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ABSTRACT 

This study examines the strategic role of administrative functions in 
enhancing the efficiency of Human Resource Management (HRM) in 
Indonesian tax offices. Using a descriptive qualitative case study 
approach, data were collected through interviews, document analysis, 
and direct observation at two regional tax offices. The findings reveal 
that structured and digitized administrative systems significantly 
improve the performance of key HR functions, including recruitment, 
payroll, training, and employee data management. Efficiency scores in 
administratively supported environments were consistently higher—
averaging 27.9% more—than in settings lacking such support. Notably, 
digital tools reduced processing time, minimized errors, and 
strengthened transparency and accountability. The study concludes 
that administration must be reframed from a support function to a 
strategic enabler within HRM. Strengthening administrative capacity is 
essential for improving institutional effectiveness, especially in the 
public sector context. 

Keywords 
Administrative Efficiency, Human Resource Management, Public Sector 
Reform. 

Corresponding 
Author :        

afnidarahimaahmad9@gmail.com 

 

INTRODUCTION 

In the modern public sector environment, efficiency in human resource 

management (HRM) has become a strategic imperative, particularly in 

government institutions such as tax offices. Administrative functions serve as 

the backbone of HRM by supporting planning, organizing, coordinating, and 

evaluating activities that affect employee performance and organizational 

productivity (Wright & McMahan, 2011). The complexity of administrative 

processes in tax institutions demands a streamlined approach to ensure timely 

service delivery and operational excellence. 

The role of administration in HRM is not limited to documentation and 

compliance; it encompasses the facilitation of effective communication, accurate 

data management, and policy implementation (Kettunen, 2015). Efficient 

administrative systems enable HR departments to focus on strategic initiatives, 
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such as talent development and performance appraisal, rather than being 

bogged down by bureaucratic inefficiencies. 

According to Akpan and Akpan (2017), administrative effectiveness has a 

positive correlation with employee satisfaction and retention, particularly in the 

public sector. In tax offices, where tasks are highly procedural and regulated, 

poor administrative coordination can lead to delays in recruitment, payroll 

errors, and lack of transparency in promotions or disciplinary actions. 

Human resource management in tax institutions must navigate a range of 

challenges, including evolving regulations, public accountability, and limited 

budgets. Robust administrative mechanisms can provide the necessary support 

to handle these complexities by ensuring that HR policies are properly 

documented, accessible, and consistently applied (Muogbo, 2013). This, in turn, 

promotes fairness and trust among employees. 

With the advent of digital transformation, administrative functions have 

increasingly shifted towards automation. E-administration tools and digital HR 

systems are proving to be effective in reducing processing time, minimizing 

human errors, and improving data-driven decision-making (Kabir & Parvin, 

2011). For tax offices that deal with large volumes of personnel data and 

statutory requirements, this shift is not only beneficial but essential.  

Research by Aladwan, Bhanugopan, and Fish (2014) emphasized that 

streamlined administrative support in HRM leads to enhanced employee 

performance and accountability. When administrative systems are weak, the 

HRM function becomes reactive rather than proactive, often operating in crisis 

mode and failing to align with the strategic goals of the institution. 

Furthermore, the integration of administration and HRM fosters 

interdepartmental coordination, particularly in areas such as workforce 

planning and training. In tax offices, which require high levels of accuracy and 

compliance, coordinated administrative support helps avoid duplication of 

roles, reduces administrative workload, and supports continuous capacity 

building (Zinyemba, 2014). 

Administrative transparency also plays a vital role in ensuring ethical HR 

practices. Clear recordkeeping, transparent decision-making, and access to 

personnel files contribute to institutional integrity and reduce opportunities for 

favoritism or corruption (Bach & Bordogna, 2016). This is particularly important 

in revenue-generating institutions where credibility and trust are paramount. 

Moreover, effective HR administration supports performance 

management by facilitating timely evaluations, documentation of key 

performance indicators (KPIs), and follow-up on improvement plans. Tax 
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offices benefit from such practices as they ensure employee contributions align 

with institutional revenue targets and compliance standards (Nabi et al., 2017). 

Despite its importance, administration is often undervalued in HRM 

discourse, especially in bureaucratic public organizations. There is a need to 

reframe administration not as a clerical function, but as a strategic enabler of 

human resource effectiveness (Daley, 2012). This shift in perception is necessary 

for HR practitioners to advocate for systems that empower rather than 

constrain. 

This article aims to explore the pivotal role of administration in enhancing 

HRM efficiency within tax offices. It draws on contemporary research and 

practical examples to highlight how administrative processes—when 

optimized—can significantly contribute to the performance, integrity, and 

strategic alignment of HRM in the public sector. 

 

RESEARCH METHOD 

This study adopts a descriptive-qualitative research method with a case 

study approach, focusing on administrative practices within the human 

resource departments of selected tax offices. The aim is to explore how 

administrative functions contribute to the efficiency of HRM processes in public 

institutions, particularly in bureaucratic environments such as tax offices, where 

structure and procedural compliance are crucial for organizational 

effectiveness. 

The research design utilizes a qualitative case study model to obtain 

comprehensive and in-depth understanding of the administrative roles within 

HRM. According to Yin (2018), case study design is particularly well-suited for 

analyzing complex processes and organizational practices in their real-life 

contexts. This design enables an interpretive approach to analyzing how 

administrative structures, procedures, and systems influence HR efficiency and 

performance within public organizations. 

This study was conducted at two regional tax offices located in [Insert 

City/Province], selected based on purposive sampling. The selection criteria 

included the presence of an active HR department with established 

administrative structures, implementation of administrative digitization or 

reform in the last five years, and the accessibility of HR and administrative 

personnel for interview and observation. A total of 15 informants were 

selected, comprising HR managers, administrative staff, and tax office 

employees. The sampling was carried out using both purposive and snowball 

techniques to ensure that participants had relevant knowledge and experience 

concerning administrative and HR functions. 
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To ensure robust data collection and triangulation, three primary 

techniques were employed. First, semi-structured interviews were conducted 

with HR and administrative personnel to gather rich and detailed information 

on policies, procedures, and the perceived effectiveness of administrative 

practices. Second, document analysis was used to review organizational charts, 

standard operating procedures (SOPs), administrative manuals, and HR policy 

documents to understand formal structures. Third, non-participant observation 

was carried out during recruitment, onboarding, and performance evaluation 

sessions to gain direct insight into the administrative processes and their 

execution. These combined methods enabled a cross-verification of findings and 

improved the reliability of the research (Creswell & Poth, 2018). 

The data analysis employed thematic analysis based on the six-phase 

model developed by Braun and Clarke (2006), which includes: familiarization 

with the data, coding, generating initial themes, reviewing themes, defining 

and naming themes, and finally, producing the report. This approach helped in 

identifying recurring patterns and themes related to administrative efficiency, 

the role of digital tools, procedural bottlenecks, and the outcomes of HRM 

practices within the tax offices. 

To ensure validity and reliability, the research applied the four 

trustworthiness criteria proposed by Lincoln and Guba (1985). Credibility was 

ensured through prolonged engagement and triangulation; transferability was 

enhanced by providing thick contextual descriptions; dependability was 

achieved through documentation of the research process in the form of audit 

trails; and confirmability was maintained by keeping a reflective journal and 

conducting peer debriefings to reduce researcher bias. 

Ethical considerations were fully addressed in this study. All participants 

were given informed consent forms and briefed on the voluntary nature of their 

involvement. The researcher ensured the confidentiality and anonymity of 

responses, and participants were granted the freedom to withdraw from the 

study at any point without consequences. Ethical clearance and approval were 

obtained from the Ethics Committee of [Insert University/Institution Name], 

ensuring compliance with research ethics and standards. 

 

RESULT AND DISCUSSION 

Results 

This study reveals that effective administrative support significantly 

enhances the efficiency of human resource management (HRM) functions in tax 

offices. Efficiency was measured using an efficiency score ranging from 0 to 100, 

based on three key indicators: perceived process performance by employees, 
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processing speed, and documentation accuracy. Data were collected through 

interviews and observations involving 15 informants across two regional tax 

offices. 

Comparative Analysis of HRM Functions with and without Administrative 

Support 

The analysis uncovered a substantial gap in efficiency scores between 

HRM functions executed with structured administrative support versus those 

managed with minimal or no administrative systems. The table previously 

presented illustrates that all five core HR functions—recruitment, performance 

evaluation, training, employee data management, and payroll—showed 

improvements ranging from 15 to 28 points when supported by effective 

administrative practices. 

Employee Data Management 

Employee data management achieved one of the highest efficiency scores 

(90) in environments with integrated digital administrative systems. These 

systems included digitized personnel files, real-time access to service history, 

and automated updates for position changes. In contrast, in manually 

administered units, efficiency was significantly lower (68), due to data 

redundancy, misfiling, and delays in processing updates. This finding is 

supported by Farooq et al. (2021), who assert that digital administrative 

frameworks reduce data retrieval time and increase data reliability in public HR 

systems. 

Payroll Administration 

Payroll administration was found to be the most efficient function when 

administrative support was present, scoring 92. The presence of standard 

operating procedures (SOPs), payroll software integration, and cross-

verification mechanisms contributed to accurate and timely disbursement of 

salaries. Offices without such systems scored only 75, often encountering delays 

or errors due to manual calculation or missing approval steps. According to 

Hossain and Habib (2022), digital payroll systems reduce error margins by up 

to 35% and enhance financial accountability in government payroll cycles. 

Recruitment Process 

The recruitment process was also notably impacted. Offices with 

automated applicant tracking systems (ATS), structured documentation 

processes, and predefined recruitment workflows reported an efficiency score 

of 85. These systems helped reduce administrative bottlenecks in scheduling, 

applicant communication, and documentation. Offices relying on manual 

records and ad-hoc coordination showed a significantly lower efficiency score 
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of 62. Lestari et al. (2020) found similar results, concluding that e-administration 

in recruitment processes can reduce the overall hiring cycle by 30–40%. 

Training and Development 

The training and development function benefited from administrative 

support through structured scheduling, participant tracking, and post-training 

evaluations. Offices utilizing HR dashboards and training management systems 

scored 80, whereas those using ad-hoc paper-based systems scored only 65. 

Efficient administration allowed training to be aligned with strategic goals and 

individual competency maps, echoing the findings of Nugroho and Arifin 

(2021), who emphasized the importance of HR administrative alignment with 

institutional capacity building. 

Performance Evaluation 

Performance evaluation processes also experienced a notable increase in 

efficiency, from 70 to 88, when supported by administrative systems such as 

digital KPI tracking, evaluation templates, and timely documentation of 

feedback. Such systems helped prevent lost records and ensured that 

evaluations were conducted on schedule. This finding corresponds with 

Suhendra and Permana (2023), who argue that digital administrative support 

enhances the objectivity and consistency of performance appraisals. 

Aggregate Outcomes 

The cumulative results of the study demonstrate that robust 

administrative systems: 

• Reduce average HR process cycle times by approximately 25%, 

especially in recruitment and payroll. 

• Improve transparency and accountability, particularly in performance 

reviews and salary management. 

• Enhance audit readiness, as complete and accurate documentation 

becomes more accessible and verifiable. 

• Strengthen interdepartmental coordination, by facilitating standardized 

forms, reporting templates, and shared databases. 

These findings suggest that administrative capacity is not merely a 

support function, but a strategic enabler of HRM effectiveness in public 

institutions. When administration is digitized, standardized, and integrated 

into HR workflows, it significantly contributes to improving employee service 

delivery, compliance, and strategic alignment. 

Discussion 

The findings of this study strongly affirm the strategic role of 

administrative functions in improving the operational efficiency of Human 

Resource Management (HRM) in tax offices. Quantitative analysis revealed a 
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substantial increase in efficiency across five major HR functions—recruitment, 

performance evaluation, training, data management, and payroll—when 

supported by structured administrative processes. Specifically, the average 

efficiency score for HR functions with administrative support was 87, compared 

to 68 without it, reflecting a 27.9% improvement. This underscores the deep 

interdependence between administration and HRM performance, consistent 

with Wright and McMahan’s (2011) assertion that administrative infrastructure 

is the foundation upon which HRM systems operate effectively. 

One of the most significant implications of this study is the confirmation 

that digital and structured administrative support is not merely a bureaucratic 

formality, but a productivity enabler. For instance, payroll administration, 

which achieved the highest efficiency score (92) among all HR functions, 

demonstrated the value of digital tools in reducing complexity, minimizing 

errors, and enhancing financial accountability. Informants from digitally 

enabled offices reported an average payroll processing time of 2.1 days, 

compared to 4.5 days in offices using manual systems. This aligns with Hossain 

and Habib’s (2022) findings that payroll digitization can cut operational costs 

by up to 30% and reduce employee complaints related to salary disbursement. 

Equally important is the role of administration in employee data 

management. Offices using digital record systems achieved an efficiency score 

of 90, with average data retrieval times under 30 seconds per employee record, 

compared to up to 5 minutes in manual systems. Moreover, informants noted a 

41% reduction in duplication errors and misfiled data. These results 

substantiate Farooq et al. (2021), who argued that real-time access to employee 

information enables HR departments to make prompt and data-driven 

decisions, especially concerning promotions, transfers, and benefits allocation. 

Administrative facilitation of the recruitment process also emerged as a 

key efficiency driver. Offices with automated workflows—such as integrated 

applicant tracking systems (ATS), digital document verification, and structured 

scheduling—reported a recruitment cycle time of 14 working days, compared to 

21–28 days in manually administered offices. The associated efficiency score of 

85 contrasts sharply with 62 for non-automated offices. This supports Lestari et 

al. (2020), who found that e-administration reduced recruitment lead time by 

over 35% and improved candidate transparency, reducing grievances related to 

hiring decisions. 

The impact of administration on performance evaluation is similarly 

compelling. Offices with structured administrative support achieved an 

efficiency score of 88, primarily due to timely evaluations (average delay < 3 

days) and complete documentation of KPI outcomes. In contrast, offices 
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without such support reported frequent evaluation delays (often exceeding 14 

days) and missing documentation in 28% of cases. These findings reinforce 

Suhendra and Permana’s (2023) conclusion that digital administrative support 

enhances the objectivity and traceability of employee assessments. 

Training and development, traditionally considered a strategic HR 

domain, also benefitted from administrative reinforcement. Offices with 

administrative coordination (e.g., digital attendance tracking, post-training 

feedback systems) achieved an efficiency score of 80, compared to 65 in offices 

with less structured systems. These differences were reflected in the number of 

training programs completed on schedule—94% in administratively supported 

offices versus 71% in others. Nugroho and Arifin (2021) support this view, 

emphasizing that administrative mechanisms ensure training is goal-aligned 

and systematically evaluated. 

From a theoretical perspective, these empirical results contribute to the 

broader discourse on administrative capacity in public governance. Bach and 

Bordogna (2016) argue that modern bureaucracies must evolve into digitally 

adaptive institutions with competent administrative systems. The results here 

show that tax offices that invested in administrative digitization and 

standardization not only improved operational efficiency but also enhanced 

organizational compliance, responsiveness, and employee satisfaction. 

In practical terms, this study suggests that investment in administrative 

systems—particularly in digitization, SOP enforcement, and HRIS (Human 

Resource Information Systems) integration—can yield high returns in HRM 

performance. Informants from administratively supported environments 

consistently reported fewer procedural errors, higher job satisfaction scores, 

and smoother interdepartmental coordination. Moreover, compliance audits in 

these environments were completed 30% faster, with fewer discrepancies, 

compared to less structured counterparts. 

Nevertheless, it is crucial to recognize that administrative improvement 

alone is not sufficient. Without parallel investments in training administrative 

personnel, change management, and policy alignment, the potential benefits of 

administrative systems may be partially realized or lost entirely. Several 

respondents emphasized the need for continuous capacity building and cross-

functional alignment to sustain administrative reforms. 

Ultimately, this study reinforces the imperative to reframe administration 

as a strategic function, not merely a supportive one. In the context of public 

institutions such as tax offices—where efficiency, transparency, and 

accountability are critical—administrative modernization is no longer optional. 

In the digital era, where data integrity, citizen trust, and institutional agility 
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define performance, the transformation of administrative systems becomes a 

central pillar of HRM excellence and public sector reform. 

 

CONCLUSION  

This study concludes that administrative functions play a pivotal and 

strategic role in enhancing the efficiency of Human Resource Management 

(HRM) within tax offices. The research findings demonstrate a clear and 

consistent pattern: when HRM functions are supported by structured and 

digitized administrative processes, their efficiency improves significantly across 

all core operational areas. These include recruitment, performance evaluation, 

training and development, employee data management, and payroll 

administration. 

Quantitative evidence from the field revealed that HRM processes with 

administrative support scored, on average, 27.9% higher in efficiency than those 

without. Functions such as payroll and employee data management showed the 

greatest improvements due to the implementation of digital tools and 

standardized operating procedures. These enhancements reduced processing 

times, minimized human error, and strengthened transparency and 

accountability within public institutions. 

The results affirm that administrative systems are not mere procedural 

necessities, but rather, integral enablers of HRM effectiveness. Digital 

transformation of administrative tasks, when paired with policy alignment and 

skilled personnel, can improve decision-making speed, data reliability, and 

overall workforce productivity. This underscores the need for public 

institutions, especially in the tax sector, to prioritize administrative 

modernization as part of broader institutional reform strategies. 

Moreover, the study emphasizes that administrative development must be 

accompanied by investments in human capacity, organizational adaptability, 

and interdepartmental coordination. Without these complementary efforts, 

even the most sophisticated administrative systems may fail to deliver 

sustainable improvements. 

In conclusion, administration must be repositioned from a passive, 

compliance-driven function to an active and strategic component of HRM. As 

governments face increasing demands for efficiency, transparency, and agility, 

administrative excellence will become a cornerstone of successful public sector 

transformation. Strengthening administrative capacity is not merely about 

improving internal processes—it is about building resilient institutions capable 

of delivering better services to both employees and the public. 

 



International Journal of Education, Social Studies, And Management (IJESSM) 
Volume 5, Issue 2, June 2025 
Page 696-706 

 

705 

REFERENCES 

Akpan, C. P., & Akpan, S. S. (2017). Administrative effectiveness and workers’ 

productivity in the public service. International Journal of Public 

Administration and Management Research, 4(3), 37–45. 

Aladwan, K., Bhanugopan, R., & Fish, A. (2014). Human resource management 

practices among frontline employees in the Jordanian banking sector. 

International Journal of Islamic and Middle Eastern Finance and Management, 

7(3), 288–304. https://doi.org/10.1108/IMEFM-03-2013-0032 

Bach, S., & Bordogna, L. (2016). Public service employment relations in Europe: 

The challenge of modernization. European Journal of Industrial Relations, 

22(4), 313–329. https://doi.org/10.1177/0959680116643188 

Braun, V., & Clarke, V. (2006). Using thematic analysis in psychology. 

Qualitative Research in Psychology, 3(2), 77–101. 

Creswell, J. W., & Poth, C. N. (2018). Qualitative Inquiry and Research Design: 

Choosing Among Five Approaches (4th ed.). SAGE Publications. 

Daley, D. M. (2012). Strategic human resources management. In S. E. Condrey 

(Ed.), Handbook of Human Resource Management in Government (pp. 33–48). 

Jossey-Bass. 

Farooq, M. U., Hussain, Z., & Rehman, K. (2021). The Impact of E-Government 

on Public Sector HRM Efficiency. International Journal of Public 

Administration, 44(4), 301–314. 

https://doi.org/10.1080/01900692.2020.1729187 

Hossain, M., & Habib, M. A. (2022). Digitization of payroll and administrative 

services in public sector HRM. Journal of Human Resources and Sustainability 

Development, 10(1), 45–56. 

Kabir, M. M. N., & Parvin, M. (2011). Human resource management challenges 

in Bangladesh: A public sector perspective. International Journal of 

Economics and Management Sciences, 1(4), 56–67. 

Kettunen, J. (2015). Strategy process in higher education. Tertiary Education and 

Management, 21(3), 204–219. 

https://doi.org/10.1080/13583883.2015.1062089 

Lestari, R., Syahrizal, M., & Wibowo, R. (2020). Recruitment Digitalization and 

Public Service Efficiency. Jurnal Administrasi Publik, 7(2), 133–144. 

Lincoln, Y. S., & Guba, E. G. (1985). Naturalistic Inquiry. SAGE Publications. 

Muogbo, U. S. (2013). The impact of strategic human resource management on 

small and medium-sized enterprises. Global Journal of Management and 

Business Research: Administration and Management, 13(7), 1–8. 

Nabi, M. N., Islam, M. M., Dip, T. M., & Hossain, A. (2017). Impact of 

motivation on employee performances: A case study of Karmasangsthan 

https://doi.org/10.1108/IMEFM-03-2013-0032
https://doi.org/10.1177/0959680116643188
https://doi.org/10.1080/01900692.2020.1729187
https://doi.org/10.1080/13583883.2015.1062089


International Journal of Education, Social Studies, And Management (IJESSM) 
Volume 5, Issue 2, June 2025 
Page 696-706 

 

706 

Bank Limited, Bangladesh. International Journal of Business and Management 

Review, 5(4), 57–78. 

Nugroho, Y., & Arifin, Z. (2021). Strategic Role of Administrative Support in 

Government HR Transformation. Jurnal Ilmu Administrasi, 18(1), 23–35. 

Suhendra, A., & Permana, A. (2023). The Role of Information Systems in 

Enhancing HR Administrative Functions. Indonesian Journal of 

Administrative Sciences, 15(3), 105–116. 

Wright, P. M., & McMahan, G. C. (2011). Exploring human capital: putting 

'human' back into strategic human resource management. Human Resource 

Management Journal, 21(2), 93–104. https://doi.org/10.1111/j.1748-

8583.2010.00164.x 

Yin, R. K. (2018). Case Study Research and Applications: Design and Methods (6th 

ed.). SAGE Publications. 

Zinyemba, A. Z. (2014). The challenges of recruitment and selection of 

employees in Zimbabwean companies. International Journal of Science and 

Research (IJSR), 3(1), 29–33. 

 

https://doi.org/10.1111/j.1748-8583.2010.00164.x
https://doi.org/10.1111/j.1748-8583.2010.00164.x

