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Abstract

In the digital era, schools are increasingly required to modernize administrative
processes to meet the demands of efficiency and quality service. This study aims to
examine the implementation of digital performance management to improve
educational administration and staff performance. Using a qualitative case study
approach, data were collected through in-depth interviews, participant observations,
and document analysis, then analyzed following Miles™ interactive model of data
condensation, display, and conclusion drawing. The findings show that digital
performance management has improved administrative workflows by shifting from
manual to real-time, structured, and paperless processes, resulting in more efficient,
accurate, and transparent services. Service quality improved across speed, reliability,
responsiveness, and accountability. Challenges remain, including variations in staff
digital competence, dependence on ICT infrastructure, and occasional network
instability. Recommended strategies include ongoing staff training, technological
infrastructure enhancement, periodic system evaluation, and strong digital
leadership. Digital performance management plays a strategic role in enhancing
school administration quality and provides valuable insights for the digital
transformation of educational administration. These findings are expected to
contribute to policy development on the digitalization of secondary school
educational administration.
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1. Introduction

The development of digital technology has encouraged organizations across
sectors, including public administration, to transform their performance
management. Digitalization enables more effective planning, monitoring, evaluation,
and reporting through integrated, data-driven systems. In the context of educational
administration, the implementation of digital-based performance management is a
strategic tool for improving service efficiency, strengthening accountability, and
accelerating educational administration and staff processes. Previous studies have
shown that institutions that adopt digital performance management tend to have
more responsive, accurate, and consistent service quality in supporting operational
service tasks (Ferreira & Otley, 2009; Poister et al., 2014; Dewa, 2023).

In Indonesia, efforts to strengthen the digital ecosystem in educational
administration are increasingly relevant amid demands for bureaucratic reform,
greater public information transparency, and accelerated educational services.
Various programs, such as the development of an Education Management
Information System, a digital platform for educators and education personnel
services, and an application-based performance reporting system, reflect the
commitment of the government and educational institutions to improving the
quality of administrative services. However, the implementation of digital
performance management has not been fully optimized. Various studies have found
differences in technology adoption rates across institutions, unequal competence
among educational personnel in operating digital systems, and problems with
information system integration that led to ineffective administrative services
(Hidayat, 20245 Santoso et al., 2024). This highlights a clear research gap, while
digital tools are available, there is limited empirical evidence on how digital-based
performance management directly impacts the quality of educational administration
services and staft performance.

Furthermore, research on digital-based performance management in Indonesia
still focuses on the technical aspects of information systems, while studies specifically
examining how digital performance management affects the quality of educational
administration services are still limited. There is also an empirical gap in the
literature, particularly regarding the relationship between the implementation of
digital-based performance management and measurable and systematic
improvements in the quality of administrative services for educators and education
personnel. Based on this, more in-depth research is needed on the dynamics of digital
performance management implementation, its supporting and inhibiting factors, and
its contribution to the quality of administrative services in educational institutions
(Mohamed et al., 2022).

Based on these problems, this study is designed to answer a number of important
questions, namely how is the implementation of digital-based performance
management in educational administration services and education personnel, to
what extent does it contribute to improving the quality of administrative services,
what factors influence the effectiveness of its implementation, what obstacles are
faced in the implementation process, and what is the right strategy to optimize
digital performance management in supporting educational administration services.

These questions form the basis for formulating research objectives, this study
aims to analyze the implementation of digital-based performance management in
educational administration services, analyzing its contribution to improving the
quality of administrative services, identifying factors that influence the effectiveness
of its implementation, explaining obstacles that arise in the implementation process,
and formulating optimization strategies to improve the quality of administrative
services for educators and education personnel through the implementation of
digital-based performance management. Thus, this research is expected to provide
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theoretical and practical contributions, both by enriching the literature on digital-
based performance management in the education sector and by offering
recommendations for educational institutions to develop more effective, efficient, and
service-quality-oriented administrative practices.

2. Methods

This research uses a qualitative case study design, following the concept proposed
by Creswell (2018), which states that case study research aims to explore in depth a
system, event, or process within a particular context. The selection of the qualitative
case study method is considered appropriate to the focus of this research, namely,
examining the implementation of digital-based performance management in
improving the quality of educational administration services and educational staft at
SMAN 1 Cikarang Pusat. This approach allows researchers to understand
phenomena holistically by exploring work processes, subject experiences,
organizational interactions, and the dynamics of digital performance management
implementation in the school environment.

The research location was SMAN 1 Cikarang Pusat, which was purposively
selected because the school has adopted a digital-based administration system and
implemented several performance management applications for its educational staff.
The research site was purposively selected because the school has implemented a
digital-based administration system and several performance management
applications. Informants included the principal, vice-principals for curriculum and
infrastructure, administrative staff, and educators and education personnel directly
involved in using the digital system, selected through purposive sampling to ensure
they had relevant knowledge and experience regarding the implementation process.
Informants were selected using purposive sampling, as recommended by Creswell
for qualitative research, selecting participants who understand and are directly
involved in the phenomenon being studied.

Data collection was conducted through three main techniques: in-depth
interviews, observation, and document analysis. Interviews were conducted in a
semi-structured manner to gain a deeper understanding of perceptions, experiences,
and obstacles to implementing digital systems. Observations were conducted to
directly observe administrative service practices, interaction patterns, and how
educational staff utilize digital platforms. Meanwhile, document analysis included a
review of administrative service Standard Operating Procedures (SOPs), digital
performance reports, internal evaluation results, and documents related to
technology implementation. The use of these three techniques aligns with Creswell’s
view that triangulation is a crucial component for increasing the credibility and
depth of qualitative research findings.

The data analysis technique used the interactive analysis model of Miles et al.
(2014), as recommended by Creswell when qualitative data is narrative and complex.
The analysis consists of three stages: data reduction, data presentation, and
conclusion drawing/verification. In the data reduction stage, researchers select,
group, and organize data based on themes relevant to the research focus. In the data
presentation stage, information is organized into narratives, thematic tables, or
categorization matrices to facilitate interpretation. Next, conclusions are drawn
iteratively through verification with field data to ensure the validity of the
interpretations.

Data validity was ensured through source and technical triangulation, member
checking, and audit trails, enhancing credibility, transferability, and accountability.
Using Creswell’s case study approach, the research provides a comprehensive and
in-depth analysis of digital-based performance management, detailing its
effectiveness, supporting factors, obstacles, and strategic implications for improving
educational administration and staff services
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3. Results

3.1. Implementation of Digital-Based Performance Management

Theoretical studies provide a scientific foundation for key concepts related to the
implementation of digital-based performance management to improve the quality of
educational administration and personnel services. In the context of digital
transformation in the education sector, the use of technology for performance
management has become a global demand, particularly with the increasing need for
efficiency, accountability, and transparency in education governance (OECD, 2020;
Mohamed et al., 2022; Cosa & Torelli, 2024). Performance management is no longer
understood solely as a traditional evaluation process but has evolved into a system
integrated with digital technology to support real-time data analysis, performance
monitoring, and evidence-based decision-making (Armstrong, 2021; Nyathani,
2023).

In educational administration and education personnel environments,
digitalization plays a crucial role in accelerating service processes, improving
coordination, and increasing the satisfaction of internal and external stakeholders.
Several previous studies have confirmed that digital performance management
systems can improve the effectiveness of administrative services through document
automation, work tracking, and integrated performance reporting (Nawaz & Gomes,
2020; Rasdiana et al., 2024). However, several studies also note that the
implementation of digital systems often faces obstacles, including human resource
readiness, ICT infrastructure, and an organizational culture less adaptive to
innovation (Heeks, 2017; Zhen et al., 2021).

Digital-based performance management is an evolution of traditional
performance management systems that utilizes information technology to support
the entire process of planning, monitoring, evaluating, and reporting performance.
This system emphasizes data integration, process automation, and analytical
capabilities to improve decision-making eftectiveness. Ferreira and Otley (2009)
state that digital performance management enables organizations to conduct more
objective, accurate, and real-time evaluations than manual methods. In the context
of public administration, Poister et al. (2014) emphasize that the digitization of
performance management plays a crucial role in increasing accountability,
transparency, and the quality of public services.

In the education sector, implementing digital performance management can
improve administrative governance by leveraging integrated information systems,
performance dashboards, and data-driven applications. Research by Benlhabib and
Berrado (2025) shows that this system contributes to increased service speed,
information consistency, and improved communication quality between work units
within educational institutions. Therefore, the digitization of performance
management is a strategic element in improving the quality of educational
administration services and education personnel.

Research on the implementation of digital-based performance management at
SMAN 1 Cikarang Pusat shows that digitalization has created new work patterns in
educational administration, affecting not only service speed but also organizational
structure, work relationship patterns, and the quality of decision-making. In-depth
analysis of interview, observation, and documentation data revealed six main themes:
(1) transformation of the performance management process, (2) improvement of
service quality, (8) behavioral changes and human resource adaptation, (4) readiness
and the role of infrastructure, (5) dynamics of implementation barriers, and (6)
sustainable strengthening strategies. All these findings are discussed in depth in the
context of digital performance management theory by Armstrong (2021),
organizational innovation adoption theory, the concept of service quality by
Gronroos (1984) and Parasuraman et al. (1985), and e-government theory by Heeks
(2017).
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Key findings indicate that the implementation of digital-based performance
management has reshaped the administrative work process at SMAN 1 Cikarang
Pusat. Processes that previously relied on physical documents, manual approvals,
and layered reporting have now shifted to a real-time, integrated system. Indah Tri
Utami provides a comprehensive overview of this transformation, stating that before
digitalization, the administrative process began with “a lot of paper, old reports,
manual approvals, and scattered data,” but after digitalization, it has become
“paperless, real-time, online and fast, with centralized archives.” This transformation
demonstrates a shift from traditional management models to continuous
performance management, as described by Armstrong (2021), which emphasizes the
use of technology as a tool for ongoing performance monitoring and evaluation. The
implementation of online performance targets for teachers and education personnel,
including teaching modules, attendance, student assessments, and extracurricular
activities, confirms that digital tools have become part of the school’s formal
performance structure. Furthermore, an interview with Atikah revealed that the
school’s digital system is “applicable and facilitates various administrative activities.”
This indicates that application integration serves not only as a recording tool but
also as a workflow control tool that influences how administrative staff manage their
daily work.

3.2. Contribution to the Quality of Administrative Services

The quality of educational administration services refers to an institution’s ability
to deliver fast, accurate, informative, and tailored services to educators, staff,
students, and other stakeholders. The SERVQUAL model developed by
Parasuraman et al. (1985) is widely used to measure service quality, comprising five
dimensions: reliability, responsiveness, assurance, empathy, and tangibles. This
model is also relevant for adaptation in the context of educational administration
services.

In the context of schools and universities, the quality of administrative services
is determined by factors such as the effectiveness of bureaucratic processes, speed of
service delivery, data accuracy, and the use of information technology. Sutarjo (2025)
suggest that the digitalization of administrative services significantly improves
service quality, particularly in terms of speed, accuracy, and transparency of
information. The quality of educational administration services improves when
standardized information systems and work processes are consistently implemented
by competent human resources (Ilham & Yuniarti, 2022).

The research results show that digitalization has significantly improved the
quality of administrative services. Three key indicators show consistent
improvement: service speed, data accuracy, and information transparency. First, all
informants confirmed increased efficiency. Atikah stated that services have become
“better, more structured, and transparent,” while Indah emphasized that
digitalization “speeds up administrative services, making processes more efficient,
accurate, and accessible.” This finding aligns with the responsiveness dimension in
the SERVQUAL model by Parasuraman et al. (1985), which states that service
acceleration is a key indicator of improved service quality.

Second, information quality has significantly improved. Informants stated that
data has become more accurate, complete, and timely. Sandi Prayoga stated that the
digital system “makes information more accurate, complete, and timely, thus
supporting work efficiency and service quality.” Improved data quality indicates that
digitalization has strengthened the reliability and assurance dimensions of
administrative services.

Third, transparency is the most significant impact. The digital system allows
every activity to be recorded and traced. Sandi emphasized that “all actions are
recorded and traceable.. administrative processes are more organized and
transparent.” Open information strengthens organizational accountability and
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creates a work system free from manipulation, in line with Heeks’ (2017) theory on
digital governance, which emphasizes traceability and information openness as key
characteristics of successful digital transformation

3.3. Factors Influencing Effectiveness and Challenges

Educational administration encompasses all management processes that support
the delivery of education, from data management and academic services to the
management of educators and educational staff (Lunenburg & Ornstein, 2021). The
development of digital technology has shifted the paradigm of educational
administration from a manual system to a more efficient, transparent, and data-
driven one. According to Bush (2020), digital transformation in educational
administration enhances institutions’ ability to make strategic decisions by
providing fast and accurate data access.

Digitalization of educational administration includes the implementation of
management information systems, service automation, database integration, and
digital workflows. At the operational level, digitalization impacts changes in work
processes, the need for new competencies, and adaptations to work culture. Al-
Zaqeba et al. (2025) emphasize that the success of digital transformation is heavily
influenced by organizational readiness, technological support, and human resource
competency. In the context of educational institutions in Indonesia, the main
challenges lie in disparities in technological infrastructure, variations in human
resource digital literacy, and the lack of synchronization of information systems used
across units.

The implementation of digital-based performance management relies heavily on
the digital competence of educators and education personnel. Digital competence
includes the ability to operate administrative applications, manage data digitally, and
understand management information systems. According to Redecker and Punie
(2017), digital competence encompasses not only technical skills but also cognitive
abilities to effectively utilize technology in work processes. Research by
Mohammadyari and Singh (2015) shows that the level of digital literacy of human
resources influences the effectiveness of digital performance management
implementation. Educational personnel with high levels of digital literacy can adapt
better to new systems and maximize available features. Conversely, low digital
competence poses a barrier to implementing digital systems, affecting the quality of
educational administrative services.

The findings show that the adaptation of educational staff to digital systems
varies across individuals. Sandi identified three categories of understanding: the first,
the good category, includes teachers and education personnel who are already
familiar with technology; the second, the medium category, consists of those who
require adaptation and guidance to use the systems effectively; and the third, the low
category, comprises senior staff members who are less familiar with using
technology and need more intensive support. This diversity in digital competency
levels demonstrates that successful digitalization depends not only on software but
also on psychological readiness and individual competency. Redecker and Punie
(2017) emphasized that digital competence is a key factor in the success of digital
transformation in education. Furthermore, younger administrative staft tend to
show greater enthusiasm. Sandi cited “enthusiasm and curiosity” in learning digital
systems. This indicates a shift in work culture toward a stronger digital orientation.

ICT infrastructure is a critical determinant of the successful implementation of
digital-based performance management (Odebode & Ogunbayo, 2025). Interviews
revealed that schools have adequate facilities, such as computers, servers, printers,
and a stable internet connection. Indah emphasized that “computers, servers, local
networks, and digital administration systems are available and regularly updated.”
This perspective supports the theory that digital transtormation can only be
successful if supported by adequate technology readiness. A robust infrastructure
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enables digital systems to function optimally, improves accessibility, and ensures
smooth data integration.

Despite many positive aspects, the study identified significant barriers. Three
main issues emerged: unstable internet connections, which hinder access to digital
services; dependence on hardware, as Sandi described it: “dependence on digital
devices, electricity, networks...”; and variations in human resource competencies,
particularly among senior education staff. These barriers indicate that digitalization
creates new vulnerabilities in administrative systems. When devices or networks are
disrupted, the entire service process comes to a halt. This finding aligns with Heeks’
(2017) literature on the design-reality gap, where a mismatch between digital system
design and infrastructure capabilities is a contributing factor to the failure of digital
implementation.

3.4. Optimization Strategies for Digital-Based Performance Management

Various studies show that the implementation of digital performance
management is influenced by internal and external factors. Supporting factors
include leadership commitment, clear policies, digital competency training, and
technological infrastructure readiness. Meanwhile, the main obstacles include
resistance to change, limited tools, lack of system integration, and variations in
human resource capabilities in mastering technology (Hidayat, 2024). Analyzing
digital system implementation requires a comprehensive understanding of the
organizational context, work culture, technological readiness, and change
management strategies. A thorough understanding of these supporting and
inhibiting factors is crucial for formulating strategies to optimize the
implementation of digital-based performance management in educational
administration.

The informants proposed various strengthening strategies. Indah emphasized the
importance of training, mentoring, and regular evaluations, while Sandi emphasized
the need to “improve human resource competencies, strengthen ICT infrastructure,
and make the system more user-friendly.” This strategy is consistent with the
continuous improvement model in digital performance management. Furthermore,
support from school leaders was the most dominant factor according to all
informants. Atikah stated that the support of the principal and the foundation made
the implementation of the digital system effective. Educational management
literature confirms that digitalization can only succeed with strong leadership
commitment (Bush, 2020). Schools committed to innovation will more easily
overcome obstacles and improve service quality.

4. Discussion

The findings of this study indicate that the implementation of digital-based
performance management at SMAN 1 Cikarang Pusat has significantly improved
the quality of administrative services through system integration, increased
efficiency, improved information quality, and enhanced transparency. However, this
success is still influenced by human resource readiness, infrastructure resilience, and
ongoing support from school leadership.

This research reinforces national and international literature that digitalization
is not only a technological transformation but also a transformation of the culture,
competencies, and management of educational organizations. Studies on educational
administration have shown that digital technology enhances administrative
processes by improving efficiency and coordination among administrative functions,
reducing manual workload, and increasing overall service responsiveness (Harini et
al., 2024). The evidence from SMAN 1 Cikarang Pusat, where administrative
workflows shifted from paper-based to fully integrated digital systems, aligns with
this broader trend of digital transformation in educational management.
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The improvement in service quality observed in this study, characterized by
faster processing, more accurate documentation, and greater transparency, supports
findings in related research that digital systems can enhance service delivery by
centralizing data and enabling real-time access (Jennah et al, 2025). This is
consistent with studies on school administrative digitalization, which report that
integration of information systems not only accelerates service processes but also
supports better stakeholder communication and organizational accountability.

Despite these positive outcomes, the variation in staff digital competence
highlighted the importance of human factors in successful digital adoption. The
categorization of staff into high, medium, and low adaptation levels reflects a
common challenge in digital transformation identified in the literature: technological
readiness alone is insufficient without accompanying enhancements in digital
literacy and human resource capability (Tahir & Rachman, 2025). Educational
administrators play a pivotal role in fostering digital competence among staff, which
directly influences the effectiveness and sustainability of digital performance
management practices.

Moreover, the presence of infrastructure barriers such as unstable internet and
hardware dependency underscores that resource readiness remains a critical
determinant of successful implementation. Research on digital transformation in
educational management emphasizes that infrastructure and organizational support
are necessary to achieve operational efficiency and improve service quality (Purwani
et al, 2024). The need for leadership support and continuous professional
development identified in this study echoes broader findings that organizational
culture and strategic leadership commitment are key to navigating digital transition
challenges. Effective digital leadership not only promotes adoption but also fosters
innovation and responsiveness in school administrative processes, thereby
enhancing institutional capacity to manage digital systems (Harini et al., 2024).

The study contributes to the literature by providing a context-specific analysis of
how digital performance management functions as an integrative force in
educational administration, reinforcing the need to complement technological
components with human and organizational readiness. This extends existing
research by illustrating how digital transformation operates not just as a
technological upgrade, but as a holistic organizational shift that requires strategic
planning, capacity building, and supportive leadership to maximize its impact on
service quality

5. Conclusion

Research at SMAN 1 Cikarang Pusat shows that digital-based performance
management has transformed administrative work from manual to integrated digital
systems, streamlining workflows, enabling real-time, paperless reporting, and
enhancing accountability and traceability. Digitalization has improved service
quality in terms of speed, accuracy, transparency, and procedural consistency,
strengthening responsiveness, reliability, and assurance in educational service
delivery. HR adaptation varies staff with high digital competence adapt quickly,
while senior or less digitally literate staff need more mentoring, affecting
implementation effectiveness. Success also depends on the readiness of ICT
infrastructure, including computers, networks, and servers, as disruptions and device
dependencies pose challenges. Obstacles such as network instability, reliance on
devices, and varying staftf competencies can slow service if unaddressed. Sustainable
strategies regular training, infrastructure improvement, user-friendly systems, and
strong leadership are essential to maintain and optimize digital implementation.
Overall, digital performance management strategically enhances administrative
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effectiveness and service quality, but success requires integrating technology, HR
capacity, infrastructure, and leadership.

Based on the findings, schools are advised to strengthen digital-based
performance management by enhancing staft competence through regular training
and mentoring, improving ICT infrastructure with stable internet, functional
devices, and technical support, optimizing systems and simplifying workflows, and
ensuring strong leadership commitment to support and monitor digital initiatives.
Additionally, digital systems should be integrated across all administrative units,
and comprehensive digital performance evaluation models combining quantitative
and qualitative indicators should be developed and regularly assessed to ensure
effectiveness and continuous improvement in service quality. This study is limited
to one school context, so generalization is constrained, and future research could
examine multiple schools or explore the long-term impact of digital performance
management on educational outcomes.
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