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Volatility of stakeholder satisfaction and supply chain logistics inefficiencies over
the past decade pose significant challenges for Indonesian Customs in realising
its vision, which is to become the world’s leading customs and excise
organisation. Various studies have consistently found that stakeholder
satisfaction and service efficiency are intricately linked to the cultural values
embedded within the organisation. This article endeavours to scrutinise,
elucidate and deepen our understanding of the implications of implementing
adaptive cultural values and promoting stakeholder engagement in fortifying
organisational performance. It gives recommendations for these values for
systematic implementation in the digital transformation process. Employing a
mixed-methods approach incorporating both quantitative and qualitative
methodologies, this study selectively samples respondents representing
employees and officials of Indonesian Customs. Quantitative methodology is
employed to scrutinise and expound on hypotheses, complemented by
qualitative techniques such as observation, focus group discussions and in-
depth interviews. Outcomes from this study underscore the substantial impact
of stakeholders and adaptive cultural values on both digital transformation and
performance, and intersection of these variables emphasises the significance of
stakeholder focus and collaborative values, which influence efficiency, as well as

being a catalyst and social driver of change.

1. Introduction

The predominant challenge facing customs public services worldwide is
rooted in the inefficiencies inherent in business processes, as highlighted by
European researchers who underscore the significant constraints on
economic activity imposed by customs service procedures (Holzner & Peci,
2012). Customs administration (Customs) plays a pivotal role in generating
state revenues, safeguarding domestic industries, and ensuring smooth
supply chains. Furthermore, it aligns its practices with World Trade
Organization (WTO) commitments for effective and efficient trade
facilitation, working to prevent prohibited or unsafe exports and imports
(De Wulf & Sokol, 2005). As a result, the ongoing focus of customs
development is centred on enhancing public services to reduce trade costs,
ensure economic security, and elevate a country’s competitiveness and appeal
for investment (Gupanova, 2018).
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Phased customs organisation reform, incorporating the latest information
technology, modification of import management to support exports, and
restructuring of the management framework, reflects a commitment to
adapting to evolving needs (De Wulf & Sokol, 2005). Recognising the broad
impact and sustainability of customs public services, attention to their
performance becomes imperative. Mohasab and others (2010) emphasise the
correlation between service quality and stakeholder satisfaction,
underscoring the importance of monitoring and enhancing service delivery.
Within the Ministry of Finance of the Republic of Indonesia, notably
within the Direktorat Jenderal Bea Dan Cukai (Directorate General of
Customs and Excise, DGCE), digitalisation efforts have progressed since the
beginning of the transformation in 2012, when the compulsory first-
generation service application system was launched. This initiative aims to
establish an integrated platform in the export and import goods supply
chain, demonstrating a commitment to modernisation and efficiency.

Mahmud and Tesniwati (2023) found that organisational culture and
digital transformation have a significant impact on organisational
performance. In particular, organisational culture places a significant
emphasis on integrity, which poses a major challenge to customs
administrations globally. This challenge is exacerbated by the pervasive
problem of corruption, which transcends national levels of development
(McLinden & Durrani, 2013). Anticipating a positive shift, the integration
of digitalisation in public services, coupled with cultural values, competency
development, and stakeholder engagement, is expected to enhance Customs’
performance in supporting domestic industries. Gwardzinska’s (2012)
research on customs services in the European Union reinforces this
expectation. The use of adaptive work patterns is a noteworthy trend that
deviates from accepted conventions without compromising organisational
performance.

Spinuzzi (2012) and Yu and others (2019) found that flexible work
schedules can boost employee productivity, lower pollution and traffic,
promote teamwork and creativity, and save money. What part do culture,
knowledge sharing, and stakeholder engagement play in the DGCE’s
digitalisation process, and how is it carried out? Moreover, is the impact of
these elements on organisational performance mediated by digital
transformation, and how does the role of work patterns improve
organisational performance through moderating the digitalisation process?
To comprehensively address this multifaceted inquiry, this study adopted a
mixed-methods approach. Quantitative methods were used to analyse
relationships between manifest (measurable) and latent (theoretical)
variables, with subsequent qualitative validation through focus group
discussions and in-depth interviews with expert customs officials.

This research incorporated manifest and latent variables, including
mediating and moderating factors, ensuring a robust statistical analysis
through the Structural Equation Model (SEM) method. This research is
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expected to provide benefits, especially as a reference in the practice of
human resource management and customs services at the DGCE, provide
important information for stakeholders, and add to the body of knowledge
in the field of management studies. It describes methods to improve
organisational performance by implementing shared cultural values with
stakeholder engagement, modernising knowledge exchange through
collegiality, and producing the most adaptive work design as a strategic step,
because the outcome of this research is not only to improve internal
organisational performance and capacity over time, but also to impact
aggregate production efficiency, product competitiveness in global trade,
economic stability, public trust, and investor attractiveness. Practical
relevance and views are also expanded to provide vital insights into how to
implement this strategic initiative, which serves as an alternative role model.

2. Literature review

Several relevant concepts are outlined below regarding the background
and objectives of this study, including the concept of motivation to improve
performance, the importance of an adaptive organisational culture in
supporting that motivation, the concept of stakeholders, knowledge transfer,
and, in particular, the role of digital transformation and flexible workspaces
in supporting organisational performance improvement. As a result, this
study will attempt to explain these theories. Goal-setting theory, a major
theory in this study, asserts that motivation is required to persuade an
organisation to attain its goals. This approach combines digital
transformation as a mediator, adaptive work patterns as moderators, and
empowering values for people and stakeholders to ensure digitalisation
consistency. Performance measurements are included in organisational goals.
Customs, the primary agency in charge of monitoring national borders, has
two responsibilities: administering state levies on export/import activities
and enforcing international trade bans and restrictions; however, the scope
and management of technical agencies varies by country (Grainger, 2016).
To accommodate this, it is necessary to decide what type of management
will be used during the change process. The relationship between causes and
needs necessitates managerial and technological change, which is why
Nickols (2016) defines change management in three steps: managing
knowledge, reinforcing knowledge, and applying knowledge practically. To
improve performance during digital transformation, organisations must
consider the role of culture, knowledge transfer, and stakeholder
engagement; working from anywhere serves as a moderating factor in this
regard. The relevant concepts are explained below.

2.1. Goal-setting theory

Goal setting theory (GST) is a motivational theory that explains what
causes a group of people or organisations to perform better than before or
better than other groups on work-related tasks (Locke & Latham, 2013).
Goals have two distinct characteristics: content and intensity. Goal content
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Figure 1. Framework of goal-setting theory.

Source: Locke & Latham (2002)

refers to the desired object or outcome (e.g., increased stakeholder
satisfaction). Goal intensity refers to the amount of effort required to
achieve a goal. Motivated action is defined by three key characteristics:
direction, intensity, and duration. All three serve as performance mediators.
These concepts underpin Customs’ consideration of these factors to achieve
its objectives. Figure 1 depicts the relationship between goal setting and
performance.

2.2. Adaptive organisational culture drives performance

Organisational culture is critical for achieving peak organisational
performance (Wibowo, 2013). Culture can also vary within the same
organisation due to differences in sub-occupations or religious, educational,
or social groups represented by these differences, but each subculture has
certain characteristics that dominate an organisation (Cameron & Quinn,
2006). An adaptive culture is one in which employees prioritise changing
customer or stakeholder needs and support initiatives to keep up with these
changes (McShane & Von Glinow, 2008). It can also be said that an
adaptive organisational culture is a set of shared beliefs, values, and
behaviours that demonstrate an organisation’s awareness of and response to
environmental changes, as well as its commitment to taking agile and flexible
actions to address those changes (Constanza et al., 2016). The concept of
adaptive culture emerged in response to criticisms about the potential
inflexibility of organisational culture (Alvesson, 2002). One reason for
thinking in this manner is the significance of organisational culture,
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particularly its relationship to organisational learning, effectiveness, and
performance (Yilmaz & Ergun, 2008; Zheng et al., 2010). Customs should
keep this in mind as it embarks on its digital transformation.

2.3. Stakeholder analysis

Stakeholder analysis is also viewed as a method that can empower
organisations to influence decision-making (Prell et al., 2016), including
providing other initiatives and aspirations for creating adaptive public
services based on the demands of the situation. Stakeholders, both external
and internal, influence organisational performance (Hsieh, 2009).
Stakeholder engagement in this study is the role of agencies outside
Indonesian Customs and stakeholder communities in responding to services
and conveying aspirations or initiatives for service improvement. Stakeholder
engagement is measured by the following indicators: initiation (needs
analysis), planning (setting goals), implementation (supervision) and
evaluation. Based on the concepts, the important indicators for research are
initiation, implementation and control.

2.4. Knowledge transfer drives performance

Knowledge or information is important for organisations in their efforts
to preserve cultural values, learn new ideas, solve new problems and create
competitive advantages in new situations in the present and in the future
(Liao et al., 2015). Knowledge transfer can be interpreted as a process of
exchanging knowledge from one organisation to another (Argote & Ingram,
2000; Duan et al., 2010; Rotsios et al., 2014). Knowledge can be obtained
by various learning methods, both formal and informal. Several researchers
have found that a model, which links organisational learning with
organisational performance, based on the results of research on
organisational learning at the individual, group and organisational levels
(Marsick & Watkins, 1999), can increase innovation (Cavusgil et al., 2003)
and knowledge transfer within organisations (Jiang & Li, 2009), which will
later help improve organisational performance (Shiryan et al., 2012).

2.5. Digital transformation and flexible working spaces

Digital transformation is the combined effect of multiple digital
innovations involving new variables (and constellations of variables),
structures, practices, values, and beliefs that change, threaten, replace, or
complement the existing processes in an organisation, ecosystem, industry,
or field (Hinings et al., 2018), consistent networking of all economic sectors,
and adaptation of actors to new digital economic circumstances (Bondar et
al., 2017), and use of new digital technologies (Fitzgerald et al., 2014).
Therefore, utilising all organisational resources and appropriate information
technology, digital transformation can be described as a process of enhancing
organisational performance. Digital transformation also allows workers to
shift their work schedules and locations. Flexible workspaces provide larger
organisations with both increased utility and agility (Garrett et al., 2017).
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According to Erola and Kilpi-Jakonen (2017), members of organisations are
expected to share more knowledge and adopt more collaborative practices,
which can improve performance and innovation. Thus, knowledge exchange
to enhance performance is made possible by the digitalisation process, which
is facilitated by flexible work arrangements. As Indonesian Customs
embraces digitalisation and remote work, it is crucial to prioritise the right
values to enhance performance.

2.6. Measurement of organisational performance with stakeholder
satisfaction

Measuring and evaluating an organisation’s performance or achievements
is critical, but it should be noted that performance limits are difficult to
define because there is currently no standard definition of performance
(Lebas & Euske, 2006). Performance is a multifaceted construct (Hubbard,
2009), and each party interested in performance defines it based on their
understanding and interests. Organisational performance is the achievement
or output of an organisation’s processes or measurable actions over a given
time. Performance measurement not only establishes performance criteria,
but it also considers organisational goals, facilitates monitoring and
evaluation, and reporting, making it both a learning experience and a means
of identifying performance achievements. Kombo (2015) argues that
stakeholder satisfaction can be measured by faster and efficient service.

2.7. Hypothesis development

Studies of the food production industry in the United Kingdom and
Greece show that instilling specific values is a component of organisational
culture (Osei et al., 2023). Researchers have found that the strength of a
culture or a specific type of culture is linked to economic performance
(Sorensen, 2002). In another perspective, culture for an organisation is a
collection of special characteristics or traits in the form of beliefs, values, and
work styles, thereby distinguishing one organisation from another (El
Leithy, 2017). Denison and others (2006) and Constanza and others (2016)
state that adaptive culture affects performance. Mahmud and others (2022)
and Taylor (2014) conclude that cultural harmony at all levels of an
organisation influences performance achievement. This study highlights
adaptive culture as a latent construct with values indicators such as integrity,
stakeholder focus, collaboration, innovation, and self-development
(Cropanzano & Mitchell, 2005; Racela, 2014). Kane and others (2015) find
that culture can either facilitate or impede digital transformation. This
suggests that adaptive culture has an impact on organisational performance,

both directly and indirectly. Thus, the study’s first two hypotheses are:

* HI: Adaptive culture has a positive effect on digital
transformation
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* H2: Adaptive culture has a positive direct effect on
organisational performance.

External and internal stakeholders influence organisational performance
(Hsieh, 2009). Stakeholder engagement in this study refers to the role of
agencies other than Indonesian Customs and stakeholder communities in
responding to services and communicating aspirations or initiatives for
service improvement. Robu and Lazar’s (2021) research findings indicate
that increasing stakeholder participation in digital transformation initiatives
is critical as a foundation for cooperation and sustainability. Involving
stakeholders can lead to better digital change. Similarly, Muluka and others
(2020) state that the success of digital literacy programs is positively
influenced by stakeholder management (participation); additionally,
stakeholders can use their digital literacy to submit input and complaints for
necessary digital changes. Communication with stakeholders can provide
appropriate ideas for digital transformation projects (Da Costa Filho et al.,
2021). This suggests that stakeholder participation has a positive effect on
organisational performance, both directly and indirectly. Thus, the study’s
next hypotheses are:

* H3: Stakeholder engagement has a positive effect on digital
transformation

* H4: Stakeholder engagement has a positive direct effect on
organisational performance.

Sain and Wilde (2014) find that knowledge management, acquisition, and
dissemination are positively related to organisational performance. Other
empirical evidence from Al Hakim and Hassan (2013) shows that
knowledge transfer strategies have both a direct and indirect effect on
organisational performance via innovation as a mediating variable. Erceg and
Zoranovi¢ (2022) and Lazarenko (2018) find that knowledge transfer,
leading to cultural change, is crucial for digital transformation and should be
the first step in information management and transformation processes.
Based on this research, it is suspected that knowledge transfer influences
organisational performance both directly and indirectly, so further

hypotheses are:

* HS: Transfer of knowledge has a positive effect on digital
transformation

* Heé: Transfer of knowledge has a positive direct effect on
organisational performance.
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Mungania and others (2016) conclude that adaptive work patterns have a
signiﬁcant impact on the performance of Kenyan banking organisations.
Austin-Egole and others (2020) conclude that developing adaptive work
patterns can improve employee wellbeing and organisational performance.
Work pattern indicators in this study focus on employee skill development
and productivity. According to Davidescu and others (2020), in Romania,
flexible workspaces (adaptive work patterns) and information technology
development drive employee and organisational satisfaction and
performance, while also moderating the relationship between the two
variables. Based on this research, it is suspected that adaptive work patterns,
in addition to influencing performance, can moderate digital transformation
to strengthen performance, so hypotheses in this area of research are:

* H7: Work from anywhere (WFA) has a positive effect on
organisational performance

* HS8: Work from anywhere can moderate digital
transformation on performance.

Previous research on digital transformation was conducted by Guo and
Xu (2021) who investigated China’s manufacturing industry sector and
conclude that digital transformation has improved process-based efficiency
and can mediate the role of policy and innovation on performance. Zhang
and others (2021) find that digital transformation improves organisational
performance and there is a tendency to use information technology
capabilities in strengthening performance. Digital transformation is
positively related to organisational performance (Chouaibi et al., 2022).
Digital transformation has the potential to moderate organisational learning
towards innovation and performance (AlMujaini et al., 2021), mediating
business models on organisational performance (Y. Zhang et al., 2023).
Based on this research, it is suspected that apart from digital transformation
influencing performance, it can also mediate the three independent variables
to strengthen performance, so the following hypotheses were developed:

* H9: Digital transformation can mediate an adaptive culture
on performance

* H10: Digital transformation can mediate the stakeholder’s
engagement on performance

* H11: Digital transformation can mediate the transfer of
knowledge on performance.

Figure 2 outlines the framework of the research.
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Figure 2. Research framework.

Source: Authors.

3. Methodology

3.1. Research approach, variables, subjects and samples

This study uses a combination of methods (mixed-methods), quantitative
and qualitative. Mixed or combined research merges quantitative and
qualitative methods in a research activity, to obtain more comprehensive,
valid, reliable and objective data (Johnson & Christensen, 2004). Based on
the literature review above, Table 1 presents the latent and manifest variables
(indicators) and their scale. The initial step, data analysis, was performed
using the SEM method and processed with SmartPLS software. The SEM
method is used in research primarily to complement multilevel models
simultaneously. Several indicators from SEM analysis are evaluated and
compared to standard values, such as variable loadings and construct
relationships, factor validity and reliability, model fit indices, and p-values or
t-statistics indicate the significance or acceptance of a hypothesis, including
mediation and moderation. Each variable indicator was measured using a
Likert scale and the latent variable was operationalised by translation into a
measurable (manifest) indicator, as outlined in Table 1.

This study was conducted within the DGCE, which represents all
Indonesia, with the focus on officials and employees from 20 Regional
Offices and three Main Service Offices. Customs and Excise inspectors
working in the service sector were chosen as respondents. A minimum
sample of 210 respondents was obtained using the Krejcie and Morgan table
(Krejcie & Morgan, 1970; Shela et al., 2023), assuming a 5 per cent level of
confidence. The respondents in the study were from 20 Regional Offices
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Table 1. Summary of operational research variables.

Variable Manifest variable

Latent variable Reference concept (indicator) Scale
1. Integrity
2. Stakeholder focus
3. Staffengagement
4. Collaborative
5. Innovative

Adaptive Culture McShane & Von Glinow (2008); 6. Self-development

(AC) Constanzaet al. (2016) AC 7. Vision understanding Likert
1. Initiative

Stakeholder 2. Implementation

Engagement (SE) Hsieh (2009); Sun & Henderson (2016) SE 3. Controlling Likert
1. Training

Knowledge Shiryan et al. (2012); Cavusgil et al. 2. Cooperation

Transfer (KT) (2003); Gupta & Govindarajan (2000) KT 3. Communication intensity Likert
1. Agility

Digital 2. Adaptability

Transformation Chebotareva (2021); Okazaki (2017); 3. Efficient

(DT) Holzner & Peci (2012) DT 4.  Economic benefit Likert
1.  Work-life balance

Work from Kelliher & Anderson (2009); Garrett et al. WFA (Adaptive 2. Productivity

Anywhere (WFA) (2017); Cho (2020) Work Pattern) 3. Skill development Likert
1. Target realisation of Key

Organisational Performance Indicatiors

Performance Daft (2010); Blocher et al. (2005); 2. Stakeholder satisfaction

(OP) Lumanaj (2015) OP 3. Efficiency Likert

Source: Authors, based on literature review.

and three Echelon II Main Service Offices. The representative sample size for
use in the SEM analysis approach should be at least five times the number of
indicators or parameters (Ferdinand, 2014; Hair et al., 2014). In this study,
the number of indicators consisted of 23 variables, so the minimum sample
size required is: 23 x 5 = 115. Gay and Diehl (1992) state that the sample
size for a descriptive study should be at least 10 per cent of the population;
however, the larger the sample, the better. Yount (2006) and Gay and others
(2009) recommend a minimum sample size of 10 per cent for a population
of 101 to 1,000.

3.2. Focus group discussion and quantitative strategic planning matrix

analysis

This qualitative method begins with a Focus Group Discussion (FGD),
which is a popular method for gathering and presenting data in research.
The information gathered is the result of informant exploration of social
interactions during the discussion process (Lehoux et al., 2006). In general,
this activity is performed following the completion of the multivariate
analysis to confirm and reconcile quantitative analysis data (SEM) with
secondary evidence and facts gathered by employees during the discussion
process. This is followed by identifying external and internal organisational
factors (EFE and IFE, respectively) based on the study’s six latent variables,
developing a Threats, Opportunities, Weaknesses, and Strengths (TOWS)
strategy matrix, and finally compiling or formulating a plan. The
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Quantitative Strategic Planning Matrix (QSPM) analysis is used to assess the
relative attractiveness of strategic options (David, 2000) and prioritise policy
alternative courses of action. In-depth interviews, observations, and FGDs
help to corroborate and deepen the hypothesis testing results. The
confirmation includes all latent factors and measurable indicators. Based on
confirmation, reconciliation, and in-depth interviews, recommendations
were developed to execute performance accomplishment methods using the
priority scale values of the five latent variables. The FGD was conducted
three times: the first and second with internal parties of the organisation
consisting of echelon officials and officials related to services to stakeholders,
and the third with external parties and academics. The study was approved
under ethics protocol number 5119230014.

4, Results and discussion

4.1. SEM analysis

This study contains six latent variables and 23 manifest variables
(indicators). The number of respondents (251) represents the number of
questionnaire responses that were received from the 448 questionnaires
distributed. This number exceeds the minimum sample size. The results of
SEM with the partial least squares (PLS) approach were tested by comparing
the results of the measurement model (or outer model, which describes the
relationship between the latent constructs and their observable indicators)
and the structural model (or inner model, which shows the hypothesised
relationships among the latent variables) of the model under study. The
loading factor shows the magnitude of the correlation between the indicator
and the (latent) construct, so that a valid indicator can justify the construct.
The results for each indicator in the adaptive culture (AC) variable show a
loading factor value between 0.69 and 0.80, for stakeholder engagement (SE)
between 0.73 and 0.88, for knowledge transfer (KT) between 0.77 and 0.84,
and for adaptive work pattern (WFA) between 0.71 and 0.89. The
moderating variable, digital transformation, has a value between 0.74 and
0.77, and the independent variable, 0.81 to 0.83. Thus, all the variables
studied are valid. Composite (or construct) Reliability (CR) can be used in
PLS reliability testing. The CR value is greater than 0.7 and the Cronbach’s
alpha value (another measure of reliability) is greater than 0.6, indicating
that the data is reliable and that all indicators are consistent in measuring
each variable.

Furthermore, reliability testing produced a CR of exogenous
(independent) and endogenous (dependent) variables greater than 0.9,
except for SE (0.884), indicating that this research instrument is trustworthy.
This structural model was evaluated by examining how each latent variable
affects the other latent variables. Testing is performed by looking at the value
of the paths between each manifest and latent variable to determine their
significance, as measured by the t-value of the path (obtained using the
bootstrapping technique). The numbers in the outer and inner models
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Table 2. Model fit results

Criteria Saturated model Estimated model
SRMR 0.058 0.059

d_ULS 4.399 4.651

d_G 3.133 3.221
Chi-Square 3670.390 3688.826

NFI 0.713 0.712

Source: Authors, data processed by SmartPLS.

represent each manifest and latent variable’s level of significance (t-value).
Stakeholder engagement is most significant (9.2), followed by adaptive
culture (6.7) and digital transformation (4.7). Only one latent variable, the
direct impact of knowledge transfer on organisational performance, has a
value less than 1.96, so is not statistically significant.

The direct influence of the three independent variables on DT
(moderating variable) ranges from 0.07 to 0.526, with SE having the greatest
influence at 0.526, AC at 0.387 and KT at 0.07. The direct influence of the
three independent variables on OP spans from 0.005 to 0.19, with SE
having the greatest influence at 0.19, AC at 0.135 and KT at 0.005. The
mediating effect of DT on the three independent variables on OP is 0.403.
The moderating effect of WFA on the effects of DT and OP is 0.10.

Each variable, including the primary indicators, met the appropriateness
criteria as determined by confirmatory factor analysis (CFA) and the
goodness-of-fit test. Standardised root mean square residual (SRMR), the
squared Euclidean distance (d_ULS), the geodesic distance (d_G), Chi-
Square, and Normed Fit Index (NFI) were computed for each variable; the
NFI is used to assess how well the proposed statistical model fits the
empirical data. Table 2 shows that the model is satisfactory and meets the
goodness-of-fit criteria. When the SRMR is less than 0.08, particularly
0.059, the Geodesic Distance surpasses 0.9, and the NFI exceeds 0.7, the
model goodness-of-fit test yields acceptable results. The notion of
convergent validity asserts that a construct’s manifest variables must be
strongly connected.

Convergent validity with PLS software can be determined by the loading
factor for each construct indicator; however, to assess convergent validity,
both the loading factor value and the average variable extracted (AVE) must
be greater than 0.5. All latent variables have AVE values greater than the
specified value, with AC, SE, KT, DT, WFA, and OP at 0.57, 0.60, 0.65,
0.56, 0.73, and 0.68, respectively. The manifest variables met the criteria for
convergent validity. The coefficient of determination (R?) for exogenous
variables versus endogenous variables was 0.842. Thus, the exogenous
variables can reliably explain the factors that drive performance.
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Table 3. Hypothesis test results

Hypothesis Variable t statistic p value Influence

H1 AC->DT 6.705 0.001 +/significant
H2 AC->OP 2.259 0.003 +/significant
H3 SE->DT 9.205 0.017 +/significant
H4 SE ->OP 3.451 0.000 +/significant
H5 KT->DT 2.049 0.000 +/significant
Hé6 KT ->OP 0.171 0.166 No effect

H7 WFA -> OP 5.103 0.000 +/significant
H8 WFA -> OP (moderation) 2.017 0.072 +/significant
H9 AC->DT->OP 3.845 0.000 +/significant
H10 SE->DT->OP 4.105 0.000 +/significant
H11 KT->DT->OP 2.033 0.043 +/significant

Source: Authors, data processed by SmartPLS.

4.2. Hypothesis test results

The hypothesis test results (Table 3) show that all the independent
variables studied have a positive effect on the dependent variable, except for
the KT variable (H6), which directly affects performance. Similarly, the
digital transformation variable can fully mediate the independent variable’s
impact on performance (H9, H10, and H11). The WFA variable can help to
moderate digital transformation and improve performance.

4.3. Confirmation of FGD results and strategy formulation

The hypothesis test results include presentation materials for FGD
activities with customs echelon officials. The TOWS matrix (Figure 3)
describes the FGD results and includes a map of strategic choices that are
policy priorities. According to the IFE-EFE analysis, Customs’ performance
is in quadrant 1 (first), which includes both opportunities (O) and strengths
(S).

The TOWS analysis results, which take the form of value-based strategies
for improving organisational performance, can be used to develop cultural
programs, productive collaboration, adaptive work patterns, and compatible
digitalisation steps. Table 4 shows the results of the QSPM matrix
calculation using key factors from the IFE-EFE matrix, with the Total
Attractiveness Score (TAS) for strategies *, **, and *** of 3.47, 3.60, and
3.12, respectively. Based on the results of the three strategies, Strategy ** is
the most appropriate option given the organisation’s current state.
According to the QSPM analysis, the priority strategy is to create social
capital for public service market expansion and to develop flexible, agile,
efficient, cooperative, and inclusive service systems and organisations. The
TOWS strategy formulation results show that alternative strategies fall into
quadrant 1 (OS). This is consistent with the results of the quantitative
analysis, which show that stakeholders have the greatest direct and indirect
impact on performance.
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Figure 3. The Threats, Opportunities, Weaknesses, and Strengths (TOWS) matrix

Source: Authors, data processed and adapted from the FGD.

Table 4. Quantitative Strategic Planning Matrix analysis (QSPM) (results of the TOWS Matrix Strategy Formulation, IFE-EFE and FGD).

Alternative strategy

Key factor Weight ftrategy ff rategy ff: ategy
AS TAS AS TAS AS TAS
1 HR competency 0.13 4 0.52 4 0.52 4 0.52
Strength 2 Culture program 0.10 4 0.40 4 0.40 3 0.30
3 Infrastructure 0.08 3 0.24 3 0.24 4 0.32
1 Reward scheme 0.07 3 0.21 4 0.28 4 0.28
Weakness 2 Conflict of interest 0.07 3 0.21 3 0.21 3 0.21
3 Risk management 0.09 3 0.27 3 0.27 3 0.27
1 Adaptive digital 0.07 3 0.21 4 0.28 3 0.21

transformation
Opportunity ™ Dynamics of adaptive culture 007 3 021 4 0.28 3 021
3 Collaborative 0.08 3 0.24 4 0.32 3 0.24
1 Stakeholder satisfaction 0.08 4 0.32 3 0.24 3 0.24
Threat 2 Inefficiency 0.08 4 0.32 4 0.32 2 0.16
3 Reduction of target 0.08 4 0.32 3 0.24 2 0.16
achievement
TAS score 347 3.60 3.12
Notes: AS = Attractiveness Score; TAS = Total Attractiveness Score (= weight x AS).
Source: Authors.

This research was concluded by reconciling or finding common threads
between the results of quantitative and qualitative research, after it was
discovered that the results of quantitative data processing met the criteria of
validity and reliability, hypothesis testing, the correlation coefficient of each
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indicator, and the coefhicient of determination of the independent variables
on the dependent variable. In this way, qualitative research results confirm
and strengthen each indicator, allowing for the formulation of a strategy

based on this approach.
5. Discussion

The quantitative data processed in the initial stage serves as the
foundation for addressing the research problem formulation questions. Each
hypothesis can be systematically elucidated as follows: the examination of
the role of adaptive culture in influencing the digital transformation process,
as evidenced by hypothesis testing, establishes that adaptive culture
significantly fosters the enhancement of customs’ digital transformation.
This finding aligns with prior research by Kane and others (2015), afhrming
that culture can either propel or impede digital transformation. Establishing
a culture adaptable to change lays the groundwork for smoother adoption of
new technologies and business processes. Tuukkanen and others (2022)
further underscore the pivotal role of cultural values in supporting or
hindering an organisation’s digital transformation journey, emphasising
culture’s influence on technology adoption. Dash and others (2021)
concluded that a company’s organisational culture significantly impacts
digital innovation.

Stakeholder engagement emerges as a pivotal factor directly influencing
digital transformation, displaying a stronger correlation with other variables.
Simultaneous stakeholder involvement in the digital transformation process
accelerates and ensures the suitability of required transformations in public
services. This finding aligns with research by Robu and Lazar (2021),
emphasising the urgency of increasing stakeholder participation in digital
transformation initiatives for collaborative and sustainable foundations.
Muluka and others (2020) further substantiate the positive impact of
involving stakeholders in driving digital change. The positive correlation
between knowledge transfer and digital transformation, while statistically
smaller, suggests that effective knowledge transfer reinforces organisational
digital change. This aligns with Erceg and Zoranovi¢’s (2022) research,
highlighting knowledge transfer as a crucial component initiating the digital
transformation process. Adaptive culture directly and positively influences
organisational performance, validating the hypothesis testing results. This
affirms that adaptive culture significantly enhances Customs’ performance,
consistent with research by Okwata and others (2022), Tuukkanen and
others (2022), Taylor (2014), and Testa and Sipe (2013), highlighting the
direct or indirect impact of an adaptive organisational culture on
performance. Stakeholder engagement also directly affects organisational
performance with a stronger correlation among variables, emphasising that
stakeholder involvement contributes to organisational performance. This
result echoes Kenyoru’s (2015) research, emphasising the significant
contribution of stakeholder strategies to organisational performance. The
positive correlation between knowledge transfer and organisational
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performance suggests that effective knowledge transfer influences
organisational performance. Rhodes and others (2008) and Zamfir (2020)
confirm that knowledge transfer positively affects organisational
performance.

In addition to influencing organisational performance, digital
transformation mediates the three independent variables: adaptive culture,
stakeholder participation, and knowledge transfer. The positive correlation
found between digital transformation and organisational performance
demonstrates that digital transformation has a positive impact on
performance. This is consistent with previous research by Guo and Xu
(2021), Zhang and others (2021), and Teng and others (2022), who
examined how digital transformation can improve process-based
performance, organisational performance, and business performance.
Adaptive work patterns serve as a moderator, positively impacting
organisational performance. This variable improves organisational
performance, as demonstrated by Mungania and others (2016), who
emphasise the importance of adaptive work patterns on the performance of
Kenyan banking organisations. According to Austin-Egole and others
(2020), developing adaptive work patterns improves employee wellbeing and
organisational performance. Table 4 demonstrates the growing importance
of adaptive culture, stakeholder participation, and knowledge transfer in
driving performance through digital transformation. Adaptive work patterns
facilitate digital transformation and improve performance. In essence,
incorporating cultural values, stakeholder participation, and knowledge
transfer into the digital transformation process is critical, recognising the
importance of digital transformation while adapting to technological
advancements and meeting stakeholder demands. The results of quantitative
research are supported by qualitative research findings, specifically the
similarity in the placement of cultural values, stakeholders, knowledge
transfer, digital transformation, and work patterns in achieving goals or
performance. Values-based strategies that include digital transformation,
stakeholder participation, and cultural components can help organisations
improve performance. The Strategic Plan Document at the DGCE and
lower vertical offices, such as Soekarno Hatta Customs and Excise, and
Bogor Customs, confirmed the research findings. Furthermore, because of
and in response to these conclusions, recommendations are made, which
institutional leaders can implement and consider when determining the
organisation’s operational policies. The stages of this research are alternatives
for developing a strategy to improve performance based on adaptive cultural
values, stakeholder involvement, and knowledge transfer, which will be
implemented through digital transformation and flexible work alternatives.

This study confirms the common thread between the quantitative and
qualitative results and can serve as a reference for policymakers (in this case,
the Minister of Finance) to require all employees at various levels to
incorporate cultural values into their key performance indicators for
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accountability at the end of the assessment period, specifically the values of
integrity, professionalism, collaboration, inclusiveness, stakeholder focus,
caring, and creativity. Stakeholders should be encouraged to use the
Indonesian National Logistic Ecosystem as an integrated platform to make
the supply chain mechanism faster and more efficient; develop social capital
as a means of disseminating information among the crowd; and aid in the
expansion of export-oriented services while strengthening organisational and
employee capacity. Learning from previous experience, when Samsung’s
Android technology, a product innovation, was debuted, it outperformed
competitors such as Nokia and BlackBerry by offering features targeted to
public needs. Fiscal authorities, on the other hand, face new issues in terms
of taxing rules for digital items, which might lead to problems if not
managed and anticipated promptly. As a result, digitalisation and adaptive
organisational changes must continue to be adopted to fulfil public needs,
especially the public service in the customs environment.

6. Conclusion and recommendation

An adaptive organisational culture can influence and strengthen the
digital transformation process within Indonesian Customs, which will
improve organisational performance and help achieve its vision. This means
that if Indonesian Customs can lay a strong foundation by building a
culture that is more adaptive to change, then the adoption of new
technologies and business processes can run more smoothly. As the statistical
correlation between DT and AC is 0.387, the role of AC is moderate. To
create national benefits, such as forming social capital as part of an efficient
supply chain network, stakeholders are the right parties to collaborate more
productively and establish a situation of mutual trust. They do this by
taking proactive measures, controlling the service process (feedback), and
being critical of the implementation of statutory provisions. Stakeholders are
the measure of a service’s or organisation’s success. This role is extremely
important, as evidenced by the statistical correlation of 0.526 between SE
and DT, and the findings of Robu and Lazar (2021), which highlight the
importance of stakeholder initiation and collaboration. Knowledge transfer
has a weak positive effect on digital transformation (with a statistical
correlation of 0.07), but not as much as culture and stakeholders. The
DGCE has maintained a tradition of knowledge sharing and adapting to
technological advancements, such as the implementation of the Ministry of
Finance Learning Centre, which employs an application system for digital
training and knowledge sharing. These values must be developed in
conjunction with an adaptive culture, that is, a culture that prioritises the
needs of stakeholders, particularly through indicators such as stakeholder
focus, employee engagement, collaboration, innovation, and self-
development. This collaboration demonstrates concern for stakeholders and
promotes innovation and self-development. In other words, internal and
external collaboration can be directed towards productive, transparent
outcomes that increase stakeholder satisfaction. Digital transformation and
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remote work have proven to be effective at mediating and moderating
cultural values and stakeholder roles, so they should be developed in
accordance with current needs to improve performance.

The most effective customs strategy is ultimately the development of
adaptive, agile, efficient, collaborative and inclusive service systems and
organisations, as well as the creation of opportunities for beneficial
cooperation between Indonesian Customs, the business environment, and
the larger community to expand access to public services, including
facilitating global trade. Organisational change is unavoidable, and digital
transformation accompanies it. Implementing the findings of this study in
daily public services, as elaborated in the final paragraph of the introduction
and discussion, will encourage organisations to develop adaptability and
authentic engagement, resulting in more resilient, agile, and high-performing
institutions with an impact on employees, communities, and the larger
market. Organisations can orchestrate change, stimulate innovation, and
preserve resilience in the face of a continually shifting environment by
putting adaptive cultural principles into practice. This ultimately supports
sustained success. At the same time, proactive stakeholder engagement
promotes trust, cooperation, and a long-term dedication to common
objectives in addition to bringing organisational aims into line with
stakeholder expectations.
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