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Abstract 

The effects of education, or of other activities in which an organization is engaged, can 
be measured through an entire range of indicators. In the theoretical part of this paper, 
the importance of access to measuring Key Performance Indicators (KPI) in Business 
Process Management (BPM) and Business Process Reengineering (BPR) will be 
presented.  
In the empirical part, research in the form of analysis, carried out at the international 
level, including the results of the Croatian Tax Administration and Tax Administration of 
Austria, will be presented. The research was conducted based on 30 non-financial 
measures. Certain business services, such as tax application, taxpayers’ questions, 
monitoring and errors that occur in the taxation procedure, were used for comparison. 
The comparison was carried out based on time defined parameters.  
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Resumen 

Los efectos de la educación, o de otras actividades en las que participa una 
organización, se pueden medir a través de una amplia variedad de indicadores. En la 
parte teórica de este trabajo, se presentará la importancia del acceso a la medición de 
Key Performance Indicator (KPI) en Business Process Management (BPM) y Business 
Process Reengineering (BPR).  
En la parte empírica, se presentarán investigaciones en forma de análisis, realizadas a 
nivel internacional, incluyendo los resultados de las Administraciones Tributarias de 
Croacia y Austria. La investigación se basó en 30 medidas de carácter no financiero. Se 
llevó a cabo una comparativa de algunos servicios de negocio, como la solicitud de 
declaración de impuestos, las preguntas de los contribuyentes o la monitorización y los 
errores que tienen lugar en el proceso de declaración de impuestos. Dicha comparativa 
fue realizada utilizando parámetros de carácter temporal. 

Palabras clave: educación, administración pública, administración tributaria, desarrollo 
regional 
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Introduction 

Measuring performance is a complex activity that contains at least four disciplines: 
economics, informatics, management and accounting (Neely, 2005). Nevertheless, if 
some country, region or any other territory unit depends and largely bases its 
development on EU funds, it is necessary for that unit to extent the quality of planning 
and management of absorption capacities for withdrawal and use of EU funds (Devčić 
et al., 2015). To achieve that, it is necessary to measure the performance in these 
areas. It is very important for Croatia. 
Addressing the success of the business systems, which are profit-oriented, it is easier to 
measure than with eg. public administration (which have primary the nonprofit goals). 
And with profit oriented subjects, to acknowledge the success is a lot more often and 
faster than apply to systems that are of public interest, such as for example public 
administration, local administration, tax administration and so on. Not because those 
systems do not necessarily want that, but they are big, complex, and not just profit-
oriented. 
A recent study conducted by experts on the Faculty of Economics in Zagreb, and the 
Institute of Economics, identified differences in the economic performance of cities, 
given the size of the city (especially the differences in the efficiency of city government) 
indicate that the majority of Croatian cities has insufficient capacity for the effective 
conduct of public affairs. The same analysis could be carried out at the level of 
municipalities. This research opens up the question of the size of the territorial structure 
of local governments and a matter of finding the administrative-territorial organization 
that is both politically acceptable and allows the efficient and effective provision of public 
services. The solution is being implemented in some countries is mandatory merging 
smaller units into larger, so that they can successfully perform the functions assigned to 
them, while in some countries there is a possibility of association of local units for the 
joint performance of certain public functions (Šimović, et al., 2013). 
Despite of this obvious findings, for many years the decision makers do not make 
decisions that would have required setting up a system that would increase its 
efficiency. In next chapter, we present the theoretical basis of measurement KPI within 
the Business Process Management (BPM) and Business Process Reengineering (BPR). 
 

Role of Key Performance Indicators in BPM and BPR  

Key performance indicators (KPIs) are measures by which the performances of 
organizations, business units, and their divisions, departments and employees can be 
periodically assessed, compared and benchmarked (Bpmgeek, 2016). At the 
organization level, KPIs can be used for reviewing and will be useful for tracking, in the 
future, the effectiveness of any proposed changes to the business processes in the 
CTA. KPIs are defined as part of a hierarchical functioning and decision-making 
process. The hierarchy of business process components is described in the chart below. 
The performance indication is possible at each level of the process hierarchy. The 
higher level KPIs could be calculated based on lower level ones.  



 

 

 

  

 
Figure 1: Possible KPI levels 
 
The possible procedure of implementation and utilization of KPIs is briefly outlined 
below. 

 The strategy of the organization is first formulated including the definition of 
business, managerial and operational tasks. 

 Objectives are defined for each strategy aspect.  

 KPIs are determined for each objective. 

 KPIs should be acceptable, understood, meaningful and measurable.  

 If necessary, actual values of KPIs that are required for comparison with target 
values during periodic performance review must be available. 

 KPIs should be meaningful so that the fulfilment of their targets actively contributes 
to organizational improvement. The change in the value of the KPIs should clearly 
show the result of the reengineering. 

 The necessary inter-dependencies between strategies. For example, the strategies 
of the taxpayer perspective are aligned with the strategies of the Ministry of Finance 
(MoF) and the CTA staff.  

 The KPIs must have a hierarchy. Measures (KPIs) selected for each objective must 
have a well defined relationship with the measures of the “higher” objectives, and 
this fact must be kept firmly in mind while defining them. 

 Usually numerical targets are set for each KPI. These may be in terms of: single 
value, upper limit, lower limit, range of values, percentage of a specific 
quantity/value, etc. 
 

Another view of KPIs can be the view from different stakeholders. The next three tables 
show the possible KPIs from the perspectives of taxpayers, “management” and “tax 
clerks”. 



 

 

 

  

Taxpayers’ view  

Indicator 
classes 

Indicators Measures 

Quality 
delivered to 
Customer 

Complaints Number of complaints in a year 

Information on case status provided/not provided 

Contentious cases Number of contentious cases 

Bureaucratic language 
simplification 

Clearness in the presentation to a 
generic user 

Information availability 
Time required to get updated 
about the case status 

Easiness of finding information 
Qualitative scale (e.g. number of 
clicks) 

Easiness of filling cases 
Qualitative scale (e.g. number of 
fields) 

Easiness of finding regulations 
corresponding to a case 

Qualitative scale (e.g. number of 
clicks) 

Time and 
Service to 
Customer 

Response time 
Time from submission to issue 
(days)  

Punctuality cases late / total cases 

Rate of worked request Worked request / total request 

Cost of 
Customer 

Customer cost Product/service cost/fee (Kuna) 

Customer time 
(Time for information on case) + 
(time for following the case status) 
+ (time for receiving the service) 

Information Access Cost 

Time spent in asking for 
information about case and 
service (in days) Cost of 
information on service (Kuna) 

Cost for the customer service use 
Time spent in asking for 
information 

  

“Management” view  

Indicator 
classes 

Indicators Measures 

Process cost 
and revenues 

Unit cost Headcount / case-services (Year)  

Time usage Duration (day) 

Collected tax Kuna  

Process Time 
and Service 
level 

Process duration 
Number of process activities 
supported by IT / Total Number of 
process activities 

Process 
quality 

Incorrect documentation 
Incorrect-missing cases / total 
cases  



 

 

 

  

Indicator 
classes 

Indicators Measures 

Re-working rate  Cases reworked / complaints 

Rate of special cases Special cases / cases 

 
“Tax clerks” view  

Indicator 
classes 

Indicators Measures 

Services 
quality 
delivered 

Capability to prevent task/service  
errors 

Task/service error rate 

Capability to prevent "syntactic" 
(law)  errors 

Syntactic (law)  error late 

Flexibility 
Capability to manage anomalies 
(not technical) present/not present 

Integration Capability  
Capability to integrate different 
information, present/not present 

IT Support 

Rate of process activities 
supported by IT 

Number of process activities 
supported by IT / Total Number of 
process activities 

Rate of process activities replaced 
supported by IT 

Number of process activities 
replaced by IT / Total Number of 
process activities 

Cost and time 
of operation 

Complexity of the services 
Number of elementary activities to 
complete the services 

Time for training on the 
procedures (of services) 

Measured in hours 

Information access time Seconds 

Time to accomplish an activity Measured in minutes 

Information sharing cost 
Time for system data entry + time 
for system delivery output 

 
The appropriate set of KPIs is based on a combination and merging of KPIs of different 
stakeholders, and their priority is based on the Strategy. 
 

Comparison of performance indicators with the Tax Administration of Austria 

In the case of key performance indicators that are based on the standard as in the case 
of the Tax Administration of Austria, the key performance indicators is % of derived 
parameters of business services within the standard parameters. The following table 
shows a comparison of non-financial indicators according to certain standards between 
the Tax Administration of Austria and Croatian Tax Administration. 
 
 
 
 



 

 

 

  

Table 1 Comparision of Tax Administration of Austria and Croatian Tax Administration. 

Business service 
Standard 

(Austria) 

Standard 

(Croatia) 

Difference  

 

Tax application     

Application – private entities (citizens) 28 days 30 days -2 days 

Application – public entities (subjects) 28 days 30 days -2 days 

Submission (engl. Filing receipts)    

Electronic tax applications- private entities   14 days  20  days  -6  days 

Paper tax applications- private entities   42 days  60  days  -18 days 

Elektronic tax applications- public entities   14 days 20 days -6 days 

Paper tax applications- public entities   56 days 60 days -4 days 

Electronic reports on credit  activities 14 days - - 

Paper reports on credit  activities 14 days - - 

Electronic reports on debts 14 days - - 

Paper reports on debts 42 days - - 

Returns and payment    

Returns of overpaid taxes 28 days 30 days -2 days 

Special requests for paying the pension fund 
account 

21 days 30 days -9 days 

Claims on oil related taxes 14 days - - 

Service users questions    

Automatic response by e-mail   3 days - - 

Business investment 
Standard 

(ATO) 

Standard 

(PU HR) 

Difference 

 

Incoming acts 28 days 60 days -32 days 

Private written advices 28 days 60 days -32 days 

General issues by phone  5 min 5 min 0 min 

Premium service by tax expert (phone)  2 min 2 sata -60 min 

Visit to department for overall services 10/15 
min 

   10/15 
min 

   0 min 

Changes and monitoring     

Elekctronic changes 28 days 30 days -2 days 



 

 

 

  

Paper changes 56 days 60 days -4 days 

Monitoring of private written advices  28 days 30 days -2 days 

Monitoring of non-private written advices 56 days 60 days -4 days 

Monitoring of tax payera    

Audits and reviews finalized advice 7 days 30 days -23 days 

Mistakes    

Administrative mistakes 21 days 30 days -9 days 

Appeales    

Appeales – first contact 3 days 30 days -27 days 

Appeales – final decision 21 days 120 days -99 days 

Source: Hak, M. According to PU RH and ATO- Austrian Tax office 
 
Research is made in the form of analysis, carried out at the international level, which 
include the results of the Croatian Tax Administration and Tax Administration of Austria. 
The research is made on the basis of 30 non-financial criteria. For comparison were 
used certain business services, like tax application, question of taxpayers, monitoring 
and errors that occur in the taxation procedure. The comparison was made based on 
time defined parameters. Results clearly show, that in each of indicator Austrian Tax 
Office is faster, and that this office approve to the taxpayers more services than the 
Croatian Tax Office.  
 

Conclusion 

Public service is a set of activities which meet the general interest and which are legally 
regulated (eg, health, education, science, environmental protection, culture, social 
security, etc.) (Official gazette, 2015).  When we talk about measuring the success of 
the public service, there is a major challenge: how to satisfy the general interest. These 
general interests are only partly profit (in the sense e.g. that if we have an effective 
financial health system, then we have to extract less money from the budget for it), but 
more are non-profit, social or common. All over the world, experts and scientists in 
economy much more talk about non-financial indicators, as well as quality of life, years 
of life, education etc. as opposed to the traditionally oriented view mainly focused on on 
macroeconomic indicators, Gross domestic product (GDP), unemployment, stability of 
exchange rates, inflation and so on. Based on the research, we concluded that the 
system of public administration (especially his tax portion) is very complex, and that the 
Republic of Croatia as a new EU member country is in this sense lagging behind the old 
EU members (in this case Austria). This is one indicator, that tells us what we should 
research, but also where we have to the systematic apply these findings. 
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