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Abstract

The reform of Human Resource Management (HRM) for civil servants is a crucial component in
realizing good governance, emphasizing transparency, accountability, efficiency, and public
participation. At the National Land Agency (BPN) of Makassar City, effective HRM is essential for
improving organizational performance and service delivery, particularly given the complex nature of
land management issues. This study aims to analyze the implementation of HRM reforms at BPN
Makassar, focusing on four key aspects: communication, resources, disposition, and bureaucratic
structure. Using a qualitative descriptive method, data were collected through in-depth interviews,
observations, and document analysis involving BPN officials and stakeholders. The findings indicate
that internal communication within BPN Makassar is effective, fostering transparency in recruitment
and HR development processes. Resources, including staff competencies and work facilities, are
generally adequate, though disparities in staff distribution persist across service units. The disposition
of policy implementers shows positive attitudes, with staff placements reflecting both competence and
adaptability, supporting smooth policy execution. Additionally, the bureaucratic structure,
characterized by clear Standard Operating Procedures (SOPs) and technical guidelines, ensures
efficient program implementation, exemplified by the Complete Systematic Land Registration (PTSL)
program. However, limitations of this study include its focus solely on BPN Makassar, limiting
generalizability, and the subjective nature of qualitative data. Future research should expand to other
regions and incorporate quantitative methods to enhance validity. Additionally, exploring external
factors like national policies and socio-political dynamics could provide a more comprehensive
understanding of HRM reform impacts in the public sector.
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1. Introduction

The reform of Human Resource Management (HRM) for civil servants is one of the main pillars in the
effort to realize good governance in various government institutions, including the National Land Agency
(BPN). Good governance emphasizes the principles of transparency, accountability, effectiveness, efficiency,
participation, and the rule of law, all of which depend on the quality of the apparatus as the implementers of
public policy (Fan et al., 2023; Hodge, 2019; Solomon et al., 2022; Wawointana et al., 2016; Wong et al., 2022).
In this context, effective HRM is key to improving organizational performance and public service delivery.

In Indonesia, the bureaucratic reforms that have been ongoing since the early 2000s have placed
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improvements in HRM as a primary focus, with the hope of creating a professional, integrity-driven, and
responsive bureaucracy that meets the needs of society (Berman et al., 2017; Brown, 2004; Hajiali et al., 2022;
Martins, 2020). However, the implementation of these reforms often faces various challenges, especially at
the regional level, such as in Makassar City. The BPN office in Makassar, as an institution that plays a crucial
role in land management, faces significant pressure to enhance transparency and accountability in its services,
considering the high complexity and sensitivity of land issues in this region (Jamasy et al., 2023).

The theoretical framework for this study is grounded in the New Public Management (NPM) theory, which
advocates for the adoption of private sector management practices in the public sector to increase efficiency
and effectiveness (Kesuma et al., 2021). NPM emphasizes decentralization, performance measurement, and
results-oriented management, which are essential in evaluating the success of HRM reforms. Additionally, the
Human Capital Theory by Wirtz et al. (2022) highlights the importance of investing in human resources as a
means to improve organizational performance and service delivery.

Although many studies have discussed bureaucratic reform and HRM at the national level, there remains
a gap in the literature regarding specific implementations in regional institutions, particularly in the land
sector. Studies such as those by (Berman et al., 2017; Bhandari & Shvindina, 2022; Darby, 2023; Martins,
2020) have explored HRM reforms in other governmental sectors, highlighting both successes and persistent
challenges. However, studies on how HRM reforms affect the performance of civil servants at the BPN office
in Makassar City are still limited, necessitating further research to fill this void. Addressing this gap is crucial
because effective implementation at the local level significantly determines the overall success of the reforms
(Hassett, 2022).

This study aims to analyze the implementation of HRM reforms for civil servants in realizing good
governance at the BPN office in Makassar City. By examining how the principles of good governance are
applied through HRM reforms, this study is expected to provide a clearer picture of the factors that support
and hinder this process. The contribution of this research is both theoretical and practical. Theoretically, it
enriches the literature on HRM and good governance at the local level by integrating perspectives from NPM
and Human Capital Theory. Practically, the findings of this study can serve as a reference for policymakers
and practitioners at BPN and other government institutions in designing and implementing more effective
HRM reforms. Moreover, this research also benefits the broader community, particularly in improving the
quality of public services in the land sector.

Using a qualitative approach, this study will examine various aspects of the implementation of HRM
reforms at the BPN office in Makassar City, including policies, practices, challenges, and outcomes achieved.
It is hoped that this study will make a tangible contribution to supporting efforts to realize a better bureaucracy
and higher quality public services in Indonesia.

2. Method
2.1 Research Design

This study employs a qualitative research design with a descriptive approach. The qualitative method
emphasizes in-depth understanding of phenomena by focusing on behaviors, perceptions, motivations, and
actions of individuals within their natural contexts. This approach is chosen to explore the implementation of
Human Resource Management (HRM) reform in the National Land Agency (BPN) of Makassar City, analyzing
various dimensions of policy execution to achieve good governance.

2.2 Population and Samples

The population in this study includes employees of BPN Makassar, particularly those involved in
implementing HRM reforms. The sampling technique used is purposive sampling, selecting key informants
who possess comprehensive knowledge about the reform process. These informants include the head of BPN,
sub-division heads, land certificate applicants, and notaries. The sampling continues using the snowball
technique, where initial informants recommend subsequent participants who are knowledgeable about the
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subject
2.3 Instruments

In qualitative research, the primary instrument is the researcher, who actively engages in data collection
and interpretation. Additional instruments include interview guides, observation sheets, and document
analysis. Data collection tools such as tape recorders, mobile cameras, and other electronic devices may also
be utilized to support the process. These instruments help capture comprehensive insights into the HRM
reform implementation at BPN Makassar.

2.4 Procedures

The data collection process involves multiple stages. First, interviews are conducted with selected
informants to gather detailed insights into the HRM reform implementation. These interviews are repeated to
ensure data accuracy and consistency across informants. Next, direct observations of organizational practices,
resource availability, and employee interactions are carried out using predefined observation sheets to capture
real-time behaviors and processes. Lastly, document analysis is performed by reviewing secondary data such
as official reports, procedural manuals, performance evaluations, and other relevant documents to triangulate
findings from interviews and observations. To ensure data validity, triangulation is employed by comparing
data from different sources and methods, and cross-checking findings with peer reviews and reference
materials. This comprehensive approach ensures the reliability and robustness of the research outcomes.

3. Result and Discussion
3.1 Result

Human Resources (HR) of the Apparatus is the most crucial element for the government institution of the
National Land Agency (BPN) in Makassar City, serving as the main driver in realizing the vision, mission, and
objectives of the government organization. Considering the significant role of Apparatus HR at BPN Makassar,
systematic, well-planned, and structured HR management is essential to ensure that both current and future
organizational goals are optimally achieved. Therefore, in the context of Bureaucratic Reform, the aspect of
Apparatus HR becomes a key focus, necessitating systematic structuring. This program aims to enhance the
professionalism of apparatus HR in each government institution, supported by competency-based personnel,
transparency, and fair salaries and welfare guarantees. The program is implemented through the refinement
of the HR cycle, starting from planning, recruitment, and placement of employees according to their
competencies. The primary focus of this study is the implementation of the apparatus HR management system
at the National Land Agency of Makassar City, analyzed from four aspects: 1) communication, 2) resources, 3)
disposition, and 4) bureaucratic structure.

3.1.1 Communication

Communication in the implementation of the human resource management (HRM) system at the National
Land Agency (BPN) of Makassar City plays a crucial role in ensuring the success of policy execution. This
communication process involves the transmission of messages from policymakers to implementers, as well as
from implementers to staff and the public. For communication to be effective, it requires timeliness, clarity of
information, and consistency in message delivery. Effective communication involves three basic components:
the sender, the message content, and the receiver. In the context of BPN, communication is carried out through
one-way instructions from the ministry to BPN employees, and two-way socialization between BPN employees
and the public handling land certification.

Based on interviews with BPN employees, internal communication within the office has been running well.
Employees expressed satisfaction with the socialization efforts related to the development of the HRM system.
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One employee, DA, stated that the recruitment mechanism is adjusted according to the agency's needs and the
required competencies, and communication among employees flows smoothly. Furthermore, the recruitment
process considers relevant fields of study, as mentioned by Mrs. N. This indicates that effective communication
plays a role in ensuring alignment between organizational needs and employee competencies.

However, despite the effectiveness of internal communication, there are still challenges in disseminating
information to the public. Some employees noted that information about programs and procedures at BPN
has been clearly communicated and is accessible to the public. For example, ID mentioned that information
related to HR planning and development has been transparent and easy to access. Nevertheless, there are still
members of the public who struggle to understand this information, especially regarding the use of online
systems. This highlights the need to enhance public outreach to ensure that people fully understand the
procedures for land certification.

In the recruitment process, both vertical and horizontal communication between leadership and employees
at BPN has also been implemented. AA, the Head of the Rights Determination and Registration Section, stated
that HR needs are analyzed together with department heads before being submitted to the central government.
However, AS, a staff member in the structuring section, revealed that communication with the ministry
sometimes does not run optimally, resulting in the number of accepted positions not aligning with
expectations. MS, the head of BPN Makassar, emphasized that the recruitment process must adhere to the
principles of neutrality, objectivity, and accountability, and ensure that competent contract employees are
accommodated in the proposed positions.

The research findings indicate that communication in the implementation of the HRM system at BPN
Makassar City has been fairly effective, both in the internal context among employees and in interactions with
the public. Clarity, consistency, and transparency in information delivery are key factors in ensuring the
effectiveness of policy implementation. However, there is still room for improvement, particularly in
enhancing public understanding of applicable procedures and strengthening coordination with relevant
ministries in the recruitment process.

3.1.2 Resources

Resources are a crucial element in policy implementation, including within the human resource
management (HRM) system at the National Land Agency (BPN) of Makassar City. Without adequate
resources, policy execution will face significant obstacles. The resources in question encompass staff,
authority, and facilities that support institutional operations. Based on the research findings, BPN Makassar
has demonstrated commendable efforts in ensuring the availability and optimal use of these resources. The
Head of BPN Makassar, MS, emphasized the importance of having staff that meet both quantitative and
qualitative qualifications to ensure each service division operates optimally according to its duties and
responsibilities.

Staff, as human resources at BPN Makassar, play a central role in supporting policy implementation. The
competence and commitment of employees are key to achieving organizational goals. Interviews with
employees, including DA and MM, revealed that BPN Makassar staff work according to their main duties and
functions and understand the organization's vision and mission. Competency development is carried out
through continuous training and education tailored to the needs of each division. This approach ensures that
employees not only understand their tasks but are also capable of executing them efficiently and effectively.

However, challenges persist, particularly regarding the distribution of tasks and the uneven number of
employees across service units. Data tables show that out of 156 total employees, only 69 are directly involved
in service delivery, highlighting the need to increase the workforce, especially in priority programs like the
Complete Systematic Land Registration (PTSL). Employees such as RA and MJ have noted that a shortage of
technical staff hinders the achievement of work targets. As a result, BPN Makassar relies on contract workers
to fill these gaps while awaiting their formal appointment as civil servants (PNS) or government employees
with a work agreement (PPPK).

In terms of authority, BPN Makassar ensures that each employee understands the limits of their authority
to prevent misuse. Clear authority aligned with regulations helps prevent violations or deviations in task
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execution. Interviews indicated no signs of authority misuse at BPN Makassar, suggesting that good
governance practices have been effectively implemented. Strict supervision and a transparent work culture
play vital roles in maintaining the institution's integrity.

Adequate work facilities are also an essential supporting factor in policy implementation at BPN Makassar.
Facilities such as comfortable workspaces, sufficient technological equipment, and other supporting
infrastructure have been continuously improved and updated. Interviews with employees revealed that the
current facilities adequately support work processes, although there is still room for improvement, particularly
in acquiring more advanced technological tools to accelerate workflows. The budget for infrastructure has
been gradually allocated to meet these needs.

The research findings indicate that the resource aspect at BPN Makassar has been well-managed and
effectively supports policy implementation. Efforts to enhance employee competencies, utilize contract staff,
and provide adequate work facilities demonstrate BPN Makassar's commitment to delivering high-quality
public services. While challenges remain, the strategic measures already in place indicate that the HRM system
at BPN Makassar operates in line with good governance principles, ultimately boosting public trust in land
services in the city.

3.1.3 Disposition

Disposition, or the attitude of policy implementers, plays a critical role in the success of policy
implementation at the National Land Agency (BPN) of Makassar City. Disposition reflects the personality,
perspectives, and willingness of employees to perform their duties effectively. Employees with positive
attitudes, such as responsibility, enthusiasm, and adherence to superiors' instructions, tend to contribute
significantly to the success of policies. Conversely, negative attitudes like lack of motivation or non-compliance
can pose serious obstacles. Therefore, staff placement at BPN Makassar is conducted by considering attitudes
and perspectives that align with the organization's vision.

Proper staff placement at BPN Makassar is carried out by assessing both the competence and attitude of
employees towards their assigned tasks. Interviews with YL and PA indicated that staff with the appropriate
potential and skills are assigned responsibilities aligned with their fields, accompanied by training to enhance
their competencies. This placement strategy ensures that employees not only understand their tasks but also
demonstrate a high level of care in serving the public, particularly in handling land certification. The Head of
BPN ensures that appointed staff possess adaptive attitudes and strong teamwork skills, supporting the
smooth implementation of policies.

Policy implementation at BPN Makassar is also influenced by clear standard operating procedures (SOPs).
These standards help employees understand policy goals and the best ways to achieve them. One of the key
programs, the Complete Systematic Land Registration (PTSL), is executed based on SOPs referring to the
Regulation of the Minister of Agrarian Affairs and Spatial Planning/Head of BPN No. 6 of 2018, along with
the latest technical guidelines. Interviews with AR and AL indicated that the implementation of this program
follows strict procedures from planning to reporting, ensuring all stages are conducted systematically and in
accordance with regulations.

Granting authority to BPN Makassar employees is also a significant component of disposition. Each
employee is assigned clear tasks and responsibilities according to their competencies, as outlined in the SOPs.
This process ensures that task execution runs effectively and efficiently. AR, the Coordinator of Land and
Spatial Registration Substances, explained that the PTSL program implementation follows the standards
established in the technical guidelines from the Ministry of Agrarian Affairs and Spatial Planning/National
Land Agency (ATR/BPN). With clear authority, employees can perform their duties with greater confidence
and direction.

The success of disposition in policy implementation at BPN Makassar is also evident from public responses.
An interview with DW, a beneficiary of the PTSL program, indicated that the program's implementation
adhered to the established procedures. The public reported feeling well-served, from the initial outreach phase
to the issuance of land certificates. This reflects that BPN employees not only perform their tasks effectively
but also exhibit positive attitudes when interacting with the public, an essential indicator of effective
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disposition.

The research findings suggest that disposition in the implementation of the HRM system at BPN Makassar
has been effective. Proper staff placement, clear delegation of authority, and positive employee attitudes
towards their tasks are key factors in the successful execution of policies. By adhering to strict SOPs and
ensuring employees possess attitudes that support the organization's vision, BPN Makassar has succeeded in
delivering effective and efficient public services, particularly through the PTSL program. This demonstrates
that good disposition impacts not only internal organizational performance but also enhances public trust in
the services provided.

3.1.4 Bureaucratic Structure

The bureaucratic structure in the implementation of human resource management (HRM) at the National
Land Agency (BPN) of Makassar City plays a crucial role in ensuring the smooth execution of policies. This
structure consists of Standard Operating Procedures (SOP) and the division of responsibilities
(fragmentation). SOPs serve as work guidelines that ensure every bureaucratic activity runs consistently,
effectively, and efficiently, while adhering to existing regulations. In the context of BPN, SOPs are replaced by
Technical Guidelines that detail the duties and authorities of employees in executing programs such as land
certification and land rights registration. These Technical Guidelines act as a framework regulating what is
permissible and prohibited in the performance of employee duties.

The implementation of the Complete Systematic Land Registration (PTSL) program in Makassar City is a
tangible example of the effective application of bureaucratic structure. The Makassar City Land Office, as the
implementing agency, has carried out its duties in accordance with the established characteristics and core
responsibilities. According to an interview with AR, Coordinator of the Land and Spatial Registration
Substances Group, the PTSL program is implemented by the Makassar City Land Office, which holds full
authority over land rights registration and the maintenance of land registration data to ensure legal certainty.
This indicates that the bureaucratic structure at BPN Makassar has been tailored to meet institutional needs
and support the implementation of national policies.

Employee readiness in implementing the PTSL program is also an important indicator of bureaucratic
structure success. In an interview with AL, Head of the PTSL Adjudication Team, it was revealed that BPN
Makassar employees are prepared and competent in executing the program. Task assignments are based on
each employee’s expertise, such as those specializing in surveying and mapping handling physical data
collection, while those skilled in land rights determination manage legal data collection. This demonstrates
that the bureaucratic structure at BPN Makassar accommodates employee specialization, allowing for more
effective and efficient program implementation.

Public service delivery within the PTSL program also adheres to the established SOPs. Interviews with AD
and YU indicated that PTSL implementers provide equitable services to the public without discrimination.
BPN Makassar staff perform their duties professionally and courteously, without charging fees to the public,
as the program is free of charge. Strict supervision of task execution in the field ensures compliance with SOPs,
and violations result in sanctions. This shows that the bureaucratic structure at BPN Makassar not only
governs internal task execution but also ensures integrity and transparency in public service delivery.

The consistent implementation of SOPs at BPN Makassar indicates that the bureaucratic structure within
this institution operates effectively. Every program, including PTSL, is executed based on clear and structured
technical guidelines, ensuring that all processes comply with established standards. Direct supervision of field
operations also forms part of an effective bureaucratic structure, ensuring that every policy is implemented
correctly. Thus, the bureaucratic structure at BPN Makassar supports the achievement of organizational goals
and enhances public trust in land services.

The research findings indicate that the HRM system implementation at BPN Makassar, particularly in
terms of bureaucratic structure, has been successful. All processes, from planning to program execution, are
clearly regulated through technical guidelines that function as SOPs. The execution of programs by various
stakeholders at BPN Makassar demonstrates good coordination in managing and developing human
resources. Based on the research summary, the bureaucratic structure aspect received a "good" rating,
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alongside communication, resources, and disposition. This indicates that HRM reform at BPN Makassar has
been effectively implemented, supporting organizational goals in delivering fast, accurate, and transparent
services to the public.

3.2 Discussion

Human Resources (HR) of the Apparatus plays a crucial role in the successful implementation of policies
at the National Land Agency (BPN) of Makassar City. The research findings show that HR management at
BPN Makassar operates quite effectively, characterized by good communication practices, adequate resource
availability, positive policy implementer attitudes (disposition), and a well-organized bureaucratic structure.
Internal communication among BPN employees is considered smooth, particularly in conveying information
related to recruitment and HR development. This aligns with Mintzberg (1996) findings, which emphasize
that effective communication within organizations relies heavily on the clarity of information and consistency
in message delivery. However, challenges remain in disseminating information to the public, especially
concerning the use of online systems, highlighting the need for improved external outreach.

In terms of resources, BPN Makassar has performed well in ensuring the availability of staff, authority,
and adequate work facilities. Interviews revealed that employees work according to their core duties and
functions, with competency development conducted through continuous training. These findings are
consistent with Jackson & Dunn-Jensen (2021), who stress that continuous HR competency development is
key to enhancing organizational effectiveness. Nevertheless, challenges in the uneven distribution of staff
across service units indicate the need for additional strategies in resource management, particularly in priority
programs like the Complete Systematic Land Registration (PTSL).

The disposition or attitude of policy implementers at BPN Makassar also reflects a positive trend.
Employees who exhibit adaptive, responsible, and cooperative attitudes are key to the smooth execution of
policies. This aligns with Lipsky (2010) theory of "street-level bureaucracy," which suggests that the attitudes
and perspectives of policy implementers in the field significantly influence policy implementation
effectiveness. Staff placement at BPN Makassar is conducted by considering the alignment of employee
attitudes and competencies with their assigned tasks, demonstrating coherence between organizational vision
and policy implementation.

The bureaucratic structure at BPN Makassar also plays a significant role in supporting policy
implementation. Clear SOPs and technical guidelines ensure that all bureaucratic activities run consistently,
effectively, and in accordance with applicable regulations. The execution of the PTSL program, for instance,
follows strict SOPs from planning to reporting. This finding aligns with Edwards III (1980), who stated that a
good bureaucratic structure should simplify procedures without compromising regulatory compliance. Strict
supervision of task execution in the field ensures integrity and transparency in public service delivery.

Overall, the findings of this study indicate that the HRM system implementation at BPN Makassar has
been effective, with communication, resources, disposition, and bureaucratic structure serving as its main
pillars. The study also demonstrates that good governance principles have been effectively applied, enhancing
public trust in land services. These findings are consistent with previous research by (Akib & Thsan, 2017;
Anggraeni, 2016; Dwivedi et al., 2013; Jauhari et al., 2020; Kurniawati et al., 2019; Nugroho et al., 2021;
Satispi & Chandra, 2020; Teng-Calleja et al., 2017; Wihantoro et al., 2015), which highlighted that the success
of bureaucratic reform heavily depends on effective HR management, transparency in work processes, and
policy implementer attitudes that support the organization's vision.

In the context of other studies, these findings are relevant to research conducted by (Ahmad et al., 2020;
Alonazi, 2017; Bickler et al., 2020; Norman, 2014; Yi et al., 2014) on public policy implementation in the public
service sector, which emphasized the importance of communication, resources, and bureaucratic structure in
improving service efficiency. This study reinforces the argument that effective HR management not only
enhances organizational performance but also strengthens public trust in government institutions. Thus, the
findings of this research contribute significantly to the literature on apparatus HR management, particularly
in the context of bureaucratic reform in Indonesia.
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3.3 Limitation and Future Research

This study has several limitations that should be considered when interpreting the results and for future
research development. First, this research focuses solely on the implementation of human resource
management (HRM) systems at the National Land Agency (BPN) in Makassar City, which means the findings
may not be fully generalizable to other government institutions with different characteristics. Additionally, the
data collected through in-depth interviews and observations are subjective, relying on the perceptions of
informants, which could affect the objectivity of the research outcomes. Another limitation lies in the scope of
the aspects analyzed, namely communication, resources, disposition, and bureaucratic structure, without
considering external factors such as central government policies or socio-political dynamics that might
influence HR performance.

For future research, it is recommended to broaden the scope of the study by involving more government
institutions across different regions to gain a more comprehensive understanding of HRM implementation in
various contexts. Furthermore, quantitative or mixed-method approaches could be employed to enhance the
validity of the findings and provide more measurable data. Future studies could also explore the influence of
external factors such as national policies, technological changes, or organizational culture on the effectiveness
of HR management. Lastly, longitudinal studies could be conducted to monitor changes and developments in
HR management over a longer period, thereby offering deeper insights into the dynamics of policy
implementation in the public sector.

4. Conclusion

The implementation of the human resource management (HRM) system at the National Land Agency
(BPN) of Makassar City has been carried out quite well. This is evident from the analysis of four main aspects:
communication, resources, disposition, and bureaucratic structure. Internal communication among BPN
employees has been effective, with clear and transparent dissemination of information regarding recruitment
and HR development. However, challenges remain in conveying information to the public, particularly
concerning the understanding of procedures through online systems. In terms of resources, BPN Makassar
has made good efforts to ensure the availability of competent staff and adequate work facilities, although the
distribution of employees in several service units still requires improvement. The disposition or attitude of
policy implementers at BPN is also positive, with staff placement considering both competence and adaptive
work attitudes, supporting the smooth implementation of policies.

Additionally, the bureaucratic structure at BPN Makassar is well-organized through the implementation
of clear Standard Operating Procedures (SOPs) and technical guidelines, ensuring that each program runs
effectively and efficiently. The Complete Systematic Land Registration (PTSL) program serves as a concrete
example of policy implementation in line with SOPs, where all implementation stages are conducted
consistently and in a structured manner. This success demonstrates that the principles of good governance
have been well applied, enhancing public trust in land services. Nevertheless, this study also highlights the
need for improvements in certain areas, such as optimizing coordination with relevant ministries in the
recruitment process and enhancing public outreach efforts. Thus, BPN Makassar can continue to refine its
HRM system to achieve more effective and efficient performance in the future.
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