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This research investigates the "Global Paradox of Digital 

Bureaucracy," characterized by the systemic decoupling 

between technological acceleration and legacy regulatory 

inertia. Utilizing a qualitative single-case study lens 

grounded in Mintzberg’s (1976) Unstructured Decision 

Process Theory, the study deconstructs how a massive 

administrative backlog serves as an evocative stimulus for 

institutional renewal. Findings reveal that traditional 

"search" routines are insufficient in digital-native 

environments, necessitating sophisticated design routines 

to bridge the algorithmic-regulatory gap. The study 

culminates in the proposal of the Digital-Driven Strategic 

Decisiveness (DDSD) model, which posits that 

organizational resilience is predicated on the leadership's 

capacity to harmonize technological interoperability with 

formal policy authorization. By repositioning 

administrative agility as a moral imperative, this research 

provides a universal roadmap for restoring Meritocratic 

Equity and the Psychological Contract within public 

institutions facing scaling complexity. 
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INTRODUCTION 
The dawn of the Fourth Industrial Revolution has propelled global 

organizations toward an unprecedented digital frontier, yet this transition is 
frequently marred by a profound institutional paradox. While the adoption of 
cutting-edge digital infrastructure signals a movement toward agility and 
modernization, many large-scale entities remain culturally and operationally 
imprisoned within legacy analog logics. This phenomenon, characterized by 
Haug et al. (2024) as a "digital veneer," describes a condition where technological 
tools are implemented without a fundamental calibration of the underlying 
bureaucratic mindset. Consequently, organizations appear modern on the 
surface, but their core processes remain entangled in traditional hierarchical silos 
and rigid administrative protocols (Vakola et al., 2020). 

The friction between technological acceleration and regulatory rigidity 
presents a formidable challenge to strategic management. In many developing 
administrative landscapes, the deployment of sophisticated information systems 
often outpaces the evolution of the legal and procedural frameworks intended to 
govern them. As observed by van den Hende et al. (2022), this "regulatory lag" 
does not merely impede efficiency; it creates a systemic dissonance that can 
paralyze human capital development. When digital systems are forced to operate 
within the constraints of archaic regulations, the resulting inertia often manifests 
as administrative bottlenecks, effectively stifling professional growth and 
undermining meritocratic aspirations within the workforce. 

Addressing this paradox requires more than mere technological 
investment; it demands a contemplative strategic alignment. Strategic Human 
Resource Management (SHRM) must transition from being a passive observer of 
digital implementation to becoming an active architect of organizational 
resilience. The challenge lies in harmonizing the precision of digital automation 
with the nuanced requirements of institutional governance. As noted by Rotea et 
al. (2023), overcoming bureaucratic inertia necessitates a profound cultural 
shift—a transformation that transcends the simple dichotomy of "analog vs. 
digital" and embraces a more fluid, integrative approach to organizational 
problem-solving. Only through such strategic breakthroughs can institutions 
truly liberate their human capital from the constraints of digital-era paralysis. 

The contemporary organizational landscape is increasingly defined by a 
profound and growing asymmetry between the rapid acceleration of digital 
information systems and the inherent inertia of legacy regulatory frameworks. 
This phenomenon, often termed as "regulatory lag," represents a state of systemic 
decoupling where technological capabilities far outpace the institutional capacity 
to govern them (Sahoo et al., 2024). In the context of large-scale public 
institutions, this gap manifests as a critical friction between digital 
interoperability and archaic administrative protocols. While digital 
infrastructures are designed to catalyze operational fluidity, they are frequently 
restrained by "policy incompatibility," where outdated legal structures fail to 
provide the necessary authorization for digital-native workflows. 

As argued by Bhoi et al. (2025), this misalignment is not merely a technical 
oversight but a profound strategic management failure. When digital 
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transformation is implemented without a synchronized realignment of policy, it 
creates a "legalistic stasis" that paralyzes decision-making processes. In such 
environments, the organizational commitment to modernization is often 
undermined by a rigid adherence to legacy procedures that do not account for 
data-driven validation. Consequently, this structural friction emerges as a 
primary inhibitor of institutional agility, transforming intended technological 
advancements into unintended administrative bottlenecks (Barragan et al., 2023). 

Beyond the technicalities of administrative backlog, the delay in academic 
credential recognition represents a significant threat to the psychological contract 
between the organization and its workforce. From a Strategic Human Resource 
Management (SHRM) perspective, career recognition is a fundamental pillar of 
professional agency and identity. When this recognition is deferred indefinitely 
due to systemic paralysis, it triggers a state of "Human Capital Depreciation," 
where the specialized skills and knowledge acquired by employees remain 
underutilized and unrewarded (Malik, 2023). This stagnation is not a localized 
administrative issue; it is an organizational crisis that erodes the very 
foundations of human capital resilience. 

The humanist implications of this stasis are profound. Prolonged stagnation 
in career progression leads to a perceptible decline in organizational commitment 
and a rise in professional disillusionment. As observed by Bhoi et al. (2025), the 
inability to recognize meritocratic achievements fosters a culture of "Institutional 
Stagnation," where talent retention becomes increasingly difficult. The workforce 
perceives a disconnect between the organization’s rhetoric of "talent 
development" and the reality of its "procedural paralysis." Therefore, the crisis of 
career stagnation serves as an evocative stimulus, revealing deeper 
vulnerabilities in the organization's capacity to protect and nurture its most 
valuable asset: its human capital. 

While existing literature extensively explores the drivers of successful 
digital transformation, there is a notable scarcity of studies focusing on the "dark 
side" of digitalization—specifically when technological implementation triggers 
a state of service paralysis. Most management research operates under the 
assumption of linear progress, overlooking the "unstructured decision-making" 
phases required when systems and regulations collide in a state of mutual 
exclusion. There is a distinct "Research Gap" regarding how leadership navigates 
the complexities of Mintzberg’s decision-making loops—Identification, 
Development, and Selection—within a digitally paralyzed public sector 
environment (van den Hende et al., 2022). 

This study intends to bridge this intellectual chasm by examining the 
"Strategic Breakthroughs" necessitated by institutional inertia. Current 
scholarship lacks a granular analysis of how "Evoking Stimuli"—such as a 
massive administrative backlog—force a shift from routine processing to 
strategic intervention.  

By utilizing Mintzberg’s framework of strategic decision-making, this 
research seeks to dissect the cognitive and structural processes involved in 
resolving a crisis that is both technological and regulatory in nature. The intent 
is to provide a comprehensive model for "Administrative Agility," offering 
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insights into how strategic decisiveness can restore organizational functionality 
and human capital equity in the face of systemic collapse (Pagnozzi et al., 2024). 
 
LITERATURE REVIEW 
Strategic Human Resource Management (SHRM) and Talent Recognition 

The evolution of Strategic Human Resource Management (SHRM) has 
fundamentally repositioned the workforce from a mere operational cost to a 
primary source of sustainable competitive advantage. Within this contemporary 
paradigm, the recognition of academic credentials and advanced qualifications 
transcends the boundaries of routine administrative processing; it epitomizes the 
formal validation of an individual’s enhanced intellectual capital. As emphasized 
by Sahoo et al. (2024), "Intellectual Capital Recognition" serves as a strategic 
signal that the organization is not merely a consumer of labor, but a proactive 
steward of talent development. Consequently, the mechanisms through which 
an organization acknowledges and formalizes the professional growth of its 
members are pivotal in maintaining the integrity of a meritocratic ecosystem. 

At the core of a high-functioning SHRM framework lies the "Psychological 
Contract"—an implicit set of expectations regarding the mutual obligations 
between the employee and the institution. When employees invest personal and 
intellectual resources into advanced education, they do so under the normative 
assumption of "Merit-Based Progression." As argued by Shapa et al. (2025), the 
seamless recognition of these achievements is a fundamental pillar of 
meritocracy, reinforcing the belief that professional upward mobility is 
contingent upon demonstrated competence and continuous self-improvement. 
When this recognition is fluid, it fosters a robust sense of "Talent Appreciation," 
which in turn cultivates a resilient organizational culture characterized by high 
levels of trust and goal alignment. 

Conversely, systemic failures or protracted delays in the recognition of 
earned credentials represent a significant breach of the psychological contract, 
leading to profound institutional consequences. The resulting administrative 
inertia does not merely stall a single career path; it radiates a sense of professional 
invisibility across the entire organization. According to van den Hende et al. 
(2022), such delays act as a detrimental force that erodes organizational 
commitment and diminishes the perceived value of internal merit systems. In the 
absence of timely recognition, the institution risks "Human Capital 
Depreciation," where the newly acquired skills and specialized knowledge of the 
workforce remain strategically dormant. Therefore, ensuring the fluidity of talent 
recognition is not an optional administrative efficiency but a strategic necessity 
required to sustain the vitality of the SHRM ecosystem and secure the 
organization’s future-readiness (Pagnozzi et al., 2024). 

 
 
Mintzberg’s Unstructured Decision Process Theory (1976) 

To analyze organizational resilience amidst systemic disruptions, one must 
examine the architecture of decision-making under conditions of high ambiguity. 
Mintzberg et al. (1976), in their seminal work on the structure of "unstructured" 
decision processes, define such decisions as those that are novel, complex, and 
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open-ended, lacking a pre-established set of responses. This theoretical 
framework provides a sophisticated lens through which to dissect how 
institutions navigate operational paralysis that lacks historical precedent. Rather 
than a linear progression, this process is an iterative and dynamic strategic cycle 
divided into three distinct phases: Identification, Development, and Selection. 

The initial phase, Identification, comprises the sub-routines of Decision 
Recognition and Diagnosis. This stage is ignited by "Strategic Stimuli"—signals 
that indicate a significant divergence between current institutional performance 
and desired strategic outcomes. As interpreted by Wijethilake et al. (2023), these 
stimuli often manifest as massive internal pressures or systemic service failures 
that paralyze organizational core functions. Once these stimuli are 
acknowledged, the organization must engage in a rigorous Decision Diagnosis 
to ascertain the root causes of the friction. Effective diagnosis is vital in high-
velocity environments, as it determines the trajectory of resource allocation and 
the intensity of subsequent solution-seeking efforts (Sahoo et al., 2024). 

The second phase, Development, is the generative heart of the process, 
where the organization seeks to build alternative solutions through Search and 
Design sub-routines. When standardized "Search" procedures fail to yield viable 
options for resolving modern complexities—such as the misalignment between 
digital potential and regulatory rigidity—the organization is forced into an 
original "Policy Design" mode. This phase is inherently contemplative and often 
involves multiple feedback loops; a designed solution may require re-diagnosis 
if found to be incompatible with the underlying digital infrastructure or the 
existing legalistic landscape (Bhoi et al., 2025). 

The final phase, Selection, involves Screening, Evaluation-Choice, and 
Authorization. Screening serves to eliminate alternatives that are technically or 
legally unfeasible, while Evaluation-Choice involves a profound strategic 
weighing of the most transformative options. However, the strategic efficacy of 
a decision does not conclude with a choice; it culminates in the "Authorization 
Routine." As emphasized by contemporary management scholarship, 
authorization provides the formal legitimacy required for a strategic 
breakthrough to be executed across all levels of the institutional hierarchy (Beer, 
2021). Through this Mintzbergian cycle, the organization does not merely react 
to a crisis; it actively reconstructs its business architecture to restore stability and 
professional certainty for its human capital. 

 
Organizational Resilience and Administrative Agility 

In the contemporary discourse of strategic management, organizational 
resilience is increasingly conceptualized not merely as a defensive capacity for 
survival, but as a dynamic capability to thrive amidst systemic disruptions. 
Within large-scale bureaucratic ecosystems, this resilience is fundamentally 
predicated on "Administrative Agility"—the institutional capacity to rapidly 
reconfigure internal processes in response to technological or regulatory shocks 
(Wijethilake et al., 2023). As postulated by van den Hende et al. (2022), 
administrative agility serves as the operational bridge between a state of 
organizational inertia and the restoration of functional equilibrium. In the context 
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of digital transformation, this agility is tested when legacy systems fail to 
accommodate emerging data-driven requirements, necessitating a proactive 
realignment of strategic priorities. 

The attainment of administrative agility requires a departure from the 
traditional rigidities of "Machine Bureaucracy" toward a more fluid, integrative 
model of governance. According to Malik (2023), the core of this transformation 
lies in the organization's ability to engage in "Strategic Decisiveness"—the 
capacity to authorize and execute non-routine interventions when standardized 
protocols reach their cognitive and operational limits. For a human-capital-
centric organization, this agility is vital to ensure that professional development 
pathways remain unobstructed by technical or regulatory bottlenecks. When 
strategic decision-making successfully bridges the gap between digital potential 
and administrative execution, it reinforces the organization's resilience, signaling 
a robust commitment to both meritocratic justice and operational excellence 
(Islam et al., 2021). 

Ultimately, organizational resilience in the digital era is measured by the 
speed and effectiveness with which an institution can resolve "Service Paralysis." 
As observed by Vakola et al. (2020), the transition from a state of systemic backlog 
to functional restoration requires an iterative cycle of diagnosis and design, as 
outlined in Mintzberg’s framework. By harmonizing technological 
interoperability with agile policy-making, organizations can cultivate a resilient 
environment where human capital is protected from the corrosive effects of 
institutional stagnation. Thus, administrative agility emerges as a critical 
strategic lever, transforming unforeseen crises into catalysts for profound 
organizational renewal and sustained competitive advantage. 

 
Conceptual Framework: A Strategic Decision-Making Approach to Talent 
Recognition 

Rather than adhering to the rigid constraints of statistical hypothesis 
testing, this inquiry adopts a qualitative conceptual framework to explore the 
profound "conceptual interplay" between organizational stimuli and strategic 
intervention. This choice of a methodological path is predicated on the necessity 
of capturing the nuanced complexities of institutional resilience—specifically 
how leadership navigates a state of service paralysis triggered by a digital-
regulatory misalignment. Following the integrative approach of Robertson et al. 
(2021), the framework delineated below serves as a scholarly compass, guiding 
the transition from the recognition of a crisis to the authorization of a strategic 
breakthrough. 

 
This analytical framework posits that strategic decision-making in the 

public sector is not a linear administrative function but a dynamic response to 
evocative stimuli. By situating Mintzberg et al. (1976) decision loops at the heart 
of the process, the study provides a roadmap for understanding how an 
organization’s "Human Capital Resilience" is restored. The framework visualizes 
the journey from the initial identification of an administrative backlog to the 
eventual crystallization of career certainty for the workforce, emphasizing the 
role of strategic decisiveness as the primary catalyst for organizational renewal. 
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The following diagram illustrates the flow of the research logic, mapping 
the transition from environmental inputs to strategic organizational outcomes: 

 

 
Figure 1. Visual Synthesis: The Strategic Decision-Making Roadmap 

The conceptual roadmap presented above elucidates the iterative 
progression of the study’s analytical focus. The journey commences with the 
Input Phase, where the "Academic Inclusion Crisis" and the "Digital-Regulatory 
Gap" serve as the primary strategic stimuli. These factors represent the 
environmental pressures that demand an immediate organizational response. 

The Process Phase constitutes the theoretical core, utilizing Mintzberg et al. 
(1976) multi-phased approach to deconstruct the decision-making cycle. Here, 
the focus shifts from the internal recognition and diagnosis of the backlog to the 
sophisticated search and design of a policy-technology synthesis, culminating in 
the evaluation and formal authorization of the solution. 

Finally, the Output Phase represents the successful resolution of the crisis. 
The resulting "Strategic Breakthrough" through systemic integration does not 
merely resolve a technical bottleneck; it restores "Career Certainty" and reinforces 
"Human Capital Resilience." This roadmap ensures that the subsequent empirical 
findings in the chapters to follow are grounded in a cohesive logic of institutional 
recovery and meritocratic justice. 

 
METHODOLOGY 

To investigate the intricate dynamics of strategic decision-making within 
the context of a large-scale institutional crisis, this inquiry employs a qualitative 
single-case study design. The selection of a national-scale human resource 
authority as the focal point of research is a deliberate "Purposive Case Selection," 
predicated on the institution's status as an idiosyncratic or "extreme case." As 
proposed by Maurya et al. (2020), the single-case study is uniquely suited for 
examining phenomena where the context is highly intertwined with the strategic 
outcome, allowing for an exhaustive exploration of variables that a broader, 
multi-site study might overlook. In this instance, the institution represents a 
microcosm of the systemic challenges faced by emerging digital bureaucracies, 
where the sheer scale of the administrative backlog serves as a critical stress test 
for organizational resilience. 

The methodological rigor of this study is further bolstered by the depth of 
"Insider Access" utilized during the data elicitation phase. While traditional 
methodologies often caution against researcher proximity, this study argues that 
"Contextual Richness" is maximized when the researcher possesses an inherent 
understanding of the institution’s unspoken norms and structural nuances. This 
epistemological reflexivity allows for the construction of a "Thick Description," 
capturing the subtle cognitive and cultural shifts that occur during a strategic 
breakthrough. Far from compromising objectivity, the researcher’s positionality 
facilitates a more nuanced "Decision Diagnosis," enabling the capture of temporal 
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and systemic data points that would remain inaccessible to an external observer 
(Bhoi et al., 2025). 

Ultimately, the choice of a qualitative case study is a commitment to 
understanding the "how" and "why" of institutional recovery in its most 
authentic form. By focusing on a single, high-stakes environment, the study 
provides a granular analysis of how strategic stimuli are recognized and 
translated into transformative policy designs. This focused lens is essential for 
examining idiosyncratic phenomena, ensuring that the findings offer not just a 
report of administrative change, but a profound contribution to the broader 
discourse of strategic management and digital transformation in the public sector 
(Shapa et al., 2025). 

The integrity of the data elicitation process in this study is anchored in a 
purposive sampling protocol designed to capture a comprehensive vertical 
spectrum of the organization. To achieve 360-degree data validity and mitigate 
the risk of individual perspective bias, participants were selected based on their 
strategic proximity to the decision-making loop, spanning from the Strategic 
Apex to the Operating Core. This cross-level validation ensures that the research 
accounts for the nuanced interplay between high-level policy formulation, 
tactical managerial mediation, and the granular realities of frontline execution. 
As underscored by Wijethilake et al. (2023), such a multi-layered approach is 
essential for dissecting complex institutional crises, as it triangulates the 
visionary intent of leadership against the technical constraints and cognitive 
burdens experienced at the operational level. 

The selection process was governed by the principle of theoretical 
saturation, ensuring that each hierarchical tier provided a sufficient depth of 
insight to construct a robust narrative of organizational resilience. By engaging 
with informants across this hierarchical spectrum—including senior executives, 
technical managers, and frontline verifiers—the study captures the internal 
dissonance and eventual strategic alignment necessitated by the digital 
transformation process. This vertical stratification allows for a sophisticated 
analysis of how strategic stimuli are recognized and translated into action, 
providing a holistic view of the organization’s adaptive capacity (Vakola et al., 
2020). 

Navigating the complexities of sensitive institutional data requires a 
heightened degree of ethical reflexivity and a steadfast commitment to 
professional integrity. This research strictly adheres to comprehensive 
anonymity protocols to safeguard the professional standing of all informants and 
protect the confidentiality of organizational mechanics. Every participant’s 
identity has been systematically masked, and specific administrative identifiers 
have been anonymized to ensure that the findings contribute to the global body 
of management knowledge without compromising the security or reputation of 
the institution. This ethical equilibrium is vital for mitigating social desirability 
bias, allowing informants to provide candid reflections on systemic bottlenecks 
and regulatory gaps without fear of institutional repercussions. 

The balance between academic transparency and institutional secrecy was 
maintained through rigorous data masking techniques applied to all 
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documentary evidence, including system logs and internal correspondence. This 
approach ensures that the "truth" of the institutional experience is conveyed with 
absolute honesty while respecting the boundaries of state and organizational 
confidentiality. As argued by Tortia et al. (2022), maintaining such a moral 
responsibility is a prerequisite for high-impact qualitative research, particularly 
when investigating "unstructured" decision processes in sensitive public sector 
environments. By upholding these standards, the study ensures that the pursuit 
of scholarly excellence remains harmonized with the highest level of professional 
and ethical conduct. 

 
RESEARCH RESULTS 
The Identification Phase: Recognizing Strategic Stimuli in Scaling Complexity 

The trajectory of strategic decision-making within the subject institution 
was precipitated not by a planned administrative cycle, but by the emergence of 
profound "operational stimuli" that disrupted the routine equilibrium of human 
resource management. Following the stimulus-recognition model proposed by 
Vakola et al. (2020), the identification phase commenced when the leadership 
encountered a systemic dissonance between burgeoning digital aspirations and 
the latent rigidity of legacy regulatory frameworks. This phenomenon, 
conceptualized here as Scaling Complexity, manifested through a massive 
accumulation of pending administrative submissions, which functioned as a 
powerful evocative stimulus. This surge was no longer perceived as a mere 
technical bottleneck; it was recognized as a fundamental threat to the meritocratic 
agency and professional progression of the collective workforce. 

The confluence of an ambitious infrastructural transition—specifically the 
implementation of a centralized digital platform—and the prevailing regulatory 
incompatibility created an organizational "friction point." Management began to 
identify that traditional modes of processing were insufficient to address the 
sheer volume of data validation required in the new digital ecosystem. This 
realization marked the transition from routine monitoring to an active state of 
Decision Recognition, where the institutional focus shifted toward the potential 
for widespread career stagnation if the administrative paralysis remained 
unaddressed. 

 

 
Figure 2. The Identification Phase of Strategic Decision-Making 

 
As illustrated in Figure 2, the identification phase effectively bridged the 

gap between raw operational data and the necessity for a Strategic Breakthrough. 
The initial diagnosis revealed a critical "algorithmic-regulatory gap," wherein the 
automated validation logic of the digital system had outpaced the evolution of 
the governing legal frameworks. As noted by Syamsir et al. (2025), the capacity 
of a public institution to navigate such digital transitions is intrinsically linked to 
the speed at which leadership can diagnose the asymmetry between 
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technological reach and regulatory grasp. Within this context, diagnostic clarity 
became the foundational stimulus that moved the organization toward the 
design of an integrative solution, aimed at restoring both institutional 
functionality and the psychological contract with its human capital. 

 
The Development Phase: Designing Interoperability amidst Constraints 

Following the critical diagnostic clarity attained in the identification phase, 
the organization transitioned into the generative heart of the strategic process: 
the Development Phase. According to Mintzberg et al. (1976), this stage is 
characterized by the dual routines of Search and Design, where the institution 
navigates through the limitations of existing protocols to engineer a novel 
resolution. Within the context of this study, the development phase was not a 
linear progression but a contemplative and iterative search for Infrastructural 
Synergy. Initial efforts were directed toward a search routine that scrutinized 
existing regulatory frameworks for untapped flexibility; however, this search 
largely yielded "legalistic dead-ends," as legacy policies remained inherently 
incompatible with the high-velocity data validation required by the new digital 
ecosystem. 

The failure of standardized search routines necessitated a shift toward a 
sophisticated Design Routine. This stage represented a strategic synthesis where 
technical interoperability was harmonized with a re-envisioned administrative 
logic. Rather than merely recalibrating the digital platform, the organization 
embarked on the design of a specialized integration layer—an API-driven 
architecture—intended to bridge the disparate silos of data and authority. As 
noted by Raza et al. (2023), the design of such "Integrative Interoperability" 
requires a profound organizational resilience, as it must satisfy the dual 
requirements of technological automation and regulatory accountability. The 
design process was marked by intense cross-departmental collaboration, aimed 
at creating a "fluid procedural bridge" that could bypass systemic bottlenecks 
without compromising the integrity of meritocratic verification. 
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Figure 3. The Development Phase: Iterative Design of Strategic Interoperability 

As illustrated in Figure 3, the development phase functioned as a critical 
laboratory for Strategic Innovation. The resulting design was more than a 
technical patch; it was a fundamental realignment of the institution’s operational 
philosophy. This "Design Routine" successfully addressed the algorithmic-
regulatory gap by embedding policy constraints directly into the digital 
workflow, thereby ensuring that automated speed did not come at the cost of 
legal validity. Following the perspective of Pavlova (2021), such breakthroughs 
in the public sector are born from the friction between modern digital 
imperatives and traditional bureaucratic constraints. By successfully navigating 
these constraints, the organization prepared the foundation for the final 
authorization of a solution that would ultimately restore professional certainty 
to the workforce. 
 
The Selection Phase: Restoring Justice through Policy Authorization 

The final arc of the strategic decision-making cycle culminates in the 
Selection Phase, a critical juncture where the proposed technical and procedural 
innovations were subjected to rigorous vetting and formal legitimization. 
According to the framework established by Mintzberg et al. (1976), this phase 
involves three sub-routines: Screening, Evaluation-Choice, and Authorization. 
Within the subject institution, the screening process served as a necessary filter, 
discarding fragmented solutions that failed to address the systemic nature of the 
backlog. The evaluation-choice routine was characterized by a profound strategic 
weighing of the "API-Policy Synthesis," which was identified as the most viable 
instrument for bridging the algorithmic-regulatory gap. 

The most transformative element of this phase, however, was the 
Authorization Routine. In a high-stakes public sector environment, a technical 
design remains a dormant potential until it is animated by formal policy 
legitimacy. The selection of the integrative model was not merely an efficiency 
choice; it was a deliberate act of restoring Meritocratic Equity. As emphasized by 
Potnuru et al. (2021), the authorization of non-routine interventions in a 
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bureaucratic setting acts as a "strategic release valve," allowing the institution to 
bypass legacy constraints that would otherwise stifle the professional growth of 
its human capital. By granting formal authority to the new digital-procedural 
bridge, the leadership effectively resolved the career paralysis that had plagued 
the workforce, signaling a restoration of the psychological contract between the 
individual and the state. 

 
Figure 4. The Selection Phase: From Design to Policy Legitimacy 

As illustrated in Figure 4, the transition from choice to authorization 
represents the crystallization of institutional decisiveness. This phase 
successfully transformed a prototypical design into a mandatory operational 
reality. Following the perspective of Nematollahi et al. (2024), the authorization 
of such breakthroughs serves as a catalyst for Human Capital Resilience, as it 
provides the necessary legal certainty for practitioners to execute their duties 
without fear of regulatory repercussions. The selection phase, therefore, was not 
the end of a process, but the beginning of a renewed organizational era where 
technology and policy are no longer in conflict, but are synchronized to protect 
and promote the talent within the institution. 
 
DISCUSSION 
Synthesizing Mintzberg with SHRM Dynamics: The Nexus of Decisiveness and 
Meritocracy 

The synthesis of Mintzberg et al. (1976) unstructured decision-making 
framework with the imperatives of Strategic Human Resource Management 
(SHRM) reveals a profound dialectical relationship between institutional agility 
and the preservation of human capital. This study moves beyond the traditional 
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view of administrative processing by conceptualizing the resolution of systemic 
backlogs as a high-stakes act of Strategic Stewardship. The findings suggest that 
within a digitalized bureaucracy, the "unstructured" nature of decision-making 
is not a symptom of organizational chaos, but rather a necessary strategic 
response to the Algorithmic-Regulatory Gap that threatens the foundational 
"Psychological Contract" between the institution and its workforce. 

In the Identification Phase, the transition from "routine stimuli" to "strategic 
recognition" is driven by a humanist concern for Career Certainty. As identified 
by Bouma et al. (2023), when an institution experiences a massive operational 
surge that impedes meritocratic progression, the stimuli are not merely data 
points; they are indicators of a potential breach in the psychological contract. The 
recognition of "Scaling Complexity" thus serves as an evocatory signal that the 
SHRM ecosystem is under duress. This phase confirms that for large-scale public 
entities, the early detection of administrative paralysis is the first step in 
protecting Intellectual Capital Recognition, ensuring that the specialized 
qualifications of the workforce do not suffer from systemic depreciation 
(Chughtai et al., 2024). 

Furthermore, the Development Phase illustrates a shift from "Search" to 
"Design" as a form of Proactive Talent Care. The search for interoperability 
amidst regulatory constraints is a contemplative effort to restore Procedural 
Fluidity. By designing an integrative bridge between digital systems and legacy 
policies, the organization effectively mitigates the risk of "Institutional 
Stagnation." As argued by Ellinger & Ellinger (2020), the success of digital 
transformation in the public sector is contingent upon the capacity of strategic 
designers to harmonize technological speed with the nuanced requirements of 
meritocratic justice. The design routine, therefore, acts as an organizational 
resilience mechanism that safeguards the career trajectories of the workforce 
against the friction of digital-analog incompatibility. 

 
Figure 5. The Synthesis of Strategic Decision-Making and SHRM Outcomes 

Ultimately, the Selection Phase serves as the ultimate catalyst for 
Meritocratic Equity. The act of policy authorization is the moment where 
strategic decisiveness is transformed into professional certainty. Following the 
perspective of Tan et al. (2023), the formalization of a "Strategic Breakthrough" is 
a powerful administrative signal that restores the workforce's trust in the 
organization’s commitment to fairness. This synthesis underscores that in the age 
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of digital bureaucracy, administrative agility is not merely a technical virtue; it is 
a strategic necessity required to maintain the vitality of the SHRM ecosystem and 
to ensure that the institution remains a resilient guardian of its most valuable 
asset: its human capital. 

The primary theoretical contribution of this study lies in the formulation of 
a new conceptual model termed Digital-Driven Strategic Decisiveness (DDSD). 
While Mintzberg et al. (1976) classical framework successfully deconstructs the 
anatomy of "unstructured" decisions, it remains largely silent on the specific 
pressures of the digital-regulatory divide within modern public-sector 
bureaucracies. This research extends the classical discourse by proposing that in 
an era of Cyber-Physical Bureaucracy, organizational resilience is no longer a 
product of mere administrative persistence; it is the result of a synchronized 
alignment between algorithmic precision and regulatory authorization. 

The DDSD Model posits that strategic breakthroughs in the digital age are 
not purely technical nor purely legal, but are born from a state of "Integrative 
Agility." As argued by Jin & Men (2023), the traditional "Search" routine in 
bureaucracies often fails because it looks for answers within outdated legal 
precedents that cannot accommodate the velocity of digital data. Our findings 
suggest a theoretical shift where the Design Routine must precede the Search—
meaning that organizations must first design the digital-procedural "bridge" 
before searching for the regulatory justification to authorize it. This "Design-
First" approach represents a significant departure from conventional linear 
management models and offers a more resilient pathway for institutions facing 
Scaling Complexity (Bouma et al., 2023). 

Furthermore, this study introduces the concept of Meritocratic Legitimacy 
as a critical success factor in strategic decision-making. We contend that the 
"Selection Phase" in an SHRM context must be evaluated not only by its 
operational efficiency but by its capacity to restore the Psychological Contract. 
Following the perspective of Sudibjo & Prameswari (2021), the authorization of 
a strategic solution acts as a "moral recalibration" of the institution. This 
theoretical contribution offers global management scholars a new lens through 
which to view administrative agility: not merely as a survival mechanism, but as 
a deliberate strategic intervention to protect the sanctity of human talent against 
the friction of technological transition. 

Ultimately, the Digital-Driven Strategic Decisiveness model serves as a 
universal roadmap for public institutions navigating the "Global Paradox of 
Digital Bureaucracy." By integrating the logic of interoperability directly into the 
heart of strategic choice, institutions can move beyond the state of "Service 
Paralysis" and emerge as agile, talent-centric entities. This conceptual 
advancement provides a critical foundation for future research into how 
emerging economies can harmonize their digital ambitions with the enduring 
requirements of administrative accountability and human capital equity (Donkor 
et al., 2022). 

 
 
 
CONCLUSIONS AND RECOMMENDATIONS 
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This inquiry has traversed the complex terrain of the "Global Paradox of 
Digital Bureaucracy," where the promise of technological acceleration frequently 
collides with the inertia of legacy administrative structures. The findings 
elucidate that the crisis of service paralysis and the resulting career stagnation 
were not merely technical failures, but symptomatic of a profound Algorithmic-
Regulatory Gap. Through the lens of Mintzberg et al. (1976) unstructured 
decision-making framework, the study demonstrated that the resolution of such 
a systemic impasse requires more than incremental adjustments; it demands a 
Strategic Breakthrough characterized by the deliberate synthesis of digital 
interoperability and policy re-engineering. 

By identifying the massive administrative backlog as an Evoking Stimulus, 
the subject institution transitioned from a state of operational friction to a 
generative phase of Infrastructural Synergy. The successful design and 
authorization of an integrative "procedural bridge" served as the ultimate 
catalyst for restoring the Psychological Contract with the workforce. This 
research confirms that in the face of Scaling Complexity, organizational resilience 
is fundamentally predicated on the leadership’s capacity for Digital-Driven 
Strategic Decisiveness—a capability that harmonizes the speed of automation 
with the enduring requirements of meritocratic justice (Liu & Ling, 2025). 
 

1. The Supremacy of Integrative Design: Technical solutions in large-scale 
bureaucracies are ineffective unless they are embedded within a 
synchronized regulatory framework. The "Search" for answers in 
outdated precedents must be superseded by a "Design" routine that 
proactively architects legal-digital compatibility. 

2. Decisiveness as a Resilience Mechanism: Strategic decisiveness acts as a 
"release valve" for institutional paralysis. The formal authorization of non-
routine interventions is essential for bypassing systemic bottlenecks that 
threaten Human Capital Resilience. 

3. Meritocratic Equity as a Strategic Objective: The ultimate measure of 
administrative agility is its capacity to protect the professional agency of 
the workforce. Ensuring Career Certainty amidst technological transitions 
is not merely an HR function but a strategic necessity for maintaining 
institutional credibility and trust. 

 
ADVANCED RESEARCH 

While this study provides a granular "thick description" of Digital-Driven 
Strategic Decisiveness within a specific institutional context, it concurrently 
serves as a foundational stimulus for broader epistemological expansion. The 
resolution of the Algorithmic-Regulatory Gap identified in this research 
represents only the first wave of a larger transformation in public management. 
Future academic inquiry should transition from single-case explorations toward 
Cross-Institutional Comparative Analysis.  

By examining how different bureaucratic "DNA" types—ranging from 
centralized authorities to decentralized agencies—navigate the friction of Scaling 
Complexity, scholars can refine the DDSD model to account for varying degrees 
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of institutional autonomy and digital maturity. In conclusion, the "Global 
Paradox of Digital Bureaucracy" is a dynamic and evolving phenomenon. By 
pursuing these advanced research pathways, the academic community can 
ensure that Strategic Human Resource Management remains at the forefront of 
organizational resilience. The goal is to move beyond the reactive resolution of 
crises toward a proactive, Digital-Native Strategic Culture that champions the 
professional dignity of human capital in an increasingly automated world. 
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