expanded Public Sector Partner-
ship Programme, which aims to support digital transfor-
mation in the public sector, including governments, edu-
cational institutions and non-governmental organisations.
The programme provides partners with resources, tools,
and training to implement innovative solutions such as
artificial intelligence, data analytics, and security, includ-
ing through new discount models, certification, and joint
marketing. This initiative is designed to accelerate digital
transformation by enabling partners to develop their prac-
tices and adapt Google’s cutting-edge technologies to the
real needs of government agencies, thereby contributing to
the creation of effective and sustainable solutions for the
public sector (Bertram, 2024).

Another relevant initiative is Microsoft’s Artificial
Intelligence for Accessibility programme, which pro-
motes collaboration with government agencies to develop

inclusive technologies for people with disabilities. This
programme aims to overcome accessibility barriers by
integrating artificial intelligence to improve digital tools,
such as speech-to-text software, real-time captioning, and
adaptive interfaces for people with visual or motor impair-
ments. In their study of this programme, P. Radanliev et
al. (2023) emphasised that even in the most advanced digi-
tal environments, such as the Metaverse, people with phys-
ical limitations are often excluded from using technology
due to a lack of standards and regulations and insufficient
attention to their specific needs. At the same time, devel-
oping solutions to ensure access to e-government services
for people with disabilities can significantly improve user
engagement among marginalised groups.

Stable and sustained investment in digital inclusion
programmes is necessary for achieving sustainability in
digital governance. Although many governments prioritise
the development of physical infrastructure for digital tech-
nologies, often insufficient attention is paid to initiatives
aimed at improving digital literacy, ensuring cybersecuri-
ty, compliance with legal norms and ensuring accessibility,
which ultimately only provokes the preservation of digi-
tal inequality, as noted by M.G. Kibria & P. Hong (2024).
Short-term funding and fragmented implementation of
digital strategies, particularly in countries with economic
problems, can create obstacles to successful digital trans-
formation, which is also true for Ukraine. Therefore, anal-
ysis of best practices of other countries is critical for the
improvement of government practices. To overcome these
challenges, policymakers should develop strategies focused
on sustainable development that include:

sustained funding for digital literacy programmes, par-
ticularly for rural areas and low-income groups, through pub-
lic-private partnerships and multi-year budget allocations;

implementation of measures to improve access to
digital technologies for the most vulnerable social groups.
In particular, these could include Internet subsidies, tax
breaks for inexpensive devices, and zero tariffs for basic
e-government services;

ensuring robust cybersecurity and personal data
protection, which will help build trust in digital govern-
ment platforms;

establishment of independent supervisory bodies to
monitor compliance with citizens’ digital rights to ensure
confidentiality and prevent misuse of personal data.

A substantial component of success is a sustainable de-
velopment strategy that includes not only the development
of physical infrastructure, but also support for digital liter-
acy programmes, cybersecurity, and compliance with legal
norms. Such initiatives, as exemplified by various coun-
tries, can help adapt innovative technologies to achieve the
Sustainable Development Goals, creating opportunities for
scaling digital solutions at the local level. In this context,
it is necessary to study the role of artificial intelligence in
e-government, in particular its impact on improving man-
agement processes and services, emphasising examples of
effective use of Al in local government.
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Artificial intelligence as a tool

for transforming urban management

By adopting a holistic approach that emphasises sustain-
able development, governments can ensure equal access
to digital technologies while strengthening the long-term
sustainability and adaptability of e-government systems.
Artificial intelligence can significantly influence the devel-
opment of sustainable digital transformation at the local
community level. According to Z. Lin et al. (2025), greater
diversity in the data used in Al is associated with improved
economic performance, reduced financial inequality, and
expanded access to education and healthcare. Initiatives
aimed at collecting data with the participation of commu-
nities significantly improve the quality and representative-
ness of this data, which in turn increases the accuracy and
fairness of Al models. In addition, the application of ethi-
cal principles in AI governance helps to strengthen public
trust, improve the perception of technologies as fair, and
promote the active involvement of stakeholders. J. Lieb-
owitz (2023) identified key aspects of digital transforma-
tion in local government where the application of Al-based
solutions can be particularly effective:

1. Digital infrastructure. This includes servers, cloud
platforms, network equipment and communication tools. It
can be used by local authorities to manage electronic data
and provide services online and create opportunities for
scaling and expanding digital services as needed.

2. Online services for citizens. These are convenient
web platforms and mobile applications for citizens to inter-
act with local authorities. Examples of such services include
online applications for permits, tax payment systems, and
requests for information. Ensuring that such services have
a simple and intuitive interface increases citizen participa-
tion, reduces waiting times, and improves user satisfaction.

3. Data management systems. These are databases, an-
alytical platforms and data warehouses that help process
large amounts of data. These systems collect, store, analyse
and share information. Well-configured data management
makes it easier for local authorities to make informed deci-
sions in real time and ensures transparency by giving citi-
zens access to relevant data.

4. Cybersecurity measures. This is a set of technolo-
gies and protocols for protecting citizens’ data from cyber
threats. It includes firewalls, encryption, attack detection
systems, and regular security checks. Reliable protection
of personal data will help strengthen citizens’ trust in
electronic services.

5. Platforms for public engagement. These tools are
designed to inform and support communication between
local authorities and citizens. They also help gather feed-
back and encourage public participation in decision-mak-
ing processes. Established dialogue increases transparency
and trust between authorities and the public, which in turn
contributes to more effective governance.

6. Process automation tools. These optimise workflows,
hence employees can prioritise more pressing tasks. This
reduces the probability of human error, which increases

the reliability of results and speeds up responses to citi-
zens’ requests, leading to improved service efficiency and
customer satisfaction.

7. Performance indicators. These help local authori-
ties evaluate the results of their services and programmes.
Analysis of key performance indicators (KPIs) can identify
problem areas and ensure that resources are allocated ef-
fectively to meet community needs. These indicators also
increase transparency and accountability, demonstrating
the government’s activities and improving public trust.

8. Change management strategies. These help over-
come the difficulties associated with the introduction of
new technologies and processes. Through training and sup-
port, government employees can improve mastery of digital
tools and promote the development of an innovative cul-
ture. Such strategies ensure effective communication and
interaction between all participants in the change process.

Interagency coordination mechanisms that facilitate
the creation and maintenance of a common agenda are
necessary for the development of more rational processes
in public policy. As noted in a joint report by the Organisa-
tion for Economic Co-operation and Development and the
Development Bank of Latin America (OECD/CAF, 2023)
dedicated to digital governance in Latin America and the
Caribbean, effective management of digital transforma-
tion requires a robust coordination framework at differ-
ent levels of government that can align strategies, policies
and actions between central and subnational authorities,
as well as between agencies dealing with technology, data
and service delivery. Many countries in the region have
established coordination bodies and mechanisms that
bring together key stakeholders to align digital govern-
ance policies, but only a few have the power to make deci-
sions and ensure coordination between different agencies
and levels of government.

Al technologies are central to implementing such poli-
cies. They form the basis for control panels in smart cities,
where relevant life support data is accumulated to opti-
mise city management and improve the quality of life for
citizens. For example, the Command, Control, Communi-
cations and Computers (C4) Centre in Bogota is an inte-
grated platform for monitoring, analysing and coordinating
operational data used for security management, emergen-
cy response and overall management of city functions. It
combines video cameras, an emergency call system and
other sensors into a single digital system that collects and
analyses information about events occurring in the city in
real time and coordinates the actions of law enforcement
and emergency response services. The centre also serves as
a “think tank” for planning and implementing urban secu-
rity and infrastructure management strategies, promoting
data-driven decision-making and improving the quality of
life for Bogota’s residents (Fierro, 2024).

Notably, in Latin America and the Caribbean, artificial
intelligence is used as an effective tool for solving various
problems at the community level, particularly in the areas
of combating corruption, managing natural disasters, and
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social integration. For example, Al is used to detect corrup-
tion schemes through the analysis of government transac-
tions, as well as to improve emergency response through
predictive models that can forecast extreme weather events
and optimise resource allocation for rapid and effective as-
sistance (Plaw et al., 2020).

Al also has significant potential in achieving the Sus-
tainable Development Goals, particularly in the context
of implementing modern GovTech strategies in local com-
munities. As noted in a study by E. Zapata et al. (2022),
Al, in collaboration with innovative start-ups, can signif-
icantly improve natural resource management, optimise
transport systems to reduce carbon emissions, and pro-
mote innovative approaches to waste management. Gov-
Tech solutions have a proven impact on SDGs related to
the provision of public services, in particular through the
creation of new data and improved analytics that support
monitoring and policy-making.

Artificial intelligence is a substantial tool that is being
actively implemented in digital governance to optimise de-
cision-making processes and improve the efficiency of pub-
lic service delivery. In particular, in the context of digital
transformation, AI helps automate routine administrative
tasks, provides predictive systems for emergency manage-
ment, and improves interaction with citizens through per-
sonalised services. S.A.A. Bokhari et al. (2025) have shown
that Al can significantly improve management efficiency
by helping governments make informed decisions based on
big data and analytics. However, the implementation of Al
also requires considerable attention to ethical aspects, in
particular trust on the part of citizens, which is a substan-
tial mediator between technological change and the actual
results of digital transformation. Additionally, Al is sub-
stantial in ensuring the inclusiveness of digital services, as
analytics can be used to ensure equal access to public ser-
vices, even for marginalised groups. At the same time, to
successfully implement Al in government systems, it is nec-
essary to ensure transparency and stakeholder inclusion,
which will maximise the potential of this technological tool
in the digital transformation process.

Al also has significant potential in the development of
proactive public policy, particularly at the local govern-
ment level. Such policies prioritise the anticipation and res-
olution of future issues before they reach critical levels, en-
abling local governments to be more proactive rather than
merely reactive. Using real-time and historical data, Al can
help local authorities predict new trends, challenges, and
potential threats at the community level and develop ap-
propriate strategies to prevent them.

One of the main areas of application for Al at the local
level is forecasting and preventing crises that could affect
the community, such as natural disasters, epidemics or so-
cial conflicts. Thanks to Al technologies, local authorities
can predict these events based on the analysis of data, such
as climate or medical data, and take preventive measures
long before these problems become critical for the commu-
nity. Resource optimisation is another relevant area where
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Al can help at the local level. Forecasting demand for lo-
cal services, such as medical, educational or social servic-
es, improves efficiency of allocation of limited resources,
preventing shortages at key moments and ensuring timely
access to services for all community members. This facili-
tates efficient budget planning, cost reduction and overall
service improvement for local governments.

Al also helps improve public services at the local level
by using data to identify underserved or under-resourced
areas. Local authorities can obtain relevant information for
making decisions on investments in new services, which
promotes equal access to services for all segments of the
population. For example, data analysis can identify where
the greatest need for medical services arises or where there
is a shortage of educational resources to respond to these
needs in a timely manner. The implementation of Al in the
context of proactive policy at the local level creates new
opportunities for proactive management, where local au-
thorities not only respond to problems but are also able to
anticipate and prevent them, creating a more adaptive and
resilient management system for the community.

Examples of successful cases of Al application

in e-government

The successful implementation of digital governance using
artificial intelligence demonstrates how technological in-
novations can not only automate administrative processes
but also transform the way citizens and the state interact,
increasing the efficiency, transparency and quality of pub-
lic services. Governments have started to implement proac-
tive Al-based digital solutions in different countries around
the world to address a wide range of socio-economic issues,
from security and health care to city management and cri-
sis prediction. This section presents a range of successful
cases illustrating real-life practices of AI application in
e-government, their impact on the development of local
self-government, and the results achieved, which can serve
as a benchmark for other administrative systems in the pro-
cess of digital transformation.

Singapore has become a leader in applying innovative
technologies to improve the public sector, using design
thinking as its primary strategy for transforming public ser-
vices. One of the most successful examples is the Moments
of Life initiative, which was developed by the government
technology agency GovTech in 2017 (Ganesan et al., 2019).
The programme aims to consolidate services provided by
various government agencies into a single platform focused
on the needs of citizens. The first phase of this initiative
prioritises support of young parents. To this end, a mo-
bile application was created that can be used by citizens to
register the birth of their children, access medical records,
navigate healthcare and childcare options, and apply for
a child bonus programme aimed at reducing the financial
costs of parenthood.

A key element of the programme’s success was the
establishment of interdepartmental cooperation within
the government. The “whole-of-government” approach
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involves close interaction between different government
agencies to ensure the coherence of policies, processes
and operations necessary for project implementation. This
has not only reduced service fragmentation but also cre-
ated a platform that is convenient for citizens and meets
their real needs. According to V. Ganesan et al. (2019), the
programme has become popular among citizens: since its
launch in 2018, the app has been downloaded more than
32,000 times, and in subsequent versions, the GovTech
team plans to expand services to cover other relevant stag-
es of life, including ageing and care for the elderly.

In addition, Singapore is actively improving inclusivity
for persons with disabilities. A 2016 survey of persons with
disabilities revealed that most of them do not feel socially
included. In response to these issues, the National Coun-
cil of Social Service (NCSS) in Singapore, together with
the DesignSingapore Council, created a team to study the
problems and find solutions. They used an immersive eth-
nographic research method to further determine the daily
lives of people with disabilities and identify their needs.
The data collected led to the creation of several new initia-
tives, such as the “Joy Box”, which are personalised pack-
ages for people with disabilities that learning and discov-
ery of new aspects of life, and the “Social Combinator”, an
acceleration programme for developing business ideas and
involving people with disabilities in economic life. These
programmes have been adapted by local organisations to
the needs of different social groups, including children
with special needs.

Artificial intelligence is also actively used in Singapore
to address biodiversity issues. Al algorithms process huge
amounts of data on species distribution and movement in
the natural environment. This makes it possible to create
priority strategies for protecting and restoring ecosystems,
predict invasive species, and actively respond to changes in
nature. Thus, Singapore is a notable example of how digital
technologies and Al can not only improve the quality of
public services, but also promote inclusiveness, community
development and environmental protection.

Despite the urgent need for governments to digitise
their processes, many face challenges due to limited human
resources and technical expertise. This has created signifi-
cant demand for innovative technological solutions to stim-
ulate innovation in the local public sector. Mexico’s experi-
ence is interesting in this regard. It is worth noting that the
digital divide in Mexico and Latin America remains signif-
icant, and none of these countries are among the world’s
leading indices of digitisation and public innovation
(OECD/CAF, 2023). This gap represents a missed oppor-
tunity for progress, hindering economic growth and social
development in the region. Open source technologies and
innovative solutions, such as Visor Urbano in Mexico, offer
affordable and adaptable tools to meet the unique needs
and challenges of each city (GovStack, 2022). By providing
scalable solutions, these technologies provide the basis for
more inclusive and effective governance, ensuring positive
change in communities across the region.

At the local level, there are several challenges, in-
cluding inadequate infrastructure and technological re-
sources, regions with limited access to high-quality inter-
net, and the lack of a favourable regulatory framework
to encourage the adoption of technology in public insti-
tutions. In addition, there is a shortage of digital skills
and competencies needed to fully leverage the benefits of
technology. To overcome this problem, innovations such
as Visor Urbano are based on the ethos of “sharing for
improvement”. In this context, open innovation (strate-
gies for increasing efficiency, using technology, and en-
abling organisations to gather a multitude of ideas from
different sources to solve a specific problem) and free and
open-source technologies (publicly available software
that can be viewed, modified, adopted, and distributed
by anyone under certain licensing conditions) become
relevant. Since many governments lack the financial or
technical resources to develop independent technologies,
open innovation and open source solutions are central in
promoting progress and overcoming barriers to techno-
logical advancement.

In Mexico, Visor Urbano is notable as a digital plat-
form that promotes transparent and efficient land man-
agement. This free software helps local authorities dig-
itise urban development processes, such as business and
construction licences, while promoting digital integra-
tion among officials and citizens. Developed in Guada-
lajara in 2016, it helps local authorities digitise urban
development processes, including business and construc-
tion licensing. Supported by Bloomberg Philanthropies,
the platform has expanded to other cities and has had
significant positive results. In Guadalajara, it has caused
a 74% reduction in bribes thanks to online forms that
have reduced interactions between the government and
citizens by 84%. In Tototldn, municipal revenues have in-
creased by 320%. In Cocula, the platform made it possi-
ble to digitise all business licences and create a new tool
for building permits. In Gémez Farias, reducing the time
to obtain business licences from 15 days to less than one
day made it possible to issue 1,700 licences. Cabo Corri-
entes united municipal departments in a digital format,
reducing time and costs for residents. Visor Urbano has
significantly improved municipal management in more
than 50 cities in Mexico and has the potential for further
expansion (Plaw et al., 2022).

Successful examples of digital platform implementa-
tion demonstrate the importance of adapting technologies
to the specific needs of each city and community, rather
than simply introducing new solutions for the sake of nov-
elty. This underscores the need for a strategic approach to
digitalisation that considers local contexts and needs. The
key lessons learned from these successful implementations
can be summarised as follows:

The driving force for technology implementation must
extend the scope of novelty. It should encompass the adap-
tation of digitisation processes to the unique context of each
city, addressing the concerns of residents and improving
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their quality of life, which ensures a more personalised and
effective approach to technology implementation.

Any process of technological development or imple-
mentation must be accompanied by a comprehensive dig-
ital integration strategy. This ensures the development of
digital skills not only among civil servants but also among
a wider range of citizens, thereby promoting inclusiveness
and the involvement of all stakeholders.

When developing or replicating such software, us-
er-centred principles must remain at the forefront. Fur-
thermore, once implemented, it is necessary to encourage
feedback, testing and continuous iteration so that the tech-
nology is constantly improving and meeting user needs.

Replication of successful practices is a substantial
priority. Carefully measuring and evaluating the impact of
these solutions provides evidence and supports more cities
along their path to becoming smarter and more innova-
tive, thereby enhancing the effectiveness of the solutions
implemented.

Improving cities through technology requires col-
lective efforts not only from governments, but also from
the entire community, including business, academia, civil
society and other ecosystem organisations. This collabora-
tive, multi-sectoral approach ensures that diverse voices
are included and prevents exclusion from design and de-
cision-making processes, contributing to greater effective-
ness and sustainability of change.

The key to transforming a city with technology is
often an individual or a specialised group that strives to
catalyse significant change and implement innovative solu-
tions. Cultivating these internal leaders is a substantial
factor for the successful implementation of technological
initiatives, ensuring the sustainability and adaptability of
digital transformations.

However, for the successful implementation of digital
technologies in local government, it is necessary to ensure
a harmonious balance between political and bureaucratic
processes and the needs of society. By moving from e-gov-
ernment to digital government, local authorities are chang-
ing not only their management methods but also their
methods of interaction with citizens. This process has been
made possible by the active use of information and com-
munication technologies (ICT) and concepts such as open
data, open government and digital platforms for citizens.
The use of open data, which is available to both citizens
and businesses, ensures not only transparency but also
public involvement in governance processes. At the same
time, digital governance is not limited to improving admin-
istrative efficiency using the latest technologies, but em-
phasises the active participation of citizens in data-driven
decision-making and forecasting the future needs of com-
munities. This not only ensures a rapid response to citizens’
requests but also ensures a high level of public satisfaction
at all stages of interaction with government agencies. As
a result, digital governance contributes to the creation of
more efficient, transparent and inclusive management sys-
tems that meet the needs of modern society.
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Conclusions

The study analysed the conceptual aspects of digital trans-
formation of local self-government and the impact of new
technologies on community management, as well as their
application to ensure access to public services. The main
characteristics of digital transformation, such as process
automation, big data utilisation, digital inclusion, and AI
application, were examined. As a result, the study deter-
mined that the digital transformation of local government
contributes to the improvement of the efficiency of service
delivery, reduction of corruption, and transparency and
ease of access to public services for citizens. The intro-
duction of the latest technologies ensures the automation
of many routine administrative tasks, such as processing
applications for permits, filing taxes, and interacting with
local authorities. This reduces the burden on government
agencies, facilitating more relevant tasks and improving
the quality of service to citizens.

In addition, the introduction of digital platforms en-
sures active citizen participation in governance process-
es, as citizens can provide feedback through interactive
websites and online platforms for crowdsourcing ideas,
which improves the quality of decisions and increases
trust in public authorities. A substantial aspect is digital
inclusion, which guarantees access to services for all resi-
dents, including marginalised groups, thereby promoting
greater social equality. However, there are several chal-
lenges to the successful digital transformation of local
government, such as limited access to digital technolo-
gies in certain regions, insufficient digital literacy among
citizens, and cybersecurity issues. To overcome these
challenges, targeted measures must be implemented,
including investing in infrastructure development, pro-
viding training for all segments of the population, and
ensuring reliable data protection.

Promising areas for further research include study-
ing the role of artificial intelligence in improving man-
agement processes, as well as its potential for solving
problems such as crisis prediction, resource optimisa-
tion, and improving environmental management at the
local level. It is also necessary to explore ethical issues
in the context of AI applications in local government
how to ensure transparency in decision-making and
guaranteed fairness for all social groups. These areas of
research will help develop strategies and tools for more
effective and inclusive local government, contributing to
sustainable development and improving the quality of
life for citizens.
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My6niyHe ynpaBniHHA undposBolo TpaHchopMali€lo rpomMaa:
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AHoTaUif. AKTyasbHiCTh TeMu HU(POBOI TpaHchHOpPMALIil MiCIIEBOTO CAMOBPAAYBAHHS 3 BUKOPUCTAHHAM TEXHOJIOTIH,
30KpeMa IITYYHOTO iHTeJIeKTY, 3pOCTa€ y 3B’A3Ky 3 He0OXiAHICTIO MoKpaimieHHA e)eKTUBHOCTI YIIPaBJIiHCbKUX IPOIieciB
Ta MOCJIyT AJiA TpoMafsAH y 6aratbox KpaiHax cBiTy. MeToi pob6oTu OyB aHasi3 BIPOBa[XeHHA IU(POBUX pillleHb B
yIIpaBJIiHHA MiCI[eBUMU rpoMajiaMM, 30KpeMa 3aCTOCyBaHHA IITYYHOTO iHTeJeKTy AJIA ONTHMi3alil aAMiHiCTpaTUBHUX
Ta colliaJIbHUX MpoIieciB. Y OOCJiA)XeHHi BUKOPHUCTOBYBAINCh MeTOAN 6araToMeTOAHOTO AAKiCHOTO MiAXOAY, BKJII04al0un
TeMaTU4Hi [JOCJiJKeHHA Ta OrIJiAf JiTepaTypu. Pe3ysibTaTh [OOCTiIXEHHA IOKasaju, W0 iHTerpaiis TeXHOJIOTii
y MiclieBe ymIpaBJIiHHA AO03BOJIAE 3HAYHO MiABUIIUTH €(EeKTHBHICTh Ta MPO30PicTh MyOJIIYHUX MOCIYT, MOJIETIIyI0UM
JOCTyI TpOMafAH [0 HUX Yepe3 OHJIaWH-TIaTGopmMu Ta MOOiIbHI AoAdaTku. LIInAxoM aHasli3y TeXHIYHUX, COLiaJbHUX
Ta iHCTUTyUiNHMUX O6ap’epiB, OyJO BHUAIJIEHO KJIIOUOBI MEpelIKOAW Ha LIIAXY BIPOBAKEHHs IOCJYT eJIeKTPOHHOI'O
ypAOyBaHHA, OCOOJIMBO cepell BpasjIMBUX TPyl HacesjleHHA. Pe3ysbTaTvl OOCIi[KEeHHA 3acBiuWJiM, IO HeJOCTaTHSA
nudpoBa rpaMoTHiCTb, TPO0JIeMH AOCTYIHOCTI Ta ¢pparMeHTOBaHi CTPYKTYPH YIIPaBJIiHHA 3aIMIIAIOTECS KPUTUUYHUMU
nepenkoaaMu AjiA JOCATHEHHA MOBHOI HM@POBOI iHKII03il. BogHovac, mIMpoka 3ajiyuyeHicTh TpoMajsaH Ta epeKTUBHe
yIpaBjiHHA JaHUMM, 30KpeMa B paMKaxX IIPOTHO3HUX Mojejiell Ha OCHOBi IITYYHOTO iHTeJIeKTy, MaloThb 3HAYHUIL
noTteHniaa y GopMyBaHHi CTiMKNX «IudpoBux» rpoMaf. AHamii3 gocsigy CiHramypy, MeKCHMKH Ta iHIIMX KpaiH, L0
AKTHMBHO 3aCTOCOBYIOTH I[UGPOBi iHHOBAIlil, MiATBEpANB, 1]0 BUKOPUCTAHHA BEJIMKUX JAHUX Ta MITyYHOTO iHTEJIEKTY y
cdepi myOJriuHOrO ymnpasJiliHHA MOKpaIlye yNpaBJiHHA pecypcamu, CIpUsAe 3MeHIIeHHIO KOPYMIil Ta HigBUILy€E y4acTb
rpoMajisiH y mpouecax NpPUUHATTA pimeHb. OJHUM i3 BaXJIMBUX aclekTiB OyJio BU3HaueHO UUPPOBY iHKIIIO3iI0 Ta
HeoOXigHiCTh 3MeHIlIeHHs I[U(POBOTr0 PO3PUBY, 1100 3a0e3NeYnTH PiBHUN JOCTYI [0 e-ypAAyBaHHA IJIA BCiX COIiaJIbHUX
rpyn. I[TpakTryHa LiHHICTh pOOOTH MOJIATAE Y MPOMO3ULIAX MO0 aJanTalil iHHOBaIiMHUX TeXHOJIOTiN [JIA MOKpalleHHs
VIIPaBJIiHCBKUX MPOLIECiB Ta MiABUILeHHA e(EeKTUBHOCTI MiCI[eBHX aJAMiHiCTpalili Ha OCHOBi peaJjIbHUX KelCiB

Kno4yoBi cnoBa: wmiciieBe caMOBpsiAyBaHHsA; [U(POBa IHKJIIO3isA; €JIEKTPOHHE BPSAAYBAHHS; YIPABJIIHHA JaHUMUY;
aAMiHiCTpaTUBHI MOCITyTU
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