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 The research paper at hand is devoted to the role of fintech practices in the municipal government 
institutions performance i.e. the role of organizational readiness on this performance, as seen by 
the municipal employees. The article quantifies the contribution of the digital innovations like 
automated payment systems on the efficiency and quality of administrative and services in a 
quantitative analytical scheme. The results show that fintech and positive institutional performance 
outcomes, such as lower operating costs, higher revenue collection, and higher levels of citizen 
satisfaction, have a strong positive association. Interestingly, the empirical findings indicate that 
preparedness in organizations consisting of technological infrastructure, workforce efficacy, and 
management support are some of the fundamental aspects in enhancing the association amid fintech 
and performance. Digital transformation will have a greater benefit on the more prepared 
departments, structure-wise and human resource-wise. On the same, but a different note, the inquiry 
warns against the necessity to create a compromise between innovation and high security measures 
to reduce the threat of fraud and data leaks. The government organizations should first coordinate 
their electronic infrastructure, use effective models, must focus on lifelong training of staff, not just 
buy software, and must also spend a specific budget on cybersecurity and fintech infrastructure to 
get such returns. This study offers a strategic road map through which the public institutions in the 
MENA region can use technology as a driving force in institutional excellence, and at the same 
time, remain financially stable on the national level.  
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1. Introduction 
 
The convergence of the technology and financial industries has been one of the foundations of economic growth and financial 
technology (FinTech) has arisen as a growth driver here (Al-Amarneh et al., 2023). The government in Jordan has been 
favouring this digital movement by the national institution of public services and their efficiency. This growth of novel 
financial tools by individuals requires that these entities be integrated into the information infrastructure of the government in 
order to realize the objective of financial inclusion and operational excellence. According to a study by Alhanatleh et al. 
(2024), there are digital services that are improved with the help of financial technologies, and which directly lead to the 
ongoing enhancement of the public sector and a considerable part of the workforce. Moreover, the present business 
environment is exerting a growing pressure on consumers, pushing customer expectations towards quicker and safer services 
to boost the purchasing power (Giudici, 2018). Lee and Shin (2018) observed that this rivalry strains the Palestinian people, 
and service delivery is the most important to continuity and user satisfaction. The value is also reflected in the power of the 
measures and processes, minimization of dependence on paper transactions as well as the reduction of the administrative 
costs. Thus, Ølnes et al. (2017) believe that using distributed scenario technologies such as Blockchain does not speed up 
processes, but it provides a technology to support accountability and transparency in public bodies. Accordingly, financial 
transactions may be accurately tracked and verified, which will improve the experience of the general public with online 
financial services which help in establishing contacts with the government and public office. Fintech enables us to demand 
money within a short time, remittance of taxes, and provision of new government-based services, including online finance to 
small and medium-sized companies.  State-of-the-art data analytics and artificial intelligence technologies have better features 
in analyzing financial records, enabling the active identification of suspicious trends that can be a sign of corruption or even 
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complex fraud. This was confirmed by Appelbaum et al. (2017) in their study on the role of intelligent algorithms in enhancing 
proactive financial oversight. Financial technology (FinTech) utilities can also be used to re-engineer the regulatory 
frameworks in government institutions, which will then become more adaptable, transparent, and simpler to follow and put 
into practice. 
 
Nonetheless, this digital revolution has some basic challenges, the main ones being related to data security and sensitive 
information privacy, and the urgency to invest in human resources by training the staff of the public sector with the relevant 
technical skills. In this connection, the article by Khasawneh  and Tan (2025) demonstrates that the skills gap and cyber threats 
are the key impediments to the full exploitation of financial innovation solutions. In this regard, and in a bid to guarantee the 
realization of sustainable growth goals, this research paper aims at bringing a critical point of concern in the quality of any 
government services, that is, the strategic use of financial technology in improving the performance of any government 
institution to provide efficient and quality financial services. Thus, the problem of the study is stated as an effort to respond 
to the following guiding question: 
 
What is the impact of financial technology (FinTech) practices on institutional performance in Jordanian municipalities, and 
how does organizational readiness contribute to modifying this effect from the employees' point of view? 

 
2. Literature Review  
 
Fintech is that thing about applying technology to disrupt the financial scene. According to what I read, it is all about any kind 
of stuff such as the entrepreneurs coming up with new things, digital changes within the services and even fresh risks that 
appear with products. Subanidja et al. (2020) examined how leadership styles influence a firm's decision to collaborate with 
fintech entities, framing strategic fintech partnerships as a distinct source of competitive advantage rather than merely an 
operational tool. Legowo et al. (2020) proposed a conceptual framework linking FinTech mechanisms to technological 
innovation, arguing that digital business model development serves as the critical bridge between FinTech adoption and 
innovation outcomes. Financial technology has evolved significantly, with a noticeable shift towards focusing on attracting 
customers through convenient and straightforward services. Conventionally, individuals divided it into sections such as credit 
management, money generation, deal settlement, and investment management. Al-Najjar (2019) examined the dual nature of 
technology implementation, analyzing the inherent challenges organizations face while identifying strategic opportunities for 
leveraging technological advancements to drive growth and innovation.  However, in the recent past, it is not about giving 
aid, it is messing up the whole thing. In other regions such as Jordan, Alzwi et al. (2024) indicated that it is being adopted in 
places of publicity to enhance inclusion and transparency in money. That section of emerging markets is noticeable, and there 
are many examples of how tools such as digital wallets contribute to accelerating the delivery of services to the population by 
bypassing red tape. Apparently, Fintech is capable of propelling economic stuff to a new level, reinventing systems all around. 
In 2021, Vivek wrote about that radical shift. While fintech is often referred to simply as technology supporting banking, 
Schueffel (2016) formally defined it as a distinct new financial industry that leverages technology to improve a wide range of 
financial activities. Suryono et al.  2020) also felt it as the most recent surge of digital changes, such as e-commerce, crypto, 
and even decentralized finance, it is so broad, it continues to develop. 
 
Today, as far as employee fit is concerned, performance is about doing work, the quality, quantity and speed. Kurdi in 2019 
stressed needing agreement on workload based on skills. Right matching of people is therefore important, knowing what 
motivates them. In the day and age of public institutions, it is not automatic that tech enhances performance. It was discovered 
it is associated with the state of staff readiness to new tools, psychologically (Gupta, 2025; Ma, 2017). 
  
That preparedness stuff is klutzy. Digital agility in city offices was discussed, such as being able to move between old-
fashioned and Fintech without deceleration. Kaewsaeng-on (2024) explained organizations should be ready as well, or even 
great tools will not be helpful when workers are concerned about employment or the setup is vulnerable. It may be simplistic 
of me, but it seems that without that, the entire Fintech push in public work is stalled. It appears that digitalization in the 
management of finances of the population is a huge deal in order to streamline the processes. It appears that, when payments 
become digital, it accelerates everything and reduces the number of errors in reporting. Cangiano et al. (2019) discussed how 
it enhances communication as well, and accounting becomes much more improved. That is a unique part of an audit trail, as 
accountability is now easier, with all the transparent records. Innovation in the public sector essentially consists of doing a 
better job of what you do such as tweaking systems or services to deal better with knowledge. Dodgson and Gann (2018) 
traced how innovation has evolved from the work of 18th-century entrepreneurs to today's complex, distributed networks 
involving multiple contributors supported by digital technologies. Performance management assists in remedying any 
inefficiencies in individuals and procedures, which enhances the entire organization. Not only does it save resources, but it 
results in citizens being happier with what is published by institutions (Senyo et al., 2023). 
 
Contemporary fintech extends well beyond payments to encompass budgeting, cash management, and even social welfare 
transfers. Mazzucato and Ryan-Collins (2022) argue that digital personal financial management (PFM) is not merely a 
technological tool but a deliberate strategy to reduce corruption and rent-seeking in local governments. This perspective holds 
true in contexts such as Jordan. Al-Lami et al. (2025) found that JoMoPay, a digital payment system for municipal services,  
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significantly reduced revenue collection time, thereby cutting the “float time” and improving liquidity. Measuring the 
performance of such digital transformations requires a multi-faceted approach. Jenatabadi (2015) notes that organizational 
performance can be assessed using various metrics, including efficiency, quality, productivity, work-life balance, and 
innovation capability. Profitability, however, is less relevant for public sector entities. More recently, Lopez-Garcia (2025) 
proposes that post-pandemic performance evaluation must also account for resilience,  the ability of municipalities to sustain 
services during disruptions using digital tools. This transformation is significant, though its uniform success remains uncertain. 
One underexplored area is the impact of user experience (UX) of financial software on employees' quality of work-life, a 
metric directly linked to technological preparedness. Technology translates into output only when organizational preparedness 
is adequate. However, certain aspects remain fragmented, particularly regarding citizen engagement. For instance, faster 
transactions may improve interactions, but they do not necessarily lead to deeper or more meaningful civic participation. 
 
3. Methodology 
 
The research methodology which would address the study variables is important. The aim is to explore their nature and scope, 
based on earlier publications, research and studies. This has been indicated in countless previous works such as Erekat (2021)  
and Al-Muntasir (2022). As such, a questionnaire was administered to gather data and then analyze it with the help of 
appropriate statistical software to interpret and evaluate the data. 
In order to obtain the objectives of the study and to test the hypotheses, a complex of the sophisticated statistical techniques 
will be used, mainly correlation analysis and regression analysis. The purpose of these tools is to properly assess the data and 
analyze the character and quality of the causality between the implementation of financial technology solutions and the degree 
of organizational performance. Hair et al. (2019) state that when regression models are used, they enable researchers to 
comprehend the predictive capacity of independent variables and determine their capacity to enhance operational efficiency 
in modern organizations. 
3.1 Population and Sample of study 

The research population is the employees of the municipalities Government Institutions which is a large service institution 
that employs many employees. These workers are spread out in administrative institutions, technical workers, and service 
workers who handle citywide municipal operations. The sample size of 382 individuals was arrived at considering the large 
size of the study population since the representative sample size was calculated using the standard tables established by Krejcie 
and Morgan (1970). This value represents a statistical confidence of up to 95% with a margin of error of no more than 5% or 
the most accepted and the most commonly used scientific standard in research of the social and administrative sciences to 
guarantee the correct generalization of the results (Sekaran, 2016; Sekaran & Bougie, 2023; Karasamani et al., 2022). 
The most suitable tool to reach the objective of the study based on the data required and method used is questionnaire. The 
topic/area was divided into three parts which included personal characteristics, fintech variables and performance variables 
in the form of a public institution. The level of agreement was measured using likert five-point scale. The quality of the 
questionnaire will ensure that the data will be similar to that of a fresh sample. To confirm the data, refer to Ahmed et 
al.  (2023) and MAREI (2023). Hence, To assure quality of the research tool, it was submitted to a group of experts to review 
and critically assess the scope and appropriateness of the research tool to the purpose of the intended research. This is in line 
with contemporary methodological tendencies of enhancing the balance of standard instruments. Moreover, the research was 
based on the reference frameworks presented by Alghadi et al. (2024) and Taqa (2025), to make sure that the metrics were 
relevant to the research setting. 
Cronbach's alpha coefficient was applied to determine the internal consistency of the responses in order to statistically prove 
the reliability of the instrument. The findings showed high reliability coefficients; the dimension of Financially Technology 
had a Cronbach's alpha coefficient of 0.894, the dimension of Public Institutions Performance 0.873, and the dimension of 
Organization Readiness 0.843 with the overall reliability coefficient of the questionnaire being 0.861. When these results are 
compared to the accepted statistical standards, we observe that they are above the minimum threshold of Hair et al. (2019) 
which is estimated to be 0.70, showing clearly that the instrument can be used in the given research with high level of reliability 
and validity. As the questionnaire is highly reliable; we can conclude that had it been administered again, it would have given 
the same results for the same sample or category and would have been able to achieve the aims of the study. 
 
3.2 Research Model and Hypothesis Building 
  
The conceptual model suggested is as follows: Independent variable, Fintech has two dimensions of Operational Dimension, 
Service Innovation and Structural Dimension, Technological Infrastructure. The external capabilities and renewal of financial 
services is the dimension of Service Innovation. It is also interested in the effects of technology on the value proposition and 
user interface. This dimension encompasses Digital Payment Systems: Mobile wallets, real-time gross settlement (RTGS), 
electronic funds transfer. Service Accessibility: The ease with which the users/citizens can have access to services anywhere 
at any time. Transaction Time: Shorter financial or public sector payment approval time. Personalization: The capability to 
customize financial services according to the needs of the users using data analytics. The Technology Infrastructure dimension 
is associated with the internal capability and the technological infrastructure to facilitate digitisation. Cybersecurity & 
Encryption: The vulnerability of the systems to cyber attack and encryption of the personal data. System Integration: It can 
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interface with other electronic systems (e.g., banks linking to city payment systems). Data Analytics/AI: This involves the use 
of Big Data and algorithms to improve decision making and risk management. Distributed ledgers & Blockchain: How 
distributed ledgers can be used to prevent corruption and enhance transparency. Dependent variable is the performance of 
municipality government institutions (e.g. efficiency, cost reduction, customer satisfaction). And lastly, the Moderating 
variable is the organizational readiness (i.e. technological infrastructure available, efficiency of human resources, 
administrative support). 
 
Financial Technology positively contributes to the efficiency of the organization, minimizes transaction costs and improves 
financial management, which contributes to improved Municipal Government Institutional Performance. Organizational 
preparedness guarantees business strategy fit, control and resource allocation, which results in improved performance. 
 
H1: Service Innovation positively influences Municipal Government Institutional Performance. 
H2: Service Innovation positively affects Organization Readiness. 
H3: Organization Readiness positively affects MGI Performance. 
H4: Technological Infrastructure positively affects MGI Performance. 
H5: Technological Infrastructure positively affects Organization Readiness. 
 

4. Results 

Using Hair et al. (2022), Test Used was Outer Loadings which Indicator Reliability in PLS-SEM, All indicator loadings are 
above 0.70, which means that the items are well-reliable, and that all indicators are measuring their constructs well. Analysis 
of the measurement model. In Table 1, we see that the reflective measurement model is reliable and has convergence validity. 
First, the highest loading factor for all items is above the threshold level for indicator reliability (Aiken & West, 1991). 
 
Table 1 
Measurement items and Reliability 

Constructs Items Factor 
loadings Cronbach's Alpha Composite Reliability (CR) Average Variance Extracted (AVE) 

MGI Performance 

MGIP1 0.862 0.891 0.874 0.760 
MGIP2 0.835 
MGIP3 0.781 
MGIP4 0.817 

Service Innovation 

SI1 0.842 0.853 0.879 0.720 
SI2 0.889 
SI3 0.852 
SI4 0.838 

Organization Readiness 

OR1 0.812 0.865 0.841 0.760 
OR2 0.876 
OR3 0.841 
OR4 0.862 

Technological 
Infrastructure 

TI1 0.762 

0.831  0.86 2 0.740  TI2 0.808 
TI3 0.754 
TI4 0.812 

The loading factors vary from 0.754 to 0.889, which means that the variance of each indicator is explained by its construct. 
In particular, the highest loading factors of Service Innovation indices for loadings requirements, ranging between 0.842 and 
0.889) and TI (0.754 and 0.812) are lower than the other indices; however, they are higher than the minimum Outer loading 
suggested for the PLS-SEM analysis (0.708), and therefore cannot influence the indices. The indices only to be ignored are 
those between 0.40 and 0.70, only to improve reliability or increase convergence validity. The Cronbach's Alpha test was 
applied and as per; Fornell and Larcker (1981) Hair et al. (2022), All constructs show good reliability (α and CR > 0.70) and 
convergent validity (AVE > 0.50). Second, all constructs demonstrate both internal consistency (Cronbach's alpha and 
composite reliability (CR). The Cronbach's alpha values vary between 0.831 and 0.891 and the CR between 0.841 and 0.879, 
both higher than the alpha value of 0.70. This confirms the view that the indicators always measure their respective constructs. 
Third, the results reveal the clear signs of convergent validity. All the values are greater than the minimum recommended 
value of 0.50. The constructs are able to explain more than half the variance of their respective indicators. So, the large 
loadings, high reliability values, and AVE values of over 0.50 indicate that the measurement model is psychometrically 
adequate and can be assessed as a structural model and tested in the hypothesis later. Convergent validity is normally 
established using the following criteria: CR 0.70, factor loading 0.50 or more (ideally above) and AVE 0.50 or more. The 
result of the Heterotrait Monotrait Ratio shows that HTMT values are below 0.90 which indicates that the constructs are 
different and have sufficient discriminant validity (Henseler et al., 2015). Table 2 illustrates the heterotrait monotrait ratio of 
correlations (HTMT), which is now regarded as the primary measure of the discriminant validity in reflective measurement 
models. According to the guidelines, discriminant validity is usually confirmed when the HTMT value is below 0.85 
(conservative) or 0.90 (related).  The findings indicate that the model has all HTMT values below the conservative cut-off of 
0.85, implying that the constructs have adequate discriminant validity. As none of these values is greater than the suggested 
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threshold, the findings suggest that each construct represents a distinct conceptual domain, and is empirically different from 
the rest. 

Table 2 
Heterotrait Monotrait Ratio HTMT 

 MGI Performance Service Innovation Organization 
Readiness 

Technological 
Infrastructure 

MGI Performance     
Service Innovation 0.784    
Organization Readiness 0.871 0.726   
Technological Infrastructure 0.831 0.778 0.816  

 
One can see that the highest HTMT value is between MGI Performance and organization readiness (0.871). This is 
understandable because MGIs with higher levels of technological readiness and organization readiness will be expected to 
have better MGI performance. The HTMT matrix is a good sign that the measurement model has the ability to pass a test of 
discriminant validity and therefore can be tested as a structural model and be further tested in hypotheses. 
 
Table 3  
Collinearity Assessment 

Construct VIF Value Status 
Technological Infrastructure (TI) 1.462 Excellent (No Collinearity) 
Service Innovation (SI) 1.945 Excellent (No Collinearity) 
Organizational Readiness (OR) 1.523 Excellent (No Collinearity) 

 Multicollinearity is tested by means of the Variance Inflation Factor (VIF). A good rule of thumb for a PLS-SEM model is 
that VIF should be less than 3.0 (some may argue that it should be less than 5.0). The results of the Variance Inflation Factor 
test indicate that All VIF values are less than 3, that means there are no multicollinearity problems as per Hair et al. (2022). 
The predictors are distinct and reliable. 

Table 4  
Fornell-Larcker Criterion for Discriminant Validity 

Constructs   TI  SI  OR MGI 
Technological Infrastructure (TI) 0.860    
Service Innovation (SI) 0.538 0.849   
Organizational Readiness (OR) 0.423 0.519 0.872  
Municipal Government Performance (MGI) 0.502 0.648 0.568 0.872 

 Note: Diagonal elements (in bold) are the square root of the Average Variance Extracted (AVE) and off diagonal elements are the correlations between the 
latent constructs. 
 
Table 4 presents the square root of the Average Variance Extracted (AVE) for each latent construct (in bold, on the diagonal) 
that is greater than the correlation between the construct and any other construct in the model. These findings indicate that, 
according to the Fornell-Larcker (1981) criterion, the measurement model has the desired degree of discriminant validity, 
which means that all the latent constructs are unique concepts. TI: Includes Perceived Utility. OR: Includes Ease of Use 
(Mediator). MGI: Is the dependent variable (outcome).Based on this, the Fornell-Larcker results indicate that the 
measurement model has the needed level of discriminant validity. Source: Smart-PLS with discriminant validity/Fornell-
Larcker criterion and PLS-SEM, which provides more detail that the square root of the AVE on the diagonal must be greater 
than all off-diagonal correlations. 
 
Path Analysis & Hypothesis Testing (Bootstrapping) 
 

Table 5 is the heart of our study: do the dimensions of FinTech and Organizational Readiness lead to Municipal Performance? 

Table 5  
The results of the structural path 

Hypothesis Path (Relationship) Path Coefficient (β) T-Statistic P-Value Result 
H1 SI →MGIP 0.412 5.104 0.000 Supported 
H2 SI →OR 0.380 4.652 0.000 Supported 
H3 OR →MGIP 0.315 3.980 0.000 Supported 
H4 TI →MGIP 0.285 3.421 0.001 Supported 
H5 TI → OR 0.534 7.215 0.000 Supported 

 
The structural path estimates used to test the hypotheses in the bootstrapping process are presented in Table 5. Structural path 
estimates from the bootstrapping process used to test the hypotheses. In PLS-SEM, the bootstrapped t-statistics and p-values 
are used to test the significance of paths, with paths being significant at 5% level (p < 0.05).  The results show that there is a 
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positive and significant direct effect of service innovations on MGI Performance (β = 0.412, t = 5.104, p = 0.000). Service 
innovations, however, have a positive and significant effect on Organization Readiness (β = 0.380, t = 4.652, p = 0.000), 
supporting the hypothesis that higher innovations in services is positively associated with organizational readiness. Similarly, 
Organizational readiness positively and significantly affects MGI Performance (0.315, t = 3.980, p < 0.000), suggesting that 
MGIs with high organizational readiness are more likely to achieve high MGI Performance.  The results also indicate that 
Technological Infrastructure is positively and statistically significantly associated with MGI Performance (β = 0.285, t = 
3.421, p < 0.001). This means that MGIs with high technological infrastructure are more likely to improve their performance 
activities. Orgsitization readiness has a positive impact on technological infrastructure (β = 0.534, t = 7.215, p = 0.000), 
suggesting that technological infrastructure helps develop and implement organizational readiness.  The hypothesis testing 
results support the five direct relationships. Service Innovation is more directly related to Municipal Performance than 
Technological Infrastructure. This implies that although the technology is necessary, it's the innovative service delivery that 
counts for performance. 
 
Table 6  
Predictive Relevance-Q²  

Variable Q² 
Municipal Government Institutional Performance  0.41 

We have applied Stone (1974); Geisser (1974) recommended Stone - Geisser Q² (Blindfolding) test. Q² > 0 would indicate 
good model predictive relevance. 
 
Mediation Analysis (Indirect Effects) 
 
Given Organizational Readiness (OR) is the mediator, we need to verify if FinTech has an indirect effect on Performance via 
the mediator (OR). 

 
Table 7  
Mediation Analysis 

Indirect Path Specific Indirect Effect T-Statistic P-Value Mediation Type 
SI →OR → MGI 0.120 2.854 0.004 Partial Mediation 
TI → OR → MGI 0.168 3.120 0.002 Partial Mediation 

 
This pattern suggests that there are direct and indirect effects of Services innovation and Technological infrastructure on the 
MGI Performance through the moderation of Organization Readiness. The bootstrapping -5000 resamples- indicated that 
Financial Technology and Organization Readiness have positive effects on Municipal Government Institutional Performance. 
The fact that there exists a positive significant moderation effect and Organizational Readiness (OR) plays a critical role. This 
demonstrates that for FinTech to enhance Municipal Performance, the organization needs to be prepared (skilled employees, 
user-friendly and a supportive culture). 
 
Table 8  
Coefficient of Determination and R-square adjusted 

Variable R-square  R-square adjusted  
Municipal Government Institutional Performance  0.687 0.664  
Organization Readiness 0.561  0.549 

The coefficient of determination (R2) and adjusted R2 of the endogenous constructs of the structural model are shown in Table 
8. In line with Chin (1998), the results show that the coefficient of determination (R2) for MGI Performance is 0.687 and the 
adjusted R2 is 0.664, which means that Service Innovations, Technological Infrastructure and Organization Readiness account 
for 68.7% of the variance in MGI Performance. Similarly, the R2 of Organization Readiness was 0.561 and the adjusted R2 
0.549, suggesting that 56.1% of changes in Organization Readiness can be explained by Service Innovations, Technological 
Infrastructure. According to the literature, R2 in PLS-SEM is interpreted as substantial, moderate and weak for R2 values of 
0.75, 0.50 and 0.25 respectively. As such, the explanatory power of the model is moderate to high for MGI Performance, and 
moderate for Organization Readiness.  Additionally, very small variations in R2 and adjusted R2 for the two endogenous 
constructs imply that the model is not over fit or over explained, for the given predictors. This finding is consistent with the 
methodological guidelines that R2 adjusted (R2 adj) gives a more conservative estimate because it takes into account the 
number of predictors. The findings suggest that the structural model adequately explains the variance and that the specified 
predictors explain a substantial proportion of variance in the key constructs of interest. The findings are shown in Fig. 1. The 
diagram of the structural model's results shows that service innovations and technology infrastructure are the two main 
exogenous variables, organizational readiness is the intermediary variable, and the last endogenous variable is the performance 
of municipal government institutions. The model accounts for a large part of the variance, 56.1% and 68.7% respectively, in 
organizational readiness and the performance of municipal government institutions. The structural paths reveal that service 
innovations and technological infrastructure have a direct and indirect effect on municipal government institution performance 
via organisational readiness. 
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Fig. 1. Structural model  

5. Conclusion 
 
This research shows that improving institutional performance in the digital era is not only about the availability of 
technologies, but also about the innovation of services and the readiness of the regulatory framework to support this 
innovation. The findings clearly show that service innovation is the most influential and significant driver for improving 
performance, with respect to the technological infrastructure, suggesting that the added value is "how the service is delivered" 
rather than "the type of technology". The study also verifies the role of the "readiness of the organization" as a pivotal 
intermediary variable; financial technologies and polices cannot have the desired impact on improving the performance of 
institutions without an intermediary regulatory system made up of competent staff, a supportive culture and ease of use. This 
makes it a critical element in gaining the most benefit. In light of these results, the research suggests that municipal decision-
making should follow a “people-first” approach by investing more in human capital and culture change initiatives to achieve 
organizational readiness before undertaking major technological changes. This means prioritizing “engineering innovation” 
in the development of digital services to improve their effectiveness and responsiveness to citizen needs. In terms of future 
research, it is important to extend the study of the implicit mechanisms of this impact by considering other mediating variables 
and extending the findings to other sectors to ensure generalization. The study also recommends using a longitudinal approach 
for future research to understand the long-term effectiveness and dynamics of these associations. This will make it possible 
to be responsive to contemporary development and to achieve a quantum leap in local government performance. 
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