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Abstract.

This study aims to analyze the selection and performance evaluation strategies
of Indonesian Hajj officers by the Directorate General of Hajj and Umrah of the
Ministry of Religious Affairs of the Republic of Indonesia. The selection process
is carried out through administrative stages, computer-based tests (CAT), and
panel interviews. Performance evaluation is carried out from the training stage
to the implementation of tasks in Saudi Arabia through direct supervision and
daily reporting. This study uses a descriptive qualitative approach with
interviews, documentation, and participatory observation. The results indicate
that the success of selection and evaluation is determined by system integration,
individual competence, and institutional support. However, there are still
challenges such as disparities in training quality between regions, limitations in
the digital system, and the absence of standardized and measurable performance
indicators. This study recommends the development of national competency
standards, strengthening the performance management information system, and
the implementation of Balanced Scorecard-based indicators. This study is
expected to provide strategic input for policymakers in improving the quality of
Hajj services and enriching academic literature on human resource
management in the religious sector.
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I INTRODUCTION

The organization of the Hajj pilgrimage is one of the most critical and complex national
responsibilities, particularly in the context of Indonesia as the world's largest sender of Hajj pilgrims. The
Directorate General of Hajj and Umrah (Ditjen PHU) under the Ministry of Religious Affairs of the Republic
of Indonesia bears full responsibility for designing, managing, and overseeing the Hajj pilgrimage process,
including the selection and evaluation of Hajj officials. Hajj officials play a vital role in ensuring the smooth
execution of pilgrims' religious duties, particularly in terms of health services, religious guidance, and
logistics during their stay in the Holy Land.In recent years, the complexity of Hajj operations has increased
due to the growing number of elderly pilgrims, dynamic quota policies, and rising expectations for service
quality. These conditions require Hajj officials to possess not only technical competence but also social
sensitivity, mental resilience, and interpersonal communication skills. For this reason, the selection and
performance evaluation of officers has become a strategic aspect of the overall national Hajj management
system. So far, the selection process has been carried out in stages, starting from administrative selection,
computer-based tests (CAT), to panel interviews. Performance evaluation, on the other hand, is carried out
through direct supervision, daily reports, and documentation of activities. Although this process has been
designed systematically, there are still challenges in the field, such as disparities in competence between
regions, limited technological infrastructure, and a lack of standardized evaluation indicators.

This study is important because there has not been much research specifically discussing the
managerial aspects of the selection and evaluation of Hajj officers from the perspective of public policy and
strategic human resource management. Using a qualitative approach, this study aims to provide a
comprehensive understanding of current practices, identify obstacles, and formulate data-based
recommendations for system improvement. It is hoped that the results of this study can contribute to the
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reform of a more adaptive, accountable, and pilgrim-oriented Hajj human resource management system.The
theoretical review in this study involves several main approaches in human resource management,
performance evaluation, and public policy. First, Dessler's (2020) Human Resource Development theory
emphasizes the importance of recruitment, training, and evaluation as a continuous cycle in human resource
performance development. In the context of Hajj officers, this theory is relevant because it shows how each
stage influences one another in producing professional human resources.Furthermore, Armstrong's (2014)
performance management theory emphasizes the importance of result-based and behavior-based
measurements in assessing individual effectiveness in organizations. In its implementation, Kaplan and
Norton's (1992) Balanced Scorecard theory is also applied to view performance from four perspectives:
financial, customer, internal processes, and learning and growth. This approach allows for a more
comprehensive evaluation of officer performance. As found by Sary, Dudija, and Moslem (2023). Hajj
officers with good digital competencies can use technology effectively in providing services to pilgrims,
while self-leadership helps them stay focused and productive despite facing dynamic work situations.

Research by Oktaviani, Dudija, and Sagala (2020) shows that employee engagement and leadership
style significantly influence employee performance. The level of engagement of Hajj officers in their work,
combined with a supportive leadership style, can create a conducive working environment that motivates
staff to provide the best service. The system theory developed by Bakar et al. (2023) is also used to view the
implementation of the Hajj as an integrated system, in which the selection and evaluation processes are
subsystems that must be harmoniously integrated. A good system requires feedback loops and continuous
evaluation in order to adapt to challenges in the field. In terms of public policy, Dunn's (2018) theory of
policy formulation and implementation serves as a reference for understanding how the staff selection policy
is translated into concrete actions by the Directorate General of Hajj and Umrah. This study also refers to
previous empirical studies, such as Efendi et al. (2022) and Suhartini & Akmadani (2024), which highlight
the importance of competence and monitoring in improving the quality of Hajj services.Based on this
literature review, it can be concluded that the selection and evaluation process for Hajj personnel must be
placed within a framework of human resource management based on systems, public service values, and
measurable and transparent performance indicators. This study aims to bridge theory and practice to generate
relevant and applicable recommendations. According to Sary, Dudija, and Moslem (2023), digital
competence and self-leadership are two essential factors that every public official must possess. In this
context,Hajj officers, this capability is needed so that they can utilize digital information systems well, as
well as being able to make quick and appropriate decisions in dynamic situations in the field.

1. METHODS

This study uses a descriptive qualitative approach to explore in depth the selection and performance
evaluation process of Indonesian Hajj officers conducted by the Directorate General of Hajj and Umrah of
the Ministry of Religious Affairs of the Republic of Indonesia. This approach was chosen because it is able
to capture the social and policy complexities that cannot be measured gquantitatively, as well as enabling a
holistic understanding of the dynamics of practices in the field. The research location was focused on the
Directorate General of Hajj and Umrah Headquarters in Jakarta, and involved several Regional Offices of the
Ministry of Religious Affairs in provinces that send the most pilgrims, such as West Java, East Java, and
North Sumatra. The location was selected purposively, considering geographical representation and
variations in the operational context of Hajj implementation.Data collection techniques include in-depth
interviews, document analysis, and participatory observation. Interviews were conducted with structural
officials of the Directorate General of PHU, national selection committee members, regional Hajj organizers,
as well as former and prospective Hajj officials. Interview questions were semi-structured to allow
informants flexibility in explaining their experiences and perceptions.The documentation reviewed includes
technical guidelines for the selection and training of Hajj officers, internal policy documents, monitoring and
evaluation (M&E) reports, and performance assessment results of officers from previous years. Observations
were conducted during the selection and training stages to understand the flow of activities, interactions
between parties, and field dynamics directly.
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Data analysis techniques used the interactive model of Miles and Huberman (1994), which includes
data reduction, data presentation, and conclusion drawing/verification. Data reduction was carried out by
grouping information based on the themes of selection, training, and performance evaluation. Data
presentation is done through thematic narratives and analysis matrices, while conclusions are drawn
inductively and accompanied by cross-verification between sources.To ensure data validity, the researcher
used source and method triangulation techniques. Source triangulation was done by comparing information
from various informants, while method triangulation was done by combining interviews, documentation, and
observation. In addition, a member check process was carried out by confirming the interview results with
the main informants to avoid misinterpretation.Research ethics were upheld by ensuring that all participants
gave their informed consent before being interviewed. The researcher also guaranteed the confidentiality of
the informants' identities and did not use sensitive data without explicit permission. Every data collection
process was carried out with due regard for the principles of transparency, accountability, and respect for the
rights of participants.Overall, this research design is structured to provide a comprehensive and in-depth
understanding of how the selection and evaluation policies for Hajj officials are implemented in practice, as
well as to identify the strengths, weaknesses, opportunities, and challenges of the existing system. This study
is expected to serve as a reference for improving Hajj human resource management that is more evidence-
based, responsive to social dynamics, and aligned with public service values..

1. RESULT AND DISCUSSION

The results of the study indicate that the selection and evaluation process of Indonesian Hajj officers
by the Directorate General of Hajj and Umrah has undergone significant development in recent years, both in
terms of policy and technical implementation. The selection process, which is conducted in stages through
administrative, CAT, and panel interviews, has been widely accepted as an objective screening instrument.
However, the technical implementation of this system still faces a number of obstacles.At the administrative
selection stage, the effectiveness of the requirements instrument is considered quite high in screening
candidates based on criteria such as age, educational background, work experience, and organizational track
record. Informants acknowledge that the administrative selection has helped minimize initial subjectivity.
However, there is a tendency for more administratively advanced regions to have an advantage over 3T
(underdeveloped, frontier, and outermost) regions in preparing documents and accessing the online
registration system. The CAT exam stage is crucial in determining the intellectual capacity and basic
knowledge of prospective officers. Although this method is able to screen candidates with objective scores,
there are significant technical obstacles. Several regions reported server disruptions, limited computer
equipment, and unequal internet access. This has impacted the quality of the examination and created
perceptions of inequality. The panel interview, which is the final stage of selection, has a significant
subjective dimension.Researchers noted that the panelists came from various backgrounds, such as
academics, religious practitioners, and ministry officials.

Although they provided holistic assessments, there were no standard assessment rubrics to minimize
differences in interpretation among panelists. Assessments of motivation, integrity, and mental readiness
often depended on personal impressions.In the implementation of tasks in Saudi Arabia, performance
evaluation is carried out through daily supervision, activity reports, and direct observation by the group
leader and sector supervisor. Informants mentioned that this method is effective in quickly identifying
problematic officers. However, the absence of an integrated digital evaluation system makes it difficult to
compile a performance database that can be followed up nationally.Another shortcoming identified is the
lack of standardized and comprehensive key performance indicators (KPIs). Evaluations are still descriptive
and do not have outcome-based benchmarks that can be compared across years or regions. This complicates
the benchmarking process and accountability for performance evaluations. From a managerial perspective,
the selection and evaluation systems do not fully support a competency-based and value-based approach.
Researchers found that officers with high religious motivation and a strong sense of dedication often
performed better, even though their CAT scores or interview results were not outstanding. This indicates that
the dimensions of values and work ethics should be integrated into the selection process.Within the Balanced
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Scorecard framework, the performance of Hajj officials is not fully reflected in the four perspectives
established by Kaplan and Norton: financial, customer (pilgrims), internal processes, and learning. Currently,
evaluations focus more on compliance with administrative tasks, while dimensions such as pilgrim
satisfaction and service innovation are not systematically measured.

It was also found that regions with high-quality training and guidance, such as large provinces in
Java, produce more prepared officers. Conversely, 3T regions face limited training, a shortage of resource
persons, and a lack of digital learning facilities. This disparity has the potential to create inequality in service
standards.In this discussion, the researchers compiled five main findings. First, the effectiveness of CAT -
based selection and interviews still faces challenges in terms of infrastructure and assessment instruments.
Second, the performance monitoring system in the field is not yet optimally supported by information
technology. Third, there are no standard result-based performance indicators. Fourth, religious values and
character are not explicitly considered in selection and evaluation. Fifth, capacity disparities between regions
have an impact on the quality of officers.This study emphasizes that the success of Hajj services is highly
dependent on the quality of personnel. Therefore, the human resource management approach applied must
cover technical, cognitive, affective, and spiritual aspects. System improvements must be made through
policy updates, improvements in information technology governance, and strengthening collaboration across
work units. All of these findings are consistent with Armstrong's (2014) theory that an effective performance
management system requires a balance between work results, work behavior, and organizational support
systems. They are also in line with the systemic approach of Bakar et al. (2023) that selection, training, and
evaluation are an inseparable whole.By strengthening data-driven and value-based selection and evaluation
strategies, the Directorate General of Hajj and Umrah can develop a more fair, transparent, and accountable
hajj officer management system. This model not only improves the quality of services for pilgrims but also
strengthens public trust in the management of national hajj operations..

V. CONCLUSION

This study concludes that the selection and performance evaluation strategies for Indonesian Hajj
officers at the Directorate General of Hajj and Umrah of the Ministry of Religious Affairs have demonstrated
a systematic and structured framework. The selection process, which consists of administrative stages, a
computer-assisted test (CAT), and interviews, has been able to screen candidates with the necessary basic
competencies.However, not all stages have been optimally implemented, particularly in terms of
standardizing instruments and ensuring uniform quality of implementation across regions. Performance
evaluations conducted during training and while on duty in Saudi Arabia indicate that supervision and
reporting have been actively carried out. Nevertheless, the absence of an integrated digital system and
uniform key performance indicators (KPIs) poses a challenge to the accuracy and consistency of
assessments. These results indicate the need for comprehensive reform of the technology-based and results-
oriented evaluation system. This study also highlights the importance of values and work culture as
determining factors in the successful implementation of policies.

Religious motivation, professionalism, and moral integrity have proven to be the main drivers of
officer performance, which cannot be replaced by administrative mechanisms alone. Therefore, selection and
evaluation policies should not only focus on technical aspects but also embrace character and spirituality
dimensions as part of performance indicators. Strategic recommendations derived from this study include:
(1) developing national competency standards for Hajj officers that integrate technical and ethical aspects;
(2) establishing a Balanced Scorecard-based performance evaluation system that can be implemented
nationally; (3) strengthening regional training with a collaborative inter-agency approach; (4) developing an
integrated and real-time Hajj human resource management information system; and (5) strengthening
supervision of the selection process through external monitoring and public transparency.Thus, the findings
of this study are expected to contribute to the renewal of human resource management policies in the context
of Hajj services. This study also opens up opportunities for further research, particularly exploring leadership
development models and strengthening integrity in religious-based public services in Indonesia..
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