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Abstract. Business Process Management (BPM) has increasingly been recognized as a strategic approach to improving efficiency,
service quality, and digital transformation in public sector organizations. However, existing studies tend to emphasize its benefits
without adequately addressing the structural and institutional challenges that influence its implementation, resulting in fragmented
insights. This study aims to provide a comprehensive and balanced understanding of BPM by examining both its benefits and
challenges within the public sector context. This study applies a systematic literature review (SLR) methodology to examine peer-
reviewed articles on BPM deployment in public organizations. The findings reveal three key benefits of BPM implementation:
improved organizational efficiency and cost reduction through process optimization; enhanced service delivery in terms of quality,
responsiveness, and citizen satisfaction; and strengthened digital transformation through the integration of digital technologies and
process redesign. At the same time, four major challenges are identified: siloed data and systems, lack of leadership commitment,
bureaucratic resistance, and limited technical expertise. This study contributes to the BPM literature by integrating benefit-oriented
and constraint-based perspectives into a unified analytical framework, particularly within the public sector context. The findings
provide both theoretical insights and practical implications for policymakers and practitioners in designing more effective and
sustainable BPM initiatives. Future research is recommended to explote the longitudinal impact of BPM on public value, governance

performance, and citizen trust.
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I. INTRODUCTION

Business Process Management (BPM) has emerged
as a critical approach for improving efficiency, service
quality, and organizational performance in both private
and public sector organizations [1], [2]. In the context
of public administration, BPM integrates managerial
principles and information technology to streamline
workflows, enhance transparency, and support
evidence-based decision-making [3], [4]. Governments
increasingly rely on BPM to address inefficiencies,
improve inter-agency coordination, and support digital
governance initiatives [5], [0].

Despite its growing relevance, existing studies on
BPM in the public sector tend to emphasize its
operational benefits—such as efficiency gains, cost
reduction, and  setvice improvement—without
sufficiently examining the contextual and institutional
challenges that influence its implementation [7], [8].
Moreover, prior literature often focuses on isolated case
studies or specific sectors, resulting in fragmented
insights and limited theoretical consolidation [9], [10].

From a theoretical perspective, there is still a lack of
integrative understanding that connects BPM benefits
with organizational, technological, and cultural barriers
in public sector settings. While some studies highlight

BPM maturity and culture as critical success factors [7],
others emphasize digital transformation capabilities
and leadership roles [10], [11]. However, these
perspectives remain disconnected, creating a research
gap in synthesizing both enabling factors and
constraints within a unified analytical framework. In
addition, previous systematic literature reviews have
largely focused on BPM in general or private sector
contexts, with limited attention to public sector-
specific dynamics such as bureaucratic rigidity,
governance complexity, and public accountability
requirements. This indicates a novelty gap, where a
comprehensive synthesis that simultaneously examines
benefits and challenges of BPM in public organizations
is still underdeveloped

Therefore, this study aims to fill this gap by
conducting a systematic literature review (SLR) to
provide a  holistic understanding of BPM
implementation in the public sector. Specifically, this
study identifies key benefits and challenges of BPM
adoption and analyses how these factors influence
organizational efficiency, service delivery, and digital
transformation. By integrating both positive outcomes
and implementation bartiers, this research contributes
to a more balanced and theoretically grounded
perspective on BPM in public administration.
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II. LITERATURE REVIEW 8

Business Process Management (BPM) is a
multidisciplinary field that integrates concepts from
information systems, management science, and
industrial engineering to design, analyze, and optimize
organizational processes [13]. It emphasizes continuous
improvement, process standardization, and
performance measurement to achieve organizational
objectives effectively [14], [15]. In recent years, BPM
has evolved from a purely operational tool into a
strategic capability that supports digital transformation
and organizational agility. Studies highlight that BPM
enables organizations to transition toward data-driven
and service-oriented models, particularly in complex
environments such as the public sector [30], [31].

Several theoretical perspectives have been used to
explain BPM adoption. The process-oriented view
emphasizes efficiency and workflow optimization, while
the capability-based view links BPM to dynamic
capabilities and organizational adaptability [38].
Additionally, BPM culture theory suggests that
successful implementation depends on shared values,
leadership commitment, and process awareness within
organizations [8]. In the public sector context, BPM
plays a crucial role in addressing bureaucratic
inefficiencies and improving service delivery. Research
shows that BPM contributes to transparency,
accountability, and citizen-centric services [23], [24].
However, public organizations face unique constraints,
including rigid structures, regulatory complexity, and
limited flexibility compared to private firms [27], [29].

Recent studies also highlight the integration of BPM
with emerging technologies such as artificial
intelligence, blockchain, and process mining to support
digital transformation initiatives [34], [37], [40]. These
technologies enhance process visibility, automation, and
decision-making capabilities.

Despite these advancements, the literature reveals
several inconsistencies. Some studies report significant
performance improvements from BPM adoption [18],
[25], while others highlight implementation failures due
to organizational resistance and lack of expertise [10],
[22]. This inconsistency indicates the need for a
comprehensive synthesis that examines both benefits
and challenges simultaneously. Thus, the novelty of this
study lies in integrating fragmented findings into a
unified framework that captures both the positive
impacts and structural bartiers of BPM implementation
in public sector organizations.

III. METHODOLOGY

To comprehensively investigate the benefit of
implementing Business Process Management (BPM) in
the public sector. According to Kitchenham, a
Systematic Literature Review (SLR) is an organized

method for identifying, evaluating, and synthesizing all
available research pertinent to a specific research
question, topic area, or phenomenon of interest [16].
This study follows the planning stage, conducting
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stage, and reporting stage as illustrate in Figure 1.
Figure 1. Systematic Literature Review Steps

Planning Stage

In the initial phase of the systematic literature
review (SLR), the requirements for conducting the
review are established (Step 1). A detailed review
protocol was created to guide the review process and
minimize researcher bias. This protocol outlined the
research questions, search strategy, study selection
criteria  with  specific inclusion and exclusion
parameters, quality assessment methods, and
procedures for data extraction and synthesis.

The research question was formulated using the
PEO (Population, Exposure, Outcome) framework.
This framework aids in developing research questions,
identifying key search terms, and guiding the selection
of studies based on the research question [17].

Population (P) : Public sector organizations

Exposure  (E): Implementation of Business
Process Management (BPM)

Outcome  (O): Improved organizational
efficiency, service delivery,
and performance

According to PEO framework, research question
for this study is "What are the benefits of implementing
Business Process Management (BPM) on the
organizational efficiency and service performance in
public sector organizations?". Building on the
preceding research, the primary goal of this systematic
literature teview is to explore the benefit of
implementing BPM in the public sector especially
government sector (Step 1).

Guided by the research question, the review will
focus on analyzing the benefit of BPM implementation
(Step 2). A variety of research methods from primary
studies will be utilized to comprehensively assess the
context and evaluate the impact on public sector (Step

3).

Conduction Stage

The search process (Step 4) involves various
tasks, such as selecting digital libraties, crafting the
search query, conducting a pilot search, refining the
search terms, and retrieving an initial collection of
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primary studies from digital libraries that align with
the search criteria. Before commencing the search,
choosing an appropriate array of databases is crucial
to enhance the probability of discovering highly
pertinent articles.

The field's most widely utilized literature
repositories are explored to ensure a comprehensive
selection of studies. This thorough approach is
indispensable for achieving thorough coverage of the
literature. The identified digital databases encompass
Science Direct (sciencedirect.com) 529 articles,
Scopus  (scopus.com) 363 articles, IEEE
(ieeexplore.icee.org) 87 articles. The search string that
was used is as follows: “Business Process
Management" or "BPM") and "Public Sector" OR
"Government Sectot".

The search strategy was systematically refined to align
with the specific requirements of each database. Searches
were conducted using titles, keywords, and abstracts, and
were restricted to publications dated between 2014 and
2024. Primary studies selection (step 5) was conducted
based on defined inclusion and exclusion criteria below:

Table 1. Inclusion And Exclusion Criteria

Criteria Description Code
Inclusion  Studies discussing the IN1
Criteria impact of BPM on Public

Sector

Studies that suggest BPM ~ IN2

for Public Service

Enhancement

Studies written in English ~ IN3
Exclusion  Studies related to BPM EX1
Criteria implementation outside

government or public
sector

Studies that are published ~ EX2
in a form other than

academic Journal articles

and conference

proceeding

Figure 2 illustrates the detailed search approach and
the quantity of primary studies identified at each stage.
Presented in this review (step 6). Researchers utilize the
Mendeley Software Package (http://mendeley.com) to
save and organize their study findings. Studies that were
conducted by the same authors and published in multiple
journals were also not included (step 7). Following the
completion of this comprehensive text selection
procedure, a total of 31 primary studies were retained.
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Figure 2. Search and Selection Steps of Primary Studies

Diverse methodologies were utilized to combine the
obtained data (step 8), customized to suit various forms
of study inquiries. In this study, a narrative synthesis
approach was employed, and the data were organized in
a manner that corresponded to the research questions.
Bibliographic analysis was conducted to support the
trends of the BPM research addressing the role in the
digital transformation for 979 records using VOS viewer
software.

As illustrated in Fig 3. Bibliographic visualization
highlights Business Process Management (BPM) as the
central theme, strongly connected to enterprise resource
management, public sector, and public administration,
indicating its role in improving processes and
governance. Emerging technologies like artificial
intelligence, process mining, and blockchain appear as
key enablers, supporting decision-making, digital
transformation, and transparency. Themes like
sustainability, e-government systems, and information
security further emphasize BPM’s integration with
digital tools to drive efficiency, innovation, and public
service optimization. The interconnected clusters reflect
BPM’s growing importance across technology,
governance, and organizational management.
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Figure 3. Bibliographic Map of Keyword Co-

occurrences Analysis

The graph highlights Business Process Management
(BPM) as the central theme, strongly connected to
enterprise resource management, public sector, and
public administration, indicating its role in improving
processes and governance. Emerging technologies like
artificial intelligence, process mining, and blockchain
appear as key enablers, supporting decision-making,
digital transformation, and transparency. Themes like
sustainability, e-government systems, and information
security further emphasize BPM’s integration with
digital tools to drive efficiency, innovation, and public
service optimization. The interconnected clusters reflect
BPM’s growing importance across technology,
governance, and organizational management.

10

Maulia Jayantina Islami 1*, Puspo Dewi Dirgantari 2, Asep Wahyudin3. “Business Process Management in The Public Sector:

Unlocking the Benefits



SINERGI: Jurnal Ilmiah Ilmu Manajemen, VOLUME 16, NUMBER 01 (MARCH) 2026

Reportions Stage

This literature review synthesizes the findings of 24
primary studies examining the impact of BPM on
government or public sector performance. In the
reporting stage of this SLR on the benefit of BPM
implementation in the public sector, a thorough synthesis
and presentation of the analyzed data are provided. This
section carefully compiles and interprets findings from
the selected studies, aiming to deliver a comprehensive
understanding of the benefit of BPM implementation in
the public sector. The findings, along with a detailed
explanation of the results (step 9) of the previous stage,
will be presented in the following Results and Discussion
section.

IV. RESULT AND DISCUSSION

This study reveals both the substantial benefits
derived from the implementation of Business Process
Management (BPM) in the public sector and the critical
challenges that may impede its successful realization.

Table 2. Extracted BPM Benefits from Primary
Studies

Extracted Reference

Issues

Brief Explanation

Studies

Enhanced Service Delivery

BPM initiatives have been shown to improve the
quality and efficiency of public services. It improves the
quality and efficiency of public services by addressing
bottlenecks and enabling faster, more reliable service
delivery. Citizens and businesses benefit from quicker
response times and higher satisfaction levels [8], [23],
[24], (25, [26], [27], [28], [29].

Digital Transformation:

BPM plays a crucial role in the digital transformation
of public services, leading to more efficient and effective
service delivery. This includes the redesign of processes
to better meet the needs of citizens and businesses [10],
[19], [27], [33]. BPM also supports digital transformation
by integrating digital tools and redesigning processes to
be more agile and citizen-centric. This enhances service
delivery while reducing bureaucratic delays [21], [30],
[31], [32], [34], [35], [36], [37], [38], [39], [40]. Despite the
well-documented  benefits of Business Process
Management (BPM) in enhancing efficiency and service
quality within public administration, its implementation
still encounters several substantial challenges. Four key
challenges have been identified across the reviewed

Efficiency and

BPM streamline the

(81, [18], [19], [20],

Cost Reduction processes, canlead to  [21], [22]
significant cost
reductions and
productivity
increases
Enhanced BPM improve the [8], [23], [24], [25],

Service Delivery  quality and efficiency

of public services

Digital BPM supports digital ~ [10], [19], [21],
Transformation  transformation by  [27], [30], [31],
integrating  digital  [32], [33], [34],
tools and redesigning  [35], [36], [37],
processes [38], [39], [40]

26], [27], [28], [29]

studies

Table 3. Extracted Bpm Challenges from Primary

The research highlights three key benefits of Business
Process Management (BPM) implementation in the
public sector:

Efficiency & Cost Reduction

BPM helps public sector otganizations streamline
their processes, eliminate wasteful activities and redesign
processes to add more value, which is particulatly
beneficial in hierarchical and traditionally structured
public agencies [19], [20]. This optimization can lead to
significant cost reductions and productivity increases. It
streamlines workflows by eliminating redundant
activities, optimizing operations, and reducing costs. This
is particularly impactful in hierarchical public agencies,
leading to increased productivity and better resource
utilization [8], [18], [21], [22].

11

Studies

Extracted . .

Challenges Brief Explanation Reference
Siloed Data and ~ Fragmented systems [34], [32],
Systems block integration and  [27],  [29],

workflow efficiency. [36], [29]
Leadership Weak leadership [3], [41],
Commitment reduces BPM [12],  [33],
Gaps strategic alignment [13]

and sustainability.
Bureaucratic Hierarchical [42], [18],
Resistance structures and rigid [20], [43]

bureaucracy resist

process innovation.
Limited Lack of internal BPM  [10], [22],
Technical skills hinders process [27], [33]
Expertise modeling,

implementation, and

sustainability.

The Challenges highlited from primary studies of
Business Process Management (BPM) implementation
in the public sector as follows: (a) Siloed Data and
Systems. A major barrier in the public sector's BPM
implementation is the existence of fragmented data and
systems. These siloed structures hinder the integration
of workflows and obstruct the achievement of process
efficiency. Multiple studies emphasize that the lack of
interoperability among systems continues to be a major
obstacle in the digital transformation of public services
[34], [32], [27], [29], [36], [29]. (b) Leadetship
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commitment gaps. The absence of strong and consistent
leadership commitment is another critical impediment.
Without strategic backing from top-level management,
BPM initiatives often fail to gain sustained momentum or
alighment with institutional goals. Weak leadership has
been associated with limited strategic alignment and poor
long-term sustainability of BPM efforts in various studies
[3], [41], [12], [33], [13]. (c) Bureaucratic Resistance. Tight
hierarchical systems and resistant cultures are widely
mentioned as hindrances in the public administration.
Bureaucratic inertia impedes innovation and hinders the
adoption of new process-oriented approaches. Studies
highlight that resistance from internal stakeholders is a
persistent challenge that delays or derails BPM-driven
reforms [42], [18], [20], [43]. (d) Limited Technical
Expertise. A shortage of internal technical capabilities
related to BPM practices—such as process modeling,
implementation, and  management—presents  a
significant challenge. Many public sector organizations
rely heavily on external consultants and lack internal
capacity, which undermines the sustainability and
scalability of BPM initiatives. This technical skills gap has
been widely reported as a limiting factor in the successful
institutionalization of BPM [10], [22], [27], [33].

V. CONCLUSSION

The implementation of  Business  Process
Management (BPM) in the public sector brings forth
significant benefits, especially in enhancing operational
efficiency, optimizing service delivery methods, and
reinforcing  digital transformation endeavors. By
mitigating process redundancies and refining workflow
integration, BPM plays a pivotal role in facilitating cost
efficiencies, augmenting productivity, and enhancing
responsiveness to the requirements of citizens and
businesses alike. Moreover, BPM promotes the
of public setvices through the
incorporation of digital tools, thereby fostering increased
agility and a more citizen-focused paradigm within
governmental entities.

Nonetheless, this systematic review elucidates that the
attainment of BPM's full potential is frequently
obstructed by a multitude of enduring challenges. Issues
such as fragmented data and systems, insufficient
leadership commitment, bureaucratic inertia, and a deficit
in technical expertise persistently impede BPM
implementation ~ across ~ various  public  sector
environments. These obstacles accentuate the necessity
for more strategic, interdisciplinary, and capacity-building
initiatives  to  guarantee the sustainability and
institutionalization of BPM.

In summary, while BPM serves as a strategic
facilitator for the enhancement of public sector efficacy
and readiness for digital governance, it is imperative to
address the implementation challenges associated with it
to secure its long-term viability. Further inquiries should
focus on examining the connection between BPM
adoption and results such as citizen contentment, trust in

modernization

government entities, and involvement with public
services, in order to uncover more profound insights
into BPM's function in encouraging transparency,
accountability, and the establishment of public value.
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