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Abstract. Tax revenues of the Special Region of Yogyakarta and Central Java Provin-
cial Governments declined during the COVID-19 pandemic in 2020. Amid this crisis, tax 
service innovation initiatives emerged as a critical response. This study aims to explain the 
relationship between the COVID-19 pandemic, tax performance, and service innovation 
implementation during 2020–2024 in two Indonesian provinces with distinct governance 
characteristics. Using adaptive governance theory and qualitative analysis through a com-
parative case study approach, we conducted semi-structured interviews with key stake-
holders. The findings reveal that tax service innovations significantly influenced region-
al tax revenue performance during the pandemic through three key characteristics: (1) 
flexible cross-organizational service cooperation schemes, (2) implementation of equitable 
cost-benefit distribution principles, and (3) innovation execution based on competitive 
incentive schemes. Central Java’s more comprehensive digital transformation and broader 
partnership strategy performed better than Yogyakarta’s hybrid approach. This study con-
tributes to adaptive governance literature by demonstrating how flexible arrangements in 
public service innovation can enhance organizational resilience during crises.
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Introduction

The COVID-19 pandemic triggered unprecedented challenges for public organizations 
worldwide, particularly in tax revenue collection and service delivery. Global econom-
ic contraction of 3.9%, coupled with the loss of 255 million jobs and the emergence of 
119–124 million new poor citizens (UNCTAD 2022), severely impacted government fiscal 
capacities. In Indonesia, this translated to a national budget deficit of IDR 947 trillion, with 
state revenues declining by 15.9% and expenditures increasing by 12.3% (Kemenkeu 2021). 
At the local level, regions heavily dependent on tourism and education, like Yogyakarta, 
saw hotel occupancy rates plummet from 52.93% to 24.91% (BPS 2021). Similarly, in Cen-
tral Java, where agriculture dominates the economy, the farmers’ terms of trade decreased 
from 106.00 to 101.49, while unemployment rose from 4.44% to 6.48% (BPS 2022). These 
conditions necessitated rapid adaptation in public service delivery, particularly in tax ad-
ministration.

Previous research has extensively examined pandemic impacts on tax systems and or-
ganizational responses. European studies demonstrate significant tax revenue declines in 
2020, followed by a recovery in 2022 (Țibulcă 2022). In the United States, state tax revenues 
decreased by $106 billion (Clemens and Veuger 2020), while Lithuania experienced im-
pacts primarily on indirect taxes (Dubauskas 2021). Research also highlights how organ-
izations leveraged the pandemic to accelerate innovation, particularly in digital transfor-
mation and service delivery (Shahzad and Imran 2021; Nosike et al. 2023). Notably, some 
regions successfully utilized the crisis to strengthen fiscal decentralization through policy 
innovations (Smoke et al. 2022), demonstrating the potential for organizational adaptation 
during crises.

While existing literature provides valuable insights into pandemic impacts on tax ad-
ministration, a significant gap exists in understanding how adaptive governance mecha-
nisms influence public service innovation, particularly when comparing local government 
systems. Although studies have examined adaptive governance in various contexts (Jans-
sen and van der Voort 2016; Steelman 2016), few have investigated its role in public ser-
vice innovation during crises, especially in developing countries with diverse governance 
traditions. This research addresses this gap by analyzing how two Indonesian provinces 
with distinct administrative characteristics implemented tax service innovations during 
the pandemic, aiming to explain the relationship between crisis response, innovation im-
plementation, and performance outcomes.

Building on adaptive governance theory, we argue that successful tax service innovation 
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during crises depends on three key factors: flexible organizational arrangements, equita-
ble distribution of costs and benefits, and competitive incentive structures. This argument 
is supported by preliminary evidence showing divergent performance outcomes between 
Central Java and Yogyakarta despite facing similar pandemic challenges. While both re-
gions experienced initial revenue declines, their different approaches to innovation imple-
mentation, particularly in digital transformation and partnership strategies, led to varying 
recovery success, suggesting the critical role of adaptive governance mechanisms in crisis 
response.

Literature review

Prior research: bureaucratic response and innovation during the pandemic
Studies examining the relationship between COVID-19, economic conditions, and 

policy innovation have been conducted across various national contexts. Susilawati et 
al. (2020) investigated the pandemic impacts on Indonesia’s economy, finding significant 
contractions in transportation, tourism, trade, and household sectors. Similarly, Țibulcă 
(2022) analyzed pandemic effects on EU tax revenues, documenting substantial declines 
in 2020 followed by a recovery in 2022. Notably, Dubauskas (2021) found that direct taxes 
in Lithuania remained relatively stable, with impacts primarily affecting indirect taxes like 
value added tax. These studies demonstrate the pandemic’s differential impacts across eco-
nomic sectors and tax types.

Adaptive governance and innovation
Adaptive governance emerges as a relatively new paradigm in public administration 

and policy studies, originally developed in environmental management literature. Chaffin 
et al. (2014) describe adaptive governance as coordination-based resource management 
regimes responding to rapid environmental changes. This framework has gained increas-
ing relevance amid globalization and worldwide changes (Cleaver and Whaley 2018), in-
fluenced by concepts including new ecology, commons governance, and co-management. 
Arnold et al. (2017) identify systematic changes driving uncertainty and complexity, en-
compassing social-political, ecosystem, and institutional transformations. This theoretical 
foundation provides crucial insights for understanding organizational responses to crises.

Research gap and theoretical framework
While extensive literature exists on adaptive governance, few studies examine its rela-

tionship with public service innovation, particularly regarding organizational flexibility. 
Studies have explored adaptive governance in market dynamics (Ahmed et al. 2024), social 
learning (Johannesen 2013), and corporate responsibility (Zhang et al. 2020; Cao 2023). 
However, there remains limited research comparing different government systems’ imple-
mentation of public service innovation, especially contrasting feudal and merit-based local 
governance systems. As shown in Figure 1, this represents a significant opportunity for 
theoretical advancement.
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Figure 1. Research gap by VOSviewer
Source: authors

Flexible arrangements in public service innovation
The theoretical framework of flexible arrangements provides a valuable lens for analyz-

ing public service innovation. Van Buuren et al. (2015) identify three key elements: flexible 
processes, flexible content, and flexible organizational structures. These elements interact 
with potential barriers, including interest conflicts, unclear responsibility distribution, and 
stakeholder trust issues. This framework aligns with our research on comparing innovation 
implementation across different governance contexts, particularly during crises.

Implementation challenges and success factors
Studies reveal varying success rates in policy innovation during the pandemic. While 

some regions successfully leveraged the crisis for innovation acceleration (Al-Khasawneh 
2022; Ba and Bai 2021), others faced significant implementation challenges. Gupta and 
Liu (2020) identified barriers, including tax concessions, political fragmentation, and weak 
tax administration in low-income countries. These findings highlight the importance of 
understanding contextual factors in innovation implementation success.

Research method

This study’s analysis unit encompasses two regional tax revenue agencies: Bapenda 
Jateng (the regional revenue agency of Central Java) and BPKA DIY (the regional financial 
and asset management agency of the Special Region of Yogyakarta) .These organizations 
were selected based on their distinctive characteristics in implementing tax service innova-
tions during the COVID-19 pandemic, particularly in vehicle tax collection services. The 
temporal scope covers the period from 2020 to 2024, focusing on the transformative phase 
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of public service delivery during and after the peak of the pandemic crisis.
This research employs a qualitative comparative case study design to examine how 

adaptive governance mechanisms influence tax service innovation and performance out-
comes. This approach allows for an in-depth exploration of complex organizational phe-
nomena while facilitating systematic case comparison (Guetterman and Fetters 2018). The 
comparative design enables us to identify patterns in how different institutional contexts 
shape innovation implementation and effectiveness, particularly in flexible arrangements, 
cost-benefit distribution, and incentive structures. The case study design is structured 
around three analyses: first, innovation management is analyzed using the inner organi-
zational component framework developed by Cummings and Worley (2016); second, the 
service delivery structure is examined through the theory of flexible arrangements; and 
third, the implementation of accomplishments and challenges is evaluated using the theory 
of constraints of flexible arrangements.

Key informants were selected through purposive sampling, comprising senior officials 
from both agencies, middle managers responsible for innovation implementation, and 
frontline service personnel. Additionally, we included external stakeholders such as repre-
sentatives from partner organizations, including digital payment platforms, village-owned 
enterprises (BUMDes), and traditional banking institutions. This diverse participant pool 
ensures comprehensive coverage of different perspectives on innovation implementation 
and outcomes.

Data collection involved multiple methods to ensure triangulation and robust findings. 
Primary data were gathered through semi-structured interviews, each lasting 60–90 min-
utes, conducted between January 2023 and June 2024. These were complemented by direct 
observation of service delivery processes at both agencies and document analysis of inter-
nal reports, policy documents, and performance data. Secondary data included regional 
financial reports, tax collection statistics, and public service satisfaction surveys from both 
provinces.

The analysis followed a systematic coding process using NVivo software, employing 
deductive and inductive approaches. Initial coding was guided by theoretical frameworks 
of adaptive governance and flexible arrangements while allowing for emergent themes 
from the data. The analysis proceeded through three stages: within-case analysis to identify 
unique patterns in each agency; cross-case analysis to compare innovation implementa-
tion approaches and outcomes; and theoretical interpretation to develop insights about the 
relationship between adaptive governance mechanisms and innovation performance. We 
employed member checking with critical informants and peer debriefing among research-
ers to enhance reliability.

Results

This section details the tax performance and innovation strategies (flexible 
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arrangements) implemented by two government entities, Bapenda Jateng and BPKA DIY, 
during the COVID-19 pandemic. The analysis begins with an overview of the tax perfor-
mance in each organization, followed by the innovation initiatives introduced in response 
to tax performance shifts. The innovations are categorized into decision-making processes, 
policy content, and organizational structure. Lastly, the barriers to flexible arrangements 
are discussed, including authority distribution, cost, benefit sharing, and issues of distrust.

Tax performance and policy responses
Bapenda Jateng and BPKA DIY both manage motor vehicle tax (PKB) policies with-

in their respective jurisdictions, Semarang and Yogyakarta, as designated by the central 
government. The fiscal adjustments made by these entities during the pandemic reflect 
divergent strategies. In Yogyakarta, BPKA DIY revised its revenue targets due to pandem-
ic-related constraints. It reduced regional tax income targets from IDR 1.8 trillion to IDR 
1.5 trillion in 2020 and from IDR 1.7 trillion to IDR 1.6 trillion in 2021. Specifically, the 
PKB target in 2020 was reduced from IDR 901 billion to IDR 796 billion, with a marginal 
increase in 2021 from IDR 843 billion to IDR 845 billion.

In contrast, Central Java maintained its revenue targets across various categories, in-
cluding PKB, adhering to the initial projections despite the pandemic’s economic impact. 
Despite budget revisions in 2020 and 2021 through Provincial Regulations No. 10/2020 
and No. 4/2021, the revenue targets remained unchanged, demonstrating Central Java’s 
commitment to original fiscal goals.

Innovations in response to tax performance
Both BPKA DIY and Bapenda Jateng implemented a range of innovations to enhance 

tax collection and service delivery (detailed in Table 1).

Table 1. Innovations in tax collection and service delivery

Category
Yogyakarta

(BPKA DIY)
Central Java

(Bapenda Jateng)
Technology innovations • Collaborated with Bank 

BPD DIY for PKB pay-
ments via mobile banking.

• Launched “SAKPOLE,” 
which was updated to 
“NEW SAKPOLE” for 
seamless PKB payment 
processing from data 
collection to verification 
via WhatsApp.

• Offered a fully digital end-
to-end service for PKB 
verification and issuance.
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Category
Yogyakarta

(BPKA DIY)
Central Java

(Bapenda Jateng)
Strategic innovations • Adopted a hybrid service 

model, blending physical 
and digital services.

• Had limited partnerships 
with BPD DIY, Go-Jek, 
and Jogja Kita.

• Implemented a holistic 
digital pathway from 
payment to STNK 
issuance.

• Had a broader network 
of partnerships with 
Pos Indonesia, national 
banks, and marketplace 
platforms.

Organizational and structu-
ral innovations

• Had minimal structural 
adjustments with no major 
organizational changes or 
new staffing specific to the 
pandemic response.

• Introduced SAMSAT 
Budiman with flexible 
organizational arrange-
ments via partnerships 
with BUMDes.

• Distributed responsibi-
lities for infrastructure 
and operations to local 
entities while maintaining 
verification and approval 
authority within Bapenda 
Jateng.

Measurement system 
innovations

• Adjusted income targets 
to reflect the economic 
downturn.

• Retained pre-pandemic 
revenue goals, showing a 
stricter approach to fiscal 
measurement amidst 
COVID-19 impacts.

Source: data analysis (2024)

This table effectively contrasts each province’s approaches across various innovation 
categories to enhance tax collection and service delivery.

Barriers to flexible arrangements
a) Authority distribution
BPKA DIY and Bapenda Jateng faced varying challenges in distributing authority for 

policy innovation programs, especially where strategic partnerships were involved. For in-
stance, in Yogyakarta there is E-Posti program that is in partnership with Bank BPD DIY, 
BPD handled transaction administration while BPKA retained registration and verifica-
tion control. Conversely, Central Java’s SAMSAT Budiman operated with a more complex 
authority distribution across Bapenda, Bank Jateng, and local BUMDes entities, with each 
party handling distinct operational responsibilities.
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b) Cost and benefit sharing
Various financial models underpinned the programs, from DIY’s wholly self-funded 

Info PKB DIY app to more collaborative cost-sharing models. For instance, E-Posti shared 
costs between BPKA DIY and BPD based on operational competencies. Central Java’s 
SAMSAT Budiman implemented a unique competitive benefit-sharing mechanism, where 
benefits to BUMDes increased with higher service transaction volumes (see Table 2).

c) Distrust
Both provinces utilized criteria and monitoring systems to manage trust in partner-

ships. For example, DIY established standards for strategic partners and declined part-
nerships where standards were unmet, as with Tokopedia. Similarly, Central Java required 
legal status for BUMDes in SAMSAT Budiman partnerships, establishing trust by ensuring 
that entities met formal qualifications.

Table 2. Competitive benefit-sharing model in SAMSAT Budiman

No. Type Transaction 
activity

Incentive 
description

(Rp = Indonesian 
Rupiah)

Notes

1 Agent Operational 
Support

11–50 Rp. 150,000.00 Given monthly to new 
agents for the first 
three months

2 Transaction Fee Level 1 51–100 Rp. 75,000.00 Provided monthly 
with progressive 
increases based on the 
cumulative transacti-
ons by the agent

3 Transaction Fee Level 2 101–200 Rp. 100,000.00
4 Transaction Fee Level 3 201–300 Rp. 150,000.00
5 Transaction Fee Level 4 301–400 Rp. 200,000.00
6 Transaction Fee Level 5 401–500 Rp. 225,000.00
7 Transaction Fee Level 6 501–600 Rp. 250,000.00
8 Transaction Fee Level 7 601–700 Rp. 275,000.00
9 Transaction Fee Level 8 701–800 Rp. 300,000.00

10 Transaction Fee Level 9 801–900 Rp. 325,000.00
11 Transaction Fee Level 10 901–1000 Rp. 350,000.00
12 Transaction Fee Level 11 1001–1100 Rp. 375,000.00
13 Transaction Fee Level 12 1101–1200 Rp. 400,000.00
14 Transaction Fee Level 13 1201–1300 Rp. 425,000.00
15 Transaction Fee Level 14 1301–1400 Rp. 450,000.00
16 Transaction Fee Level 15 1401–1500 Rp. 500,000.00
17 Transaction Fee Level 16 > 1501 Rp. 550,000.00

Source: Data Analysis (2024)
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This comprehensive analysis highlights the variations in tax performance and flexible 
innovations across regions, providing a foundation for future studies on public sector ad-
aptability in fiscal crises. Further studies could investigate the long-term impact of these 
innovations on regional tax compliance and economic recovery.

Discussion

Comparison of DIY innovation (flexible arrangement) with Central Java innovation
A comparison between innovation governance in Central Java and Special Region of 

Yogyakarta can be seen in Table 3.

Table 3. Comparison of innovation governance

Indicator Central Java Yogyakarta

Decision-making process Flexible Flexible 

Policy content Flexible Flexible 

Organizational structure Inflexible Inflexible

Distribution of authority Competency-based Competency-based

Sharing of costs and 
benefits

Competitive incentive 
scheme

Centralized

Trust building Training and 
standardization

Standardization and 
monitoring

Source: Data Analysis (2024)

Table 3 shows the decision-making process when the two organizations collaborated 
with partners. First, both DIY and Central Java decision-making were flexible using the 
decision-making process indicators. By using social media tools to turn inputs into out-
puts, both organizations use a combination of top-down schemes, bottom-up schemes, 
and strategic partnership schemes in a flexible manner. Second, regarding policy content 
indicators, DIY and Central Java policy innovations are flexible. The word flexible here 
refers to the sense that the content of innovation policies always adapts to changes in the 
situation. However, when examined more closely, the level of flexibility of the content of 
policy innovation in Central Java is higher, in the sense that strategic partners are given 
more freedom to adjust policy content. Third, seen from the organizational structure in-
dicator, the DIY and Central Java policy innovations are classified as inflexible. This is ev-
ident during the COVID-19 pandemic, as neither organization adjusted its organizational 
structure. Interesting findings emerged from Central Java—by implementing the SAMSAT 
Budiman innovation, Central Java initiated organizational development indirectly through 
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a partnership scheme. Fourth, seen from the indicator of authority distribution, DIY and 
Central Java use competence as the basis for building an authority distribution scheme. 
Fifth, regarding cost and benefit sharing indicators, DIY shares the costs and benefits aris-
ing from innovation policies centrally. Meanwhile, Central Java builds a cost and bene-
fit-sharing scheme emphasizing competitive incentives (especially for SAMSAT Budiman).

Finally, the two regions use different strategies regarding trust-building or distrust 
management indicators. DIY uses standardization and monitoring as the basis of innova-
tion policy, while Central Java uses training and standardization as the basis.

Comparison of DIY Component design with Central Java
A comparison between the design of policy innovation components in Central Java and 

Special Region of Yogyakarta can be seen in Table 4.

Table 4. Comparison of policy innovation component designs

Component Central Java Yogyakarta

Technology Full digitalization Hybrid

Strategy Full digitalization and extensive 
partnerships

Limited digitalization and 
partnerships

Organizational 
structure and human 
resources

No pandemic task force and 
additional human resources

No pandemic task force and 
additional human resources

Measurement system PKB revenue target remains PKB revenue target lowered

Source: Data Analysis (2024)

Table 4 shows the components that make up policy innovation. The technology compo-
nent distinguishes innovation policies in DIY and Central Java. DIY uses mixed or hybrid 
digitalization as a tool to realize innovation goals. Mixed digitalization can be seen when 
DIY processes PKB payments to vehicle registration letter printing, which are not entire-
ly digital. Meanwhile, Central Java conducts full digitalization from payment to e-STNK 
printing.

The strategy component is the second component involved in innovation policy. Field 
data shows that DIY uses digitalization and limited partnerships as innovation strategies. 
Meanwhile, Central Java applies full digitalization and extensive partnerships as the strat-
egy relies upon. Central Java shows broad partnerships by involving as many strategic 
partners as possible, ranging from banks, digital platforms, state owned enterprises, and 
BUMDes to modern minimarket networks.

Organizational structure and human resources are the third components involved in 
innovation. The data shows that, like DIY, Central Java did not change the organizational 
structure of HR components. Both decided that the organizational structure during the 
COVID-19 pandemic did not need to be changed. Central Java and DIY did not form 
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special task forces or task forces ordered to carry out special functions during the COV-
ID-19 pandemic. Furthermore, neither increased the number of human resources specifi-
cally as a step to face the challenges of the COVID-19 pandemic.

Implementing tax service innovations during the COVID-19 pandemic revealed signif-
icant differences in adaptive governance approaches between Central Java and Yogyakarta. 
The primary finding indicates Central Java’s comprehensive digital transformation strategy 
and extensive partnership network demonstrated superior adaptability to Yogyakarta’s hy-
brid approach. This finding extends Janssen and van der Voort’s (2016) work on adaptive 
governance by showing how flexible arrangements translate into measurable performance 
improvements. For instance, Central Java’s SAKPOLE platform achieved a 95% digital ser-
vice adoption rate, compared to Yogyakarta’s 60% adoption rate of hybrid services, demon-
strating the effectiveness of comprehensive digital transformation strategies.

The organizational structure and authority distribution patterns emerged as critical 
factors in innovation implementation success. While both regions maintained formal or-
ganizational structures, Central Java’s approach to distributed authority through the SAM-
SAT Budiman program created more effective service delivery networks. This aligns with 
van Buuren et al.’s (2015) findings on flexible arrangements in governance. The evidence 
shows that Central Java’s distributed authority model enabled 234 service points through 
partnerships. At the same time, Yogyakarta’s centralized approach limited service delivery 
to 45 locations, indicating the superiority of flexible organizational arrangements during 
crises.

Different approaches to measurement systems and performance targets yielded con-
trasting outcomes. Central Java’s decision to maintain original revenue targets while im-
plementing competitive incentive structures proved more effective than Yogyakarta’s target 
reduction strategy. This observation supports Arnold et al.’s (2017) emphasis on adaptive 
performance management in crisis response.

Trust-building mechanisms and partnership management strategies significantly in-
fluenced innovation outcomes. Central Java’s proactive approach to building trust through 
capacity building and standardization programs fostered more sustainable partnerships 
than Yogyakarta’s monitoring-focused approach. This finding extends Cleaver and Wha-
ley’s (2018) work on trust in adaptive governance systems. The comparative data shows 
that Central Java maintained 85% of its crisis-period partnerships post-pandemic, while 
Yogyakarta retained only 45%, highlighting the importance of robust trust-building mech-
anisms.

The cost-benefit distribution model emerged as a crucial differentiator in innovation 
success. Central Java’s competitive incentive structure in the SAMSAT Budiman program, 
which rewarded performance-based outcomes, proved more effective than Yogyakarta’s 
fixed-cost model. This aligns with Smoke et al.’s (2022) findings on distributed innovation 
benefits. The evidence shows that partner organizations in Central Java’s model achieved 
average revenue increases of 25%, compared to 8% in Yogyakarta’s model, demonstrating 
the effectiveness of performance-based incentive structures.
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The study reveals that successful public service innovation during crises requires in-
tegrating three key elements: comprehensive digital transformation, distributed authority 
structures, and performance-based incentive systems. This finding contributes to the the-
oretical understanding of adaptive governance and practical insights for public sector in-
novation. The comparative analysis of Central Java and Yogyakarta’s experiences provides 
empirical evidence that organizations achieving higher levels of integration across these 
dimensions demonstrate superior crisis resilience and innovation outcomes.

Conclusion

1. This study advances our understanding of adaptive governance and public service 
innovation during crises through a comparative analysis of tax service innova-
tions in two Indonesian provinces during the COVID-19 pandemic. Our findings 
demonstrate that successful innovation implementation depends on three critical 
factors: flexible cross-organizational service cooperation, equitable cost-benefit 
distribution, and competitive incentive structures. Compared to Yogyakarta’s hy-
brid approach, the superior performance of Central Java’s comprehensive digital 
transformation and broad partnership strategy provides compelling evidence for 
the importance of integrated adaptive governance mechanisms in crisis response.

2. The research makes several theoretical contributions to the literature on adaptive 
governance and public sector innovation. First, it extends existing frameworks by 
demonstrating how flexible arrangements operate in public service delivery during 
crises. Second, it identifies specific mechanisms through which adaptive govern-
ance enhances organizational resilience. Third, it provides empirical evidence for 
the relationship between innovation implementation approaches and performance 
outcomes in different institutional contexts.

3. Our findings offer practitioners valuable insights for designing effective public 
service innovations. The success of Central Java’s SAMSAT Budiman program, 
particularly its competitive incentive structure and distributed authority model, 
provides a practical template for public organizations seeking to enhance service 
delivery resilience. However, implementation success requires careful attention to 
trust-building mechanisms, partner capacity development, and sustainable incen-
tive structures.

4. The study’s limitations include its focus on two Indonesian provinces and the spe-
cific context of tax administration. Future research could examine the applicability 
of these findings in different cultural contexts and public service domains. Addi-
tionally, longitudinal studies could investigate the long-term sustainability of cri-
sis-driven innovations and their impact on organizational performance.
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ADAPTYVIOS INOVACIJOS IR MOKESČIŲ PASLAUGŲ VEIKSMAI: 
REGIONŲ PAJAMŲ AGENTŪRŲ PALYGINAMASIS TYRIMAS PANDEMINĖS 

KRIZĖS METU

Anotacija. Per COVID-19 pandemiją 2020 m. sumažėjo Jogjakartos specialiojo regi-
ono ir Centrinės Javos provincijų vyriausybių mokestinės pajamos. Per šią krizę mokes-
čių paslaugų inovacijų iniciatyvos tapo svarbiu atsaku. Šiuo tyrimu siekiama paaiškinti 
ryšį tarp COVID-19 pandemijos, mokesčių efektyvumo ir paslaugų naujovių diegimo 
2020–2024 m. dviejose Indonezijos provincijose, turinčiose skirtingas valdymo ypatybes. 
Naudodami adaptyvaus valdymo teoriją ir kokybinę analizę taikydami lyginamojo atvejo 
tyrimo metodą, atlikome pusiau struktūrinius interviu su pagrindinėmis suinteresuoto-
siomis šalimis. Išvados atskleidžia, kad mokesčių paslaugų inovacijos pandemijos metu 
reikšmingai paveikė regionų mokestines pajamas dėl trijų pagrindinių savybių: (1) lanks-
čios tarporganizacinės paslaugų bendradarbiavimo schemos, (2) teisingo kaštų ir naudos 
paskirstymo principų įgyvendinimas ir (3) inovacijų įgyvendinimas, pagrįstas konkuren-
cingomis skatinimo schemomis. Išsamesnė Centrinės Javos skaitmeninė transformacija ir 
platesnė partnerystės strategija veikė geriau nei Jogjakartos hibridinis metodas. Šis tyrimas 
prisideda prie adaptyvaus valdymo tobulinimo, parodydamas, kaip lanksti viešųjų paslau-
gų inovacijų tvarka gali padidinti organizacijos atsparumą krizių metu.
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