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Abstract 

In recent years, Indonesia has witnessed rapid digital transformation across various sectors, with digital platforms 

emerging as key drivers of economic inclusion and innovation. This paper explores Gojek’s role as a digital enabler 

that bridges the gap between technology and underserved communities, focusing on in what ways it has been 

helping its partner drivers and micro, small, and medium enterprises (MSMEs). Using a qualitative case study 

approach, this research analyzes how Gojek’s technological ecosystem including its super app, GoPay integration, 

and partner training programs has empowered individuals and small businesses to thrive in an increasingly digital 

economy. The findings highlight three key areas: (1) how Gojek's platform facilitates access to a wider customer 

base and digital payment infrastructure for MSMEs; (2) the socio-economic upliftment of driver-partners through 

digital literacy and income diversification; and (3) the broader implications for inclusive growth in urban and peri-

urban areas. By showcasing real stories and data from Gojek’s ecosystem, this paper offers practical insights into 

how digital transformation, when designed with inclusivity at its core, can create meaningful economic 

opportunities. It concludes by reflecting on the challenges and potential scalability of such models across Southeast 

Asia and other emerging markets. 

Keywords: Digital transformation, Gojek, MSMEs, Digital Inclusion, Platform Economy, Indonesia, Partner 

Drivers, Economic Empowerment. 

 

1. Introduction 

Digital transformation has become a key driver of economic growth and social progress around the world in a 

time when technology is advancing faster than ever before. Indonesia is one of Southeast Asia's most exciting 

markets for digital innovation, with more than 280 million people and 79% of people using the internet by 2024. The 

digital economy of the country is expected to reach $146 billion by 2025, thanks to the rapid growth of artificial 

intelligence, fintech, and digital infrastructure platforms (International Trade Administration, 2025). The digital 

revolution has completely changed how businesses work, how people connect, and how economic opportunities are 

made and shared in different communities. 

This digital transformation is important for more than just making things easier for people or making money 

for businesses. Micro, Small, and Medium Enterprises (MSMEs) are the most important part of Indonesia's 

economy. They make up more than 64 million businesses and account for about 60% of the country's GDP. But until 

recently, only about 12% had really used digital technologies to their full potential (Salsabila, 2025). This digital 

divide has made it harder for some communities to get access to technology, financial services, and market 

opportunities, but it has also opened up new opportunities for platforms like Gojek to help these communities get 

access to these things (Gojek, 2024; The Jakarta Post, 2021). 

Gojek is one of the many digital platforms that are changing Indonesia's economy. It is a very interesting 

example of how digital innovation can lead to inclusive economic growth (Gunawan, 2024). What started out as a 

simple service for booking motorcycle taxis has grown into a huge digital ecosystem that affects almost every part of 

daily life for millions of Indonesians. Gojek's change from a ride-sharing app to a "super app" that offers more than 

20 services shows how digital platforms can help bring together technological progress and social inclusion (Gojek, 

2024). According to research by the University of Indonesia's Demographic Institute, Gojek added IDR 44.2 trillion 

(about US$3 billion) to the Indonesian economy in 2018. Other studies have shown that this amount will grow to an 
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estimated IDR 249 trillion (1.6% of GDP) by 2021 (Gojek, 2024; Antara News, 2021). These numbers are more than 

just economic data; they show how the platform has helped millions of people who were previously unbanked or 

underbanked get jobs, start businesses, and access financial services (The Jakarta Post, 2021; Universitas Indonesia, 

2021). 

More and more research shows that platforms like GoPay are important ways to connect people who have 

never had access to formal financial services before (Wahyudiono et al., 2024; Riandani et al., 2022). According to 

research, one in four people who had never used banking services before started using them after using GoPay. Also, 

60% of merchants who joined the platform stopped accepting cash for the first time (The Jakarta Post, 2021; 

Universitas Indonesia, 2021). This way of building digital literacy through hands-on use of easy-to-use technology is 

a big change from the usual top-down methods of getting people to use money. 

In addition, 70% of people in the six biggest markets in Southeast Asia have used digital platforms in the last 

12 months, demonstrating the platform economy's exceptional resilience and growth potential (SEADS, 2025). This 

broad adoption is a reflection of platforms such as Gojek's cultural flexibility and responsiveness to local needs and 

preferences, in addition to their technological sophistication (INSEAD Publishing, 2021). In emerging markets, 

where users gain from easier access to a variety of services without requiring multiple applications, the idea of a 

"super app" that combines multiple services into a single platform has proven especially successful (Tomas & Lo, 

n.d.; Wibowo et al., n.d.). 

Digital platforms can help people become economically independent by giving them more than just a way to 

make money right away. They can also help them start businesses and grow their businesses. Studies show that 93% 

of small and medium-sized businesses see more transactions after joining GoFood, and 90% of Gojek partners are 

sure that they can improve their family's well-being by using the platform (Gojek, 2024). These results show that 

digital platforms are more than just tools; they are full ecosystems that help new business owners learn, get help, and 

reach customers (Ongare et al., 2021; Bibi, 2019). 

As Indonesia moves closer to becoming a middle-income country, it is becoming more and more important to 

figure out how to use digital transformation for long-term growth (Kolesnik et al., 2023; Haryanti et al., 2023). The 

country's goal of bringing 30 million MSMEs into the digital ecosystem shows that it understands that digital 

inclusion is necessary for reaching bigger development goals (Salsabila, 2025; Mordor Intelligence, 2024). This 

background sets the stage for looking at Gojek's role not just as a successful tech company, but as a driver of 

inclusive economic growth that has effects that go beyond Indonesia to other emerging markets that are dealing with 

similar problems of inequality, lack of infrastructure, and lack of economic inclusion (SEADS, 2025; Tech for Good 

Institute, n.d.). 

The theoretical framework for understanding this phenomenon comes from new research on digital 

transformation for development, which focuses on how digital technologies can bring about change at the societal 

level instead of just making organizations more efficient (dos Santos Tavares et al., 2021). This point of view fits 

with bigger conversations about how to make developing economies grow in a way that includes everyone. In these 

economies, technology can help not only with making money but also with making communities stronger and more 

equal (Zaballa, 2025; Visa Economic Empowerment Institute, 2022). In Indonesia, where society is quickly 

becoming more urbanized and peri-urban areas have trouble getting to traditional services and job opportunities, 

digital platforms like Gojek offer new ways to overcome these problems that go beyond geographic and economic 

boundaries (Adrianto, 2022; Cheema, 2018).  

Qualitative case study methodology is the best way to look at these complicated, multi-faceted events. This 

method lets researchers see how digital platforms interact with social, economic, and cultural structures in more 

complex ways and create new forms of value and opportunity. There are many different ways to collect 

qualitative data, such as in-depth interviews, participatory observation, and document analysis. These methods allow 

for a full exploration of how technological innovation leads to real-life experiences of economic empowerment and 

social mobility (Ilhami et al., 2024). 

 

2. Literature Review 

Theoretical Underpinnings 

Digital Transformation in Emerging Markets 

Digital transformation has become a major driver of both structural change and economic growth in emerging 

markets. It means big changes in how institutions work, how businesses operate, and how society is structured, as 

well as the use of new technology (Alaaraj et al., 2023). The rise of low-cost smartphones and mobile connectivity 

have made it easier for people to join the market. This has sped up digital transformation in developing countries 

like Indonesia (World Bank, 2022). Scholars say that digital change in these areas makes it possible for small 
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enterprises and informal workers to be part of bigger economic systems (Nambisan et al., 2019). Digitalization 

creates new economic opportunities in emerging areas where there were none before. In established economies, on 

the other hand, technology tends to make already organized sectors more efficient (Kraemer-Mbula et al., 2021). 

 

Platform economy and multi-sided markets 

The platform economy has become an important idea in today's economic discussions. At its core, it involves 

digital platforms that act as middlemen, bringing together different groups of users, mainly customers, sellers, and 

service providers, to build marketplaces with many sides (Parker et al., 2016). Rochet and Tirole (2003) were 

the first to clearly establish the idea of two-sided markets. They stressed how platforms balance the needs of 

different groups by setting prices and rules for how they work. Kenney and Zysman (2020) talk about more recent 

efforts that build on this paradigm and include examples of sophisticated ecosystems like Gojek, which is a super 

app that offers a variety of interconnected services beyond simple transactions. Super applications in Southeast Asia 

employ network effects and data-driven insights to make matching more efficient, boost cross-selling, and keep 

users more engaged (Pangestu et al., 2023). This platform-based paradigm is very important for micro and small 

firms that usually work in fragmented markets since it lowers the costs of transactions and the lack of information 

(Evans & Gawer, 2016). 

 

Digital inclusion and economic empowerment frameworks 

Digital inclusion goes beyond just being able to connect to the internet. It also means using digital 

technologies in ways that help the economy grow (OECD, 2021). Frameworks for economic empowerment 

in the digital era show how digital payments, online marketplaces, and platform access can help people acquire 

assets and diversify their income, especially those who do not have access to these things (Sahay et al., 2020). These 

frameworks in emerging countries are in line with development goals because they address systemic disparities that 

have historically kept microenterprises and informal workers out of formal financial and commercial systems 

(UNCTAD, 2022). Heeks (2018) and other scholars say that access measurements should not be the only way to 

judge inclusive digital development. It should also be judged on how well it supports local skills, resilience, and 

upward mobility. Other programs, like microcredit links or digital literacy training, often help women and low-

income entrepreneurs become more digitally included. These programs work together to give people more control 

over their finances (Madgavkar et al., 2022). 

 

Previous Studies on Digital Platforms Supporting MSMEs and Informal Sector Workers 

More and more study shows how digital platforms enable workers in the informal sector and micro, small, 

and medium-sized businesses (MSMEs) in developing countries to get past problems that have been around for a 

long time. Studies in Indonesia have indicated that platforms like Gojek and Tokopedia help MSMEs by giving 

them access to larger, often hard-to-reach consumer bases. This makes the market less fragmented (Putra & 

Hidayat, 2022). These platforms make it easier for small enterprises to run their firms by combining extra services 

like digital payments, logistics, and marketing tools with transaction processing (ASEAN, 2021). 

Research on similar ecosystems around the world backs up these results. For example, Sharma et al. (2021) 

looked into how Flipkart and Paytm, which offer online stores and financial services, promote small businesses to 

start up in India. In a similar way, mobile platforms like M-Pesa have been very important in bringing unofficial 

businesses into the banking system in Kenya. This has led to higher household incomes and more business growth 

(Jack & Suri, 2016).  

Workers in the informal sector can now diversify their income thanks to gig platforms. Studies of delivery and 

ride-hailing services show that these platforms offer flexible work hours that can help families make more money 

(Graham et al., 2020). But these benefits are often outweighed by worries about job security and the lack of social 

protections (Woodcock & Graham, 2020). Gojek has been looked at as a livelihood ecosystem in Indonesia that 

provides driver-partners with insurance plans and GoPay wallets to help them make money and learn new skills. It 

is also a mobility platform (Rosyida & Dewi, 2023). 

Further, research shows that digital literacy and training on how to use various platforms are quite important 

for getting the most out of these benefits. A BPS and World Bank (2021) study on Indonesian MSMEs found that 

businesses that used e-commerce platforms saw their sales grow faster, especially when the owners got basic 

training in digital marketing. In the same way, it has been shown that programs like GoNusantara within Gojek's 

ecosystem make partners better at doing their jobs and helping customers (Gojek, 2022). 

However, experts say that while platforms can help, they could also make existing differences worse if 

smaller companies do not have the money or knowledge to fully use digital technologies. Kurniawati and Suharto 
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(2022) said that the long-term benefits of being on a platform are limited because many Indonesian MSMEs still 

have trouble paying for their inventory and keeping their online ads running. So, even if digital platforms definitely 

aid MSMEs and informal workers, the results depend on things like institutional backing, the larger socioeconomic 

backdrop, and the specifics of the platform interventions. 

 

Gaps Identified in Existing Literature 

There is a lot of research on digital platforms and how they affect small enterprises and unorganized labor, 

but there are still some crucial gaps, especially when it comes to Indonesia. Most of the research that is currently 

available is about descriptive data of platform adoption or broad benefits like more sales or a bigger customer base 

(BPS & World Bank, 2021). These studies are helpful, but they often do not go into enough detail on how this kind 

of involvement among gig workers and micro-entrepreneurs leads to long-term resilience or further socioeconomic 

mobility. 

Most of the research on the Indonesian platform economy has been done in big cities like Jakarta and 

Surabaya. It has not looked at peri-urban and smaller city areas where the market and digital infrastructure are 

substantially different (Pangestu et al., 2023). Because of this bias toward cities, we do not know much about how 

Gojek and other comparable platforms help people make money outside of big cities. A lot of research has been 

done on how MSMEs use e-commerce platforms, but not as much on how integrated super app ecosystems that 

combine payments, logistics, and business support affect the financial health and competitiveness of small 

businesses in the long term (Putra & Hidayat, 2022). 

We must scrutinise the alterations in the socioeconomic situations of Indonesian platform-based gig workers. 

Previous studies have focused on income diversification and convenience (Rosyida & Dewi, 2023), but have 

insufficiently addressed factors like job insecurity, the suitability of insurance plans, and the effects of algorithmic 

management on workers' autonomy and earnings predictability (Woodcock & Graham, 2020). Graham et al. (2020) 

emphasise the necessity of critically evaluating whether digital platforms truly empower individuals or simply 

reproduce precarious labour patterns in a digital environment. 

Limited research illustrates how digital inclusion initiatives, like training courses, workshops on digital 

financial literacy, or microinsurance offerings, improve economic security or promote upward mobility for 

individuals in Indonesia. Despite Gojek's regular discussions of these cures in business publications (Gojek, 2022), 

there is a lack of extensive independent academic research analysing their socioeconomic impacts. Finally, while 

cross-country comparisons in South-east Asia exist (ASEAN, 2021), there is a paucity of research positioning 

Indonesia within broader regional frameworks to analyse insights on scalability and the alignment of policies for 

inclusive digital economies. As Indonesia continues to assert itself as a regional leader in digital economic 

development, this presents a substantial opportunity for future research. 

Beyond augmenting academic understanding, addressing these gaps is essential for informing intricate 

corporate strategies and policy frameworks. Future study could employ mixed-methods analyses or longitudinal 

qualitative approaches to elucidate the evolving dynamics of platform involvement and its socioeconomic 

ramifications across diverse Indonesian contexts. This would provide a more comprehensive understanding of how 

digital transformation influences economic empowerment trajectories in emerging nations via platforms such as 

Gojek. 

 

3. Methodology 

Research Design 

The case study design implemented in the study aims at examining the role of Gojek as a digital enabler in the 

platform economy in Indonesia and the socio-economic impact of Gojek on the micro, small, and medium 

enterprises (MSMEs) and partner drivers. As depicted by the case study method offered by Yin (2018), the proposed 

approach would be suited to investigate the intricate phenomenon in its real-life setting and gain an in-depth grasp of 

how Gojek, as an emerging-market business, advances digital inclusion and economic empowerment. Since super-

app Gojek boasts the presence of more than 50 million users every month (Gojek, 2023), this company may be seen 

as a perfect example of testing the processes of digitalization in Indonesia, where these processes must be discussed 

due to its high rates of urbanization and active informal economy. The qualitative design can give rich, contextual 

information on the strategic marketing and operations strategies by Gojek which is in line with the objectives of the 

study: (1) to examine role of Gojek as digital enabler and (2) to examine how Gojek has affected the partner drivers 

and the MSMEs. 

The study takes on the interpretivism paradigm, which focuses on subjective experiences of stakeholders in 

the Gojek ecosystem. This method will help analyze socio-economic effects with respect to accounts given by 
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stakeholders and information provided by organizations to understand the full perspective of the platform on the 

digital economy of Indonesia. The case study design is narrower rather than broader, as it allows taking a more 

detailed look at ecosystem-building strategies that Gojek employs and their consequences and implications in 

terms of inclusive growth. 

 

Data Collection 

The multi-method was applied to collect data to guarantee triangulation and robustness as suggested by 

Creswell and Poth (2018). The headings of gathering of comprehensive data and reliable data were used in two main 

ways: 

1. Document Analysis: A translation of secondary sources was performed, which included: the annual reports on 

the impact of Gojek, press releases, white papers, and blogs provided on its official website (gojek.com). These 

papers offered information on the operating strategies of Gojek, marketing strategies, and climatic effects. Also, 

the sources used to analyze industry reports include McKinsey & Company (2023), Deloitte (2022), and 

Google-Temasek (2021) that help to state the definition of Gojek in terms of the digital economy in Indonesia. 

Publications of reputable organizations, namely Tech in Asia, The Jakarta Post, and KrAsia, were consulted to 

identify the opinions of various stakeholders concerning Gojek activities. Sixty-two documents were gathered 

(divided according to type e.g. corporate reports, industry analysis, media coverage) and according to their 

relevance to MSMEs or drivers of the partners. 

2. Secondary interviews and Testimonials: The secondary interview and testimonial of Gojek partner drivers and 

MSMEs were obtained based on the availability in Gojek official blog, YouTube and Instagram state-

gojekindonesia respectively since literature gathering was limited in terms of primary data access. These sites 

offered direct testimonies of stakeholders like how the livelihood of drivers was enhanced and how the MSMEs 

were multiplying their outreach and presence in the market. Additional testimonies were obtained with the help 

of the third party reports, such as case study (walkthrough) by the International Finance Corporation (IFC, 

2021), World Bank (2022), and scholarly articles in journals, including Journal of Southeast Asian Economies. 

Significant data was gathered, 38 testimonials were accumulated, out of which 20 were done by drivers and 18 

by MSMEs, illustrating the equal ratio of stakeholder voices. Where possible, qualitative information was 

augmented by quantitative data (e.g., transaction volumes, partner growth etc.). 

The data was gathered in June-December 2024, which makes it topical and up-to-date. The 

criteria used to select the sources were their credibility, recency, and correlation to the objectives of the study, and the 

preference was given to the materials published after 2019, when the global and worldwide population experienced 

the wave of the digital transformation and when Gojek progressed significantly in its development. 

 

Data Analysis 

Thematic analysis (Braun and Clarke, 2006) was used to determine and make meaning of important patterns 

in the data. The approach was selected because of its ease in processing qualitative information as well as producing 

theory-based insights. The interpretation was based on the six steps method proposed by Braun and Clarke: 

1. Familiarization: Become involved in the data by reading papers and testimonials again and again. 

2. Initial Coding: Creating codes by the aid of NVivo software to mark frequent notions, namely, market access, 

digital literacy, income diversification, and ecosystem integration. 

3. Theme Search: Grouping of codes on the possible themes, e.g. growth of MSMEs, empowerment of drivers, and 

digital inclusion. 

4. Theme Review: Improvement of themes by comparing and contrasting them with theoretical concepts (e.g. 

multi-sided markets, digital inclusion) and checking their data saturation. 

5. Theme Definition: Labeling and describing themes e.g. the theme of facilitating access to MSMEs and the theme 

of socio-economic upliftment of partner drivers. 

6. Reporting: Integration of results to form a consistent story together with illustrative quotation and quantitative 

information where feasible. 

To increase rigor, coding was performed in cycles, whereby two researchers coded a sample of data 

independently to attain inter-coder reliability (>85 % agreement rate). Using the theoretical lenses relevant to the 

objectives of the study, namely the digital transformation (Heeks, 2016) and the multi-sided platform dynamics 

(Rochet & Tirole, 2003), the themes were correlated with them. Qualitative findings were triangulated with 

quantitative data including growth of Gojeks partners and volumes of transactions, which makes the evidence strong. 

 

http://www.das-institute.com/
http://www.das-institute.com/


Proceeding The International Conference on Social Science and  

Technology for Sustainable Future (ICSST), July 2025 

www.das-institute.com  

 

Page | 6 

www.das-institute.com 

Data Compilation and Findings 

Data Compilation 

The obtained data was strategically structured in a database so as to provide systematic analysis. The 

documents were ordered in a spreadsheet based on source type (i.e., Gojek reports, industry analyses, media), the 

date of publication, and whether there is any relevance to MSMEs or drivers. Testimonies were placed on 

transcription and divided into the stakeholders (drivers, MSMEs) and impact area (e.g., income growth, digital 

adoption). Another assistant was NVivo to handle qualitative data, and 62 documents and 38 testimonies provided 

more than 400 coded pieces. Data considered quantitative, i.e., 2 million active partners and 80% GoPay merchant 

adoption according to the Gojek report (Gojek, 2023), were copied out of the reports and cross-checked with the 

external sources, i.e., Badan Pusat Statistik of Indonesia (BPS, 2024) and Statista (2024). It allows a multi-source 

collection, which underlines the use of self-reported 

KPIs at Gojek combined with independent reviews. The data were sifted to evaluate only the latest (after 

2019) or irrelevant materials since the research had to concentrate on how Gojek expanded in the wake of the digital 

transformation boom in Indonesia. The compilation operations included cross-validation of qualitative stories with 

quantitative indicators (e.g., MSME sales increase, changes in the drivers income) to seal off the results and reduce 

the bias based on corporate sources. 

 

4. Findings 

4.1 Facilitating Access for MSMEs 

Gojek platform also greatly improves the accessibility of the MSMEs to the market and provides them with 

access to increasing numbers of digital consumers in Indonesia. GoFood allows Gojek to extend the availability of 

MSMEs to Gojek monthly active users, currently totaling more than 50 million (Gojek, 2023). As an example, a 

warung located in Jakarta boasted of 200 percent growth in sales six months after joining GoFood and attributed the 

growth to the platform visibility and delivery services (Gojek Blog, 2022). In a similar manner, a bakery premise in 

Bandung, which focused on becoming a neighborhood shop, started to use the marketing capabilities provided by 

Gojek, including analytics dashboards and promotional campaigns, which allowed it to grow to selling across the 

city, result 150 percent growth in revenue within two years (IFC, 2021). Such applications will demonstrate how the 

Gojek ecosystem has minimized market entry barriers, especially to microbusinesses in the urban and peri-urban 

settings. 

GoPay is the fintech platform of Gojek, and it is critical towards the incorporation of MSMEs into the 

cashless economy. In 2023, the percentage of GoFood merchants that use GoPay reached 80%, and transaction costs 

became 15% lower than in cash-based systems and the efficiency of operations increased (Deloitte, 2022). This 

trend is especially sharp in the case of micro-businesses in the peri-urban environment, where the availability of 

digital payment infrastructure was not good previously. A typical operation of a food stall in Surabaya, Indonesia has 

also seen a 25 percent daily transaction growth when implementing the QR code payments founded by GoPay, a 

more appealing option to younger, technologically adept consumers (World Bank, 2022). The results are consistent 

with the framework of digital inclusion proposed by Heeks (2016), which displays how structural barriers in the 

form of insufficient access to the market, and finance, Chinese-excluding money, can be overcome by the help of the 

Gojek platform that opens access to a digital economy to MSMEs. 

 

4.2 Socio-Economic Upliftment of Partner Drivers 

To realize the socio-economic impact of the Gojek ecosystem has introduced high socio-economic 

advantages to partner drivers especially concerning digital literacy, diversification of income and economic security. 

Going through training programs by Gojek, like a workshop that would go over the use of apps and customer service, 

has given drivers the required digital literacy, and 70 percent of survey respondents claimed to become digitally 

literate using tools in the course of three months (IFC, 2021). This corresponds to the digital empowerment 

framework, where the development of skills is regarded as the stepping stone to economic inclusion (Qureshi, 2015).  

Diversifying income is the key to Gojek's contribution to drivers. Through the provision of 

various services, such as ride-hailing, GoFood delivery, and GoSend logistics, drivers have an opportunity to 

maximize revenue, according to the demand. An example belonging to a Surabaya driver is explained in his 

testimonial: once he started to use GoFood delivery in addition to his ride-hailing services, his earning expanded by 

30% a month, which allowed him to preserve some money for the education of his children ( Gojek YouTube, 2023). 

Quantitative Evidence As to support such stories, statistics confirm that the number of people working at Gojek 

grew to 2 million as of 2023, with 60 percent claiming to be more financially secure than in their former informal 

jobs (Gojek, 2023).  
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One such case of a former street vendor in Yogyakarta now drives Gojek full-time as they explained that they 

could no longer work on the streets because its more productive and convenient than ever before due to the flexible 

working hours and the increase in their earnings by 40 percent (World Bank, 2022). Such data holds on to the multi-

sided platform business model (Rochet & Tirole), in which Gojek introduces the value by establishing a bridge 

between diverse revenue potential and customers to drivers. Nevertheless, unevenness in income levels when there 

is low demand in the market indicates that further cyclical protection should be implemented, whether through some 

form of insurance, or saving schemes. Having conducted a literature review, Table 1 provides an overview of the 

main effects of Gojek on MSMEs and partner drivers with quantitative and qualitative achievements. 

 

Table 1: Summary of Gojek’s Impact on MSMEs and Partner Drivers 

Impact Area Stakeholder Key Metrics Qualitative Insights Source 

Market Access for 

MSMEs 

GoFood 

Merchants 

200% sales increase (Jakarta 

warung); 80% GoPay 

adoption by 2023; 15 

reduction in transaction costs 

Expanded customer reach; 

integration into digital 

economy via GoPay; 

analytics-driven growth 

Gojek (2023); 

Deloitte (2022); 

IFC (2021) 

MSME Expansion Small Businesses 

150% revenue increase 

(Bandung bakery); 25% 

increase in daily transactions 

(Surabaya stall) 

City-wide market 

expansion; attraction of 

tech-savvy customers 

Gojek Blog 

(2022); World 

Bank (2022) 

Digital Literacy for 

Drivers 
Partner Drivers 

70% of drivers proficient in 

digital tools within 3 months 

Improved app navigation 

and customer service skills 

IFC (2021); 

Gojek YouTube 

(2023) 

Income 

Diversification 
Partner Drivers 

30% income increase 

(Surabaya driver); 60% of 2 

million drivers report 

financial stability 

Transition from informal 

jobs; flexible service options 

(ride-hailing, delivery) 

Gojek (2023); 

World Bank 

(2022) 

 

 

5. Discussion 

5.1 Facilitating Access for MSMEs 

The incorporation of MSMEs into Gojek’s ecosystem through GoFood and GoPay marks a transformative 

development in both market access and business efficiency for small enterprises in Indonesia. The case findings 

highlight the ways Gojek’s platform overcomes micro and small enterprise limitations, such as market reach, cash-

only transactions, and resource constraints. MSMEs that were previously stuck operating at a neighborhood scale 

have now gone city-wide, with documented revenue increases of 150-200% post-platform adoption. This is 

consistent with the literature that discusses the role of digital platforms as gateways to bigger markets for previously 

underserved participants and how platforms provide exposure alongside operational support, for instance, through 

analytics dashboards and promotional campaigns (Karim et al., 2023). 

Gojek’s embedded fintech feature GoPay strengthens the MSME’s business case as it automated transaction 

processing and integrates them within the broader digital financial network. The findings indicate that with 80% of 

GoFood merchants accepting GoPay, digital payment systems have reduced transaction costs by 15% while 

improving customer service, especially among the younger consumers. 

The GoPay application, in areas where formal banking services are not available, has enabled micro 

businesses to accept payments through QR codes which in turn helps grow their customer base and improve revenue 

predictability. This exemplifies digital inclusion as described by Heeks (2016) where access to technology, digital 

literacy, and financial tools is viewed as a triadic framework for economic empowerment. The Gojek ecosystem does 

not simply digitize business processes of micro, small, and medium enterprises (MSMEs); it integrates fintech, deep 

business analytics, and market ecosystems into their everyday operations (Zuhroh et al., 2024) 

While the platform provides these businesses a powerful growth enabler, not all MSMEs are guaranteed to 
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reap the benefits. Difficulty in sustaining digital advertising, managing platform algorithms, and coping with 

heightened competition in the new digital space poses problems to many MSMEs. Therefore, digital inclusion 

efforts through platforms like Gojek should not be considered a permanent solution. Instead, these initiatives should 

be viewed as a work in progress requiring sustained efforts in business strategy, financial management, technology 

skills, and continuous innovation. Long-term success depends on whether these enterprises can evolve from passive 

users to active participants in the digital economy, a process that hinges not only on platform design but also on 

collaborative efforts involving public policy, education, and financial support systems (Hati & Anishafitri, 2022). 

 

5.2 Socio-Economic Upliftment of Partner Drivers 

The effects of Gojek on partner drivers goes beyond immediate monetary benefits. It provides socio-

economic mobility opportunities, digital literacy, and financial inclusion. This case study exemplifies the potential 

transformation that informal workers situated on the margins of the economy can undergo—thanks to technology—

into active participants in a formalized, data-intensive economy. For numerous drivers, Gojek functions as their 

digital employer while also enabling them to access self-determined income streams. With flexible service models 

which include ride-hailing, food delivery (GoFood), and logistics (GoSend), drivers can tier their revenue streams 

according to demand. In Indonesia’s informal economy, this level of flexibility is crucial due to chronic 

underemployment and income volatility (Irawan et al., 2022). 

As noted in the study, lower-tier multi-service providers saw an increase in earnings between 30 and 40 

percent. Additionally, 60 percent of participants reported improved financial wellbeing compared to previous 

informal employment. The quantitative findings are further enhanced with qualitative feedback detailing improved 

living conditions, household spending, enhanced education savings, and increased sense of self-worth 

stemming from participating in the digital economy. In addition, Gojek’s internal training programs have been 

effective in enhancing digital skills. 

Moreover, Gojek’s internal training programs have proven critical in building digital competencies. Seventy 

percent of partner drivers reported increased proficiency in using apps and customer service tools within three 

months, an essential shift for individuals previously unexposed to structured digital environments. This outcome 

aligns with the framework of digital empowerment, where the acquisition of technological skills is seen as a 

prerequisite for economic inclusion and social advancement (Fahritsani et al., 2022). 

Nonetheless, the impact of the platform on upliftment is not straightforward. Alongside other gains, driver 

incomes continue to be sensitive to demand and managerial algorithms, resulting in occasional opacity of order 

distribution. Although Gojek offers insurance and savings products, this points to a gap that extends more 

formalized employment protections and benefits. The gig work model, while offering flexibility, raises sufficiency 

concerns regarding the absence of safety nets; thus, calling into question the long-term welfare of workers. These 

gaps exemplify wider concerns within the platform economy, where the contrast between flexibility and 

precarity is a well-known debate (Gunawan, 2024). Without addressing these issues, strengthened digital platforms 

would seek to undermine empowerment. 

As highlighted in the previous sections, Gojek's effects on partner drivers illustrates the transforming impacts 

of digital platforms toward economic engagement and mobility. However, platform ecosystems need to include 

stronger institutional frameworks, transparent systems of incentives, more robust mechanisms for skill-set 

advancement, and other factors that facilitate turning short-term gains into enduring structural Gojek’s current 

model offers a promising foundation, but its long-term inclusivity will depend on the ability to balance scalability 

with equity and worker protections in an increasingly digital labor landscape. 

 

6. Managerial Implications 

The findings of this study hold significant implications for both marketing strategists within platform-based 

businesses and policymakers seeking to promote inclusive digital economies. Gojek’s trajectory provides a 

compelling example of how digital platforms can be more than commercial intermediaries; they can evolve into 

inclusive ecosystems that drive both brand loyalty and socioeconomic impact. By aligning commercial success with 

societal empowerment, platforms can create a unique competitive advantage rooted in shared value creation. 

 

6.1 For marketers 

Gojek’s case illustrates how platforms can be strategically positioned not merely as service providers, but as 

enablers of community upliftment and entrepreneurial growth. This redefinition of the brand-customer relationship 

grounded in empowerment rather than pure transaction builds deeper emotional resonance with users. Marketers 

should therefore design campaigns that highlight real success stories from MSMEs and drivers, positioning the 
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platform as a tool for upward mobility. These narratives humanize the brand, foster authenticity, and build long-term 

loyalty by tapping into customers’ increasing expectations for corporate social responsibility. Moreover, embedding 

inclusive features such as easy onboarding for new MSMEs, localized language interfaces, and modular service 

offerings can increase user stickiness and widen the market base, particularly in underserved peri-urban areas. From 

a brand strategy perspective, Gojek’s success suggests that purpose-driven positioning, when backed by tangible 

support mechanisms for users, can significantly enhance market differentiation in the competitive super-app 

landscape (Nasution & Sumanti, 2023). 

Additionally, marketers should view data not only as a tool for targeting and personalization, but as a 

resource for co-creating value with users. By leveraging insights from transaction data, usage behavior, and service 

feedback, platforms can offer tailored recommendations, financial advice, or marketing support to MSMEs 

positioning themselves as collaborative partners in business growth. This form of participatory marketing fosters 

two-way engagement, strengthens the user-brand relationship, and promotes organic advocacy within digital 

communities. In this context, platforms that invest in ecosystem-building supporting MSMEs and drivers not only 

with technology, but with capacity-building and visibility will likely cultivate higher levels of trust, engagement, 

and brand equity. 

 

6.2 For policymakers 

The Gojek case highlights several lessons on enabling inclusive digital growth at scale. First, regulatory 

frameworks must recognize the distinct nature of platform economies and adapt policies accordingly. This includes 

developing responsive labor regulations for gig workers, ensuring fair competition within platform markets, and 

promoting data protection and algorithmic transparency to safeguard user rights. Given the role of platforms in 

employment generation and financial inclusion, governments should view them not merely as private tech ventures, 

but as public-interest infrastructure that complements national development agendas. 

Investing in digital infrastructure especially in second-tier cities and peri-urban areas is another critical policy 

lever. As shown in the study, many MSMEs and informal workers benefit most when digital platforms bridge gaps 

in physical and financial infrastructure. Therefore,  policies  that  expand internet connectivity, incentivize 

digital payment adoption, and provide digital literacy training can dramatically amplify the developmental impact 

of platforms like Gojek. Collaboration between the public sector and platforms in areas such as microinsurance, 

training modules, and credit facilitation can further democratize access to economic opportunities (Gunawan, 2024). 

Finally, policymakers must support research and data-sharing initiatives that evaluate the long-term impact of 

digital platforms on employment quality, small business sustainability, and regional equity. Currently, much of the 

platform economy narrative is driven by self-reported metrics; greater empirical scrutiny will allow more 

evidence-based policy formulation. Integrating platforms into national digital economy blueprints, while ensuring 

they align with social protection systems and SME development plans, will be crucial for building resilient, 

inclusive digital ecosystems that go beyond urban centers and one-size-fits-all models. In sum, both marketers and 

policymakers must recognize that platform success is no longer just about scale; it is about inclusivity, trust, and 

systemic integration. Gojek's evolution shows that platforms that serve as enablers of community and livelihood can 

create value far beyond profit, driving sustainable growth that benefits both business and society. 

7. Conclusion 

This study examined Gojek's function as a facilitator of the digital economy and its socioeconomic effects on 

two important stakeholder groups: Indonesian partner drivers and micro, small, and medium-sized businesses 

(MSMEs). Using a qualitative case study methodology supported by secondary data and thematic analysis, the study 

demonstrates how Gojek's platform-based ecosystem has helped close economic and digital gaps by improving 

digital capabilities, increasing access, and creating new livelihood opportunities. 

Gojek offers MSMEs a whole ecosystem that combines analytics, digital payment infrastructure, market 

access, and promotional tools, in addition to a digital storefront. According to the research, companies that use 

GoFood and GoPay have seen notable increases in revenue, improved operational effectiveness, and increased 

visibility, especially in urban and peri-urban areas. These advancements show how digital platforms have the power 

to change MSMEs' competitiveness and scalability in emerging markets. The study does, however, also note that 

there are still difficulties, particularly for smaller businesses that lack the resources or digital literacy to maintain 

sustained engagement in platform environments. 

By encouraging digital literacy, facilitating income diversification, and promoting upward mobility, the 

platform has also had a revolutionary impact on partner drivers. According to the study, partner drivers who use 

Gojek's multi-service features gain from improved digital and financial inclusion in addition to higher earnings. 

However, the study also highlights the gig 
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economy's structural vulnerabilities, like demand volatility and a lack of social protections, which could impede 

long-term welfare gains in the absence of institutional intervention. All things considered, Gojek is a powerful 

example of inclusive digital transformation. It illustrates how platform economies can effectively tackle important 

developmental issues in emerging markets when they are carefully planned. However, a number of actors, including 

legislators, platform providers, and communities themselves, must work together to fully realise the potential of 

these platforms. To guarantee that digital ecosystems not only provide access but also maintain significant economic 

empowerment across a range of populations, scalability, inclusivity, and resilience must be actively sought after. 

Future studies should keep examining platform impacts from perspectives other than economic ones, 

including systemic equity, worker dignity, and social mobility. A more nuanced understanding of the platform 

economy's role in forming inclusive digital futures can be achieved by using mixed-methods approaches and 

longitudinal studies to better evaluate how digital ecosystems like Gojek change over time and across geographical 

boundaries. 
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