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Background & Objective: Improving the quality of 
hospital services depends not only on medical 
personnel, but also on the role of professional and 
competent administrative staff. Competency 
certification is one strategy for improving the 
quality of non-medical human resources, but its 
effectiveness remains questionable in many public 
service institutions. This study aims to analyze the 
influence of perceived benefits of certification, 
organizational support, and individual competence 
on the administrative performance of non-medical 
staff at regional public hospitals (RSUD) in Central 
Java Province. Method: This study uses a 
quantitative approach with an explanatory survey 
design. Data were collected from 45 respondents 
through a closed-ended questionnaire and 
analyzed using multiple linear regression. Validity, 
reliability, and classical assumptions tests were 
conducted to ensure data quality. Result: The 
results indicate that all three independent variables 
simultaneously and partially significantly influence 
administrative performance (Adjusted R² = 0.574, p 
< 0.05). Individual competence is the most 
dominant factor (β = 0.341), followed by perceived 
benefits of certification (β = 0.312) and 
organizational support (β = 0.278). Conclusion: The 
effectiveness of competency certification is not 
solely determined by the presence of a certificate 
but is significantly influenced by individual 
readiness and workplace support. Certification 
programs in hospitals should be designed with 
consideration for the integration of human resource 
development policies, incentive systems, and 
competency-based performance evaluation. 
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Introduction 
Improvements in hospital service quality depend not only on medical personnel, 

but also on the effectiveness of administrative performance as the backbone of the 
institution's managerial and operational processes. In the context of public regional 
hospitals (RSUD), the role of administrative staff has become increasingly strategic 
amid the complexity of regulations, public accountability, and demands for 
bureaucratic efficiency in healthcare services (Brooks et al., 2021; Zulkarnain & 
Hartono, 2023). To support the professionalism and competence of administrative 
staff, various competency certification programs have been implemented, both those 
based on the National Professional Certification Agency (BNSP) and independent 
professional certification institutions (BNSP, 2023; PERSI, 2018). 

Competency certification is positioned as a nationally recognized standard for 
measuring work performance and serves to ensure the quality of human resources in 
the public service sector. In practice, this certification covers technical, managerial, 
and work behavior aspects aimed at improving the accuracy of administrative services, 
record management, management information systems, and service communication 
(Giovanelli et al., 2024; CABEM, 2025). However, there are still differences in the 
effectiveness of this certification's implementation on actual employee performance. 
Some studies mention inconsistencies between training content and on-the-job 
requirements, lack of involvement from immediate supervisors, and low individual 
motivation toward certification-based career development (Catra Indo Group, 2024; 
Wardhani & Wibowo, 2022). 

Theoretically, the effectiveness of a competency certification program depends 
on the interaction between program quality, organizational support, perceived 
benefits, and individual capacity to internalize training outcomes (Cheng et al., 2024; 
Smith & Nguyen, 2022). In the hospital context, these determinants of effectiveness 
may include variables such as management support, transformational leadership, 
career incentives, and the readiness of the administrative work system (Giovanelli et 
al., 2024; Pratama et al., 2024). Unfortunately, most studies on this topic have been 
conducted in the education or private sectors, while research focusing on 
administrative staff in regional hospitals in Indonesia remains limited. 

This study aims to address this gap by focusing on non-medical administrative 
staff at the Central Java Provincial General Hospital (RSUD), which represents a 
public healthcare institution with complex bureaucracy and a large workforce. This 
context is important because public hospitals not only face challenges in service 
efficiency but also demands for competency-based governance reform. Therefore, it is 
necessary to analyze the factors influencing the effectiveness of competency 
certification programs in improving administrative performance, from individual, 
organizational, and systemic perspectives.  
 
Objective 
This study aims to analyze various determinants that contribute to the effectiveness 
of competency certification in supporting the improvement of administrative 
performance of non-medical personnel at Central Java Provincial Hospital. The main 
focus is on the relationship between the perceived benefits of certification, 
organizational support, individual competencies, and measurable performance 
outcomes. This approach is expected to provide an empirical basis for the 
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development of hospital human resource development policies based on certification 
that are more contextual and results-oriented. 
 
Method 

This study uses a quantitative approach with an explanatory survey design to 
examine the influence of several factors on the effectiveness of competency 
certification in improving the administrative performance of non-medical personnel 
at the Central Java Provincial Hospital. This design was chosen because it is suitable 
for explaining simple causal relationships between research variables (Zulkarnain & 
Hartono, 2023; Wardhani & Wibowo, 2022). 

The population in this study was all non-medical administrative staff working 
at Central Java Provincial Hospital. The sample was taken purposively, with the 
criteria: having participated in a competency certification program for at least one year 
and being active in daily administrative tasks. Considering time constraints and a 
limited population, the target number of respondents was 40–50 people. 

Data collection was conducted using a closed-ended questionnaire based on a 1–
5 Likert scale measuring five main constructs: perception of the benefits of 
competency certification, organizational support, individual competency, 
effectiveness of certification, and administrative performance. The instrument was 
developed based on indicators from previous research and has undergone content 
validity testing by health human resource management experts (Giovanelli et al., 2024; 
BNSP, 2023). 

The collected data were analyzed using multiple linear regression with the 
assistance of SPSS software. The analysis stages included classical assumption tests 
(normality, multicollinearity, and heteroscedasticity), coefficient of determination 
tests (R²), and simultaneous significance tests (F-test) as well as partial significance 
tests (t-test). This model was used to test the direct effect of independent variables on 
administrative performance as the dependent variable (Cao et al., 2024; Triyanti & 
Effendi, 2021). 

This study has obtained ethical approval from the relevant academic institutions 
and hospitals. All participants gave their voluntary consent, and the data was kept 
confidential and used only for academic purposes. 
 
Results 

After collecting data from 45 non-medical administrative staff respondents at the 
Central Java Provincial Hospital, the data was analyzed using multiple linear 
regression. The analysis was conducted to determine the extent to which perceptions 
of certification benefits, organizational support, and individual competence influence 
the administrative performance of hospital employees. 

Before conducting the regression test, a classical assumption test was performed. 
The results of the normality test using the Kolmogorov-Smirnov method indicated 
that the data were normally distributed (significance value = 0.127 > 0.05). The 
multicollinearity test showed that the VIF values for all variables were below 10 and 
the Tolerance values were above 0.1, indicating no multicollinearity among the 
independent variables. The heteroscedasticity test using the Glejser test showed that 
all significance values were above 0.05, indicating no evidence of heteroscedasticity. 
The results of the multiple linear regression are presented in Table 1 below: 
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TABLE 1. Multiple Linear Regression Test Results 

Independent Variables Regression Coefficient (β) t-value Sig. (p) 

Perceived Benefits of Certification 0,312 2,905 0,006 

Organizational Support 0,278 2,412 0,020 

Individual Competence 0,341 3,181 0,003 

Constant 2,014 – – 

R² 0,598 – – 

Adjusted R² 0,574 – – 

F-calculated 25,411 – 0,000 

 

From the regression results, it is known that the three independent variables 
simultaneously have a significant effect on administrative performance, as indicated 
by the F-value = 25.411 with significance 0.000 (p < 0.05). Partially, the three variables 
also have a significant effect, with t-value > t-table and p-value < 0.05. 

The coefficient of determination (Adjusted R²) value of 0.574 indicates that 57.4% 
of the variation in administrative performance can be explained by the variables of 
perceived benefits of certification, organizational support, and individual competence. 
The remaining 42.6% is explained by other factors outside the scope of this study. 

Thus, the results of this study indicate that the effectiveness of competency 
certification on administrative performance is significantly influenced by both internal 
(individual competency and perception) and external (organizational support) factors. 
This provides an important signal that the success of a certification program is not 
solely determined by the existence of a certificate, but also by the work environment 
and personal readiness that support the actualization of competencies in daily 
administrative practices. 
 
Discussion 

The results of this study indicate that the three independent variables—
perceived benefits of certification, organizational support, and individual 
competence—have a significant influence on improving the administrative 
performance of non-medical personnel in public hospitals. These findings confirm 
that the effectiveness of competency certification programs is determined not only by 
the existence of the certificate itself, but also by internal individual dynamics and 
institutional structural support. 

First, the significant influence of the perceived benefits of certification (β = 0.312, 
p < 0.01) underscores the importance of cognitive and affective dimensions in the 
adoption of training outcomes. Employees who believe that certification adds value 
to their professionalism and career progression are more motivated to implement the 
skills they have acquired (Cao et al., 2024; Smith & Nguyen, 2022). This perception is 
also influenced by active involvement in the training process and the relevance of the 
material to daily work needs (Wardhani & Wibowo, 2022). 

Second, organizational support also plays a significant role (β = 0.278, p < 0.05), 
reinforcing the view that a conducive work environment will facilitate the optimal 
application of training outcomes. This support can take the form of flexible working 
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hours for training, formal recognition of certification results, and competency-based 
incentive systems (Giovanelli et al., 2024; Zulkarnain & Hartono, 2023). Previous 
studies in Saudi Arabia and Southeast Asia have also shown that the failure of 
competency programs is often due to weak institutional commitment and insufficient 
post-training monitoring (Al-Homaidah & Al-Dakhil, 2023; Liu et al., 2023). 

Third, individual competencies contribute the most (β = 0.341, p < 0.01), 
indicating that personal readiness—both in terms of cognitive, technical, and work 
attitude—is key to the successful implementation of certification. This aligns with the 
findings of Cheng et al. (2024) that training is only effective if participants have 
adequate foundational competencies and high intrinsic motivation. Without such 
support, certification programs tend to become purely administrative activities 
without impact on actual performance improvement (Triyanti & Effendi, 2021). 

These results are also consistent with Kirkpatrick's training effectiveness 
evaluation model, which emphasizes that changes in work behavior (level 3) and 
organizational outcomes (level 4) cannot be achieved if the work environment and 
participants are not ready to implement the training outcomes (Relias, 2019; Brooks et 
al., 2021). Therefore, it is important for hospitals not only to conduct certified training 
but also to design a work system that facilitates the application of training outcomes 
into daily administrative practices. 

These findings contribute theoretically by reinforcing an integrative approach in 
training evaluation that combines individual, organizational, and perceptual 
dimensions. Practically, these results recommend the need for more structured 
certification policies based on impact evaluation, rather than merely administrative 
compliance. To enhance effectiveness, hospital management is advised to implement 
competency-based incentive systems, conduct post-certification mentoring, and 
integrate training outcomes into performance evaluation indicators. 

This study has limitations in terms of a relatively small sample size and a limited 
geographical scope confined to one province. Therefore, further studies with a 
broader scope and a mixed-method approach could provide a more holistic 
understanding of the effectiveness of human resource development policies in the 
public health sector.  

 
Conclusion 

This study shows that the effectiveness of competency certification programs in 
improving the administrative performance of non-medical personnel in public 
hospitals is greatly influenced by three main factors: perception of the benefits of 
certification, organizational support, and individual competency. All three factors 
have been proven to have a positive and significant influence, both partially and 
simultaneously. 

Individual competence emerges as the strongest determinant, indicating that 
personal readiness and capability form the primary foundation for optimizing the 
outcomes of the certification process. Organizational support, whether in the form of 
policies, incentives, or formal recognition of certification, also plays a crucial role in 
creating a work environment that encourages the application of training outcomes. 
Meanwhile, perceptions of the benefits of certification mediate individual motivation 
in applying acquired competencies to daily administrative practices. 

These findings emphasize that the success of certification programs is not solely 
determined by administrative formalities, but rather by the synergy between internal 
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competencies and external support. Therefore, certification should be viewed as part 
of a sustainable human resource development strategy that is integrated with the 
performance appraisal system in public health institutions. 
Practical Implications 

• Hospital management should design competency-based incentive systems to 
enhance motivation and the implementation of certification outcomes. 

• Post-certification mentoring or supervision is necessary to ensure participants not 
only obtain certificates but also effectively implement them. 

• Certification policies should be integrated with routine performance evaluations, 
so that acquired skills directly impact employee career development and 
productivity. 

Theoretical Implications 
This study reinforces the integrative approach model in assessing the 

effectiveness of training and certification, which encompasses personal, 
organizational, and perceived benefit aspects. These findings also contribute to the 
literature on the effectiveness of competency programs in the public sector, 
particularly government hospitals in Indonesia, which was previously limited. 
 
References  
Al-Homaidah, H., & Al-Dakhil, F. (2023). Competency assessment frameworks in 

Saudi hospitals. Saudi Journal of Health Management, 5(1), 22–30. 

Björvell, C., Thorell-Ekstrand, I., & Wredling, R. (2000). Development of an audit 

instrument for nursing care plans in the client record. Quality in Health Care, 

9(6), 6–9. 

BMJ Leader. (2024). Impact of competency training on medical administrators. BMJ 

Leader. 

BNSP. (2023). Staff administrasi sertifikat profesi BNSP: Rilis resmi BNSP. 

Brooks, M., Beauvais, B. M., Kruse, C. S., Fulton, L., Mileski, M., Ramamonjiarivelo, Z., 

& Shanmugam, R. (2021). Accreditation and certification: Do they improve 

hospital financial and quality performance? BMC Medical Education. 

https://doi.org/10.1186/s12909-021-01125 

CABEM. (2025). Competency management in hospitals to reduce medical errors. 

CABEM Blog. 

Cao, J., Abu Mansor, N. N., & Li, J. (2024). Impact of work competencies on job 

performance among university counsellors. PLoS ONE, 19(12), e0315494. 

https://doi.org/10.1371/journal.pone.0315494 

Catra Indo Grup. (2024). Pelatihan dan sertifikasi administrasi rumah sakit. CatraIndo 

Publication. 

Cheng, S., He, F., Su, X., Liu, Y., Cheung, M., & Mah, A. P. (2024). Impact of 

competency training on medical administrators: An evaluation of medical 

management and leadership development programme. BMJ Leader. 

https://doi.org/10.1136/leader-2024-001115 

https://genius.inspira.or.id/index.php/indogenius


Available on : https://genius.inspira.or.id/index.php/indogenius  

Journal of Indogenius 4 (1), 2025 

493 

Choi, Y., et al. (2019). Impact of digital literacy on acceptance of EHR among nursing 

staff in rural hospitals. BMC Medical Informatics and Decision Making, 19, 235. 

DISI Training Center. (2025). Training manajemen administrasi rumah sakit. DISI 

Training. 

Giovanelli, L., Rotondo, F., & Fadda, N. (2024). Management training programs in 

healthcare: effectiveness factors, challenges and outcomes. BMC Health Services 

Research, 24, 904. https://doi.org/10.1186/s12913-024-0904 

Gupta, S., et al. (2022). User readiness and acceptance of EMR: A cross-sectional study 

among midwives in Indonesia. International Journal of Medical Informatics, 160, 

104–116. 

Hoque, R., & Sorwar, G. (2017). Understanding factors influencing the adoption of 

mHealth by the elderly: An extension of TAM. Health Informatics Journal, 23(2), 

125–138. 

Kumar, A., & Singh, R. (2023). Relationship between certification and task 

performance among hospital administrators: A cross-sectional study. Health 

Policy and Management Review, 8(1), 45–59. 

Kumar, R., & Sharma, V. (2022). Cultural factors influencing electronic recordkeeping 

in maternity hospitals. Journal of Nursing Management, 30(4), 1039–1050. 

Lee, E., & Kim, H. (2020). Electronic health record adoption among nurses: A 

structural equation model approach. Computers in Biology and Medicine, 125, 

104–113. 

Liu, F., et al. (2023). Training and digital competence of midwives in ASEAN countries 

for EMR usage. Asian Journal of Nursing Research. 

Mayasafira, S. D., & Almansoob, M. (2024). Electronic medical records as digital 

transformation in Indonesian health services 4.0. IJNMS, 8(2), 229–239. 

https://doi.org/10.29082/IJNMS/2024/Vol8/Iss2/609 

Nanda, et al. (2019). The role of competency assessments and evaluations in elevating 

care quality. Relias. 

Nanda, et al. (2019). Utilisation of electronic health records for public health in Asia. 

Journal of Clinical Medicine. 

Palanisamy, S., et al. (2021). Barriers to EMR adoption in South Asia: A systematic 

review. Journal of Global Health, 11, 04061. 

PERSI. (2018). Sertifikasi kompetensi humas rumah sakit: Publikasi internal PERSI-

LSP LSPR. 

PMC. (2021). Do accreditation and professional certification improve hospital 

performance metrics? PMC Study. 

https://genius.inspira.or.id/index.php/indogenius


Available on : https://genius.inspira.or.id/index.php/indogenius  

Journal of Indogenius 4 (1), 2025 

494 

Politeknik Al‑Islam Bandung. (2024). PAIB perkuat kurikulum administrasi rumah 

sakit sesuai kebutuhan industri kesehatan. PoliAlIslam News. 

Pratama, Y., et al. (2024). SEM‑PLS model of determinants of administrative 

performance in public hospitals in Central Java. Journal of Public Health 

Management, 12(3), 177–189. 

Relias. (2025). The role of competency assessments and evaluations in healthcare 

quality. Relias. 

Scheibner, et al. (2021). Benefits, challenges and contributors to success for national 

eHealth systems implementation: A scoping review. arXiv. 

Simbo, A. I. (2025). Impact of specialized certifications on nursing leadership 

development and executive competency recognition. Simbo Blog. 

Smith, J., & Nguyen, P. (2022). Competency model validation for hospital operation 

managers. Journal of Health Management, 36(2), 110–126. 

Susanti, A. I., et al. (2022). Midwifery continuity of care in Indonesia: Initiation of 

mHealth development integrating midwives’ competency and service needs. Int 

J Environ Res Public Health, 19(21), 13893. 

https://doi.org/10.3390/ijerph192113893 

Triyanti, M., & Effendi, M. (2021). Pengaruh sertifikasi kompetensi terhadap 

produktivitas kerja pegawai non-medis RSUD: Studi di RSUD Yogyakarta. 

Jurnal Manajemen Pelayanan Kesehatan, 5(2), 99–110 

Tsang, L. F., Sham, S. Y. A., Winnie, S. L., Shuk, C. I. H., & Tang, S. K. (2017). Self-

perceived competency-based training needs of registered nurses: A cross-

sectional exploratory study. International Archives of Nursing and Health Care, 

3(1), 062. https://doi.org/10.23937/2469-5823/1510062 

UI Vokasi. (2022). Kompetensi administrasi rumah sakit dibutuhkan dunia kerja. UI 

Vokasi Blog. 

Wang, N., Hailey, D., & Yu, P. (2011). Quality of nursing documentation and 

approaches to its evaluation: A mixed-method systematic review. Journal of 

Advanced Nursing, 67, 1858–1875. 

Wardhani, D., & Wibowo, A. (2022). Persepsi tenaga administratif terhadap pelatihan 

sertifikasi: Survei di RSUD Semarang. Indonesian Journal of Healthcare Admin, 

10(2), 88–100. 

Yumul, A., et al. (2023). Exploring digital culture and record‑keeping behaviour 

among healthcare staff in Southeast Asia. Health Informatics Journal, 29(3), 567–

580. 

Yusrawati, et al. (2023). A PLS-SEM Analysis of Factors Determining Medical 

Personnel Performance in a Tertiary Referral Hospital. Open Public Health 

https://genius.inspira.or.id/index.php/indogenius


Available on : https://genius.inspira.or.id/index.php/indogenius  

Journal of Indogenius 4 (1), 2025 

495 

Journal, 16, Article e18749445273712. 

https://doi.org/10.2174/0118749445273712231129053005 

Zhang, Y., Yu, P., & Hailey, D. (2012). Comparison of quality of electronic versus 

paper‑based nursing admission forms in Australian aged care facilities. 

International Journal of Medical Informatics. 

https://doi.org/10.1016/j.ijmedinf.2012.11.011 

Zulkarnain, R., & Hartono, T. (2023). Evaluasi efisiensi administratif RSUD Jawa 

Tengah pasca sertifikasi kompetensi: Uji regresi. Jurnal Administrasi Rumah 

Sakit, 7(1), 23–35. 

https://genius.inspira.or.id/index.php/indogenius

