
Marija Lončar- Croatian Tax Administration

Human resource 
management through 
performance data 
analysis

IOTA Webinar on HR data analytics



About Us

According to the scope and complexity of tasks, the Tax Administration 
is organized into three strategic levels:
• National and international level – established with 1 Central Office
• Regional level – composed of 22 regional offices, including the 

Office for Large Taxpayers, which operates at the national level
• Local level – 96 branch offices of regional offices



Total number 3.593

By gender:
Women: 2,835 (79%)

Men: 758 (21%)

Human Resources Division, 
HR Management department and 

Training and Development department  

total of 20 employee

CTA in numbers



Performance 
Measurement System

Driven by national-level legal 
regulations, the Tax Administration 
can effectively evaluate 
performance of tax officials to 
enhance human resources 
management and organizational 
success



Key Project Elements

Comprehensive 
Planning 

Unified Attendance 
Tracking 

Advanced Analytics 
System 

Unified Planning Management 
dashboard

Centralized Database 



Performance Management 
evaluation criteria

General evaluation criteria

Specific criteria, competencies 

Leadership competencies for supervisory officers 

• Effectiveness in job performance
• Accuracy, precision, and reliability in job performance
• Adherence to deadlines
• Problem-solving ability

 

• Creativity & innovation
• Communication, both written and verbal
• Collaboration skills...

• Organizational and managerial skills
• Decision-making ability
• Ability to motivate employees
• Conflict resolution skills



Weights of evaluation criteria

General evaluation criteria - 50%

Specific criteria & competencies - 20%

Leadership competencies - 30%

General evaluation criteria - 70%

Specific criteria, competencies - 30%

Supervisory officers

All CTA officials



Performance  indicators

General assesment criteria

• Job catalog
• All types of jobs
• All activities are defined
• All databases are established

Specific competencies & leadership competencies

Competencies, both managerial and specific, are assessed 
based on sets of questions to ensure objectivity. 
Responses are evaluated on a scale from 1 to 10

KPI



Key activities of 
Performance 
Management 

• Employees are informed 
about their key 
responsibilities for the 
upcoming period.

      Deadline: by January the 15th                          

• Supervisors regularly monitor 
progress and adherence to 
work plans throughout the 
year.

  Deadline: by July the 31 st 

Planning of Key Tasks Performance Control 

• Supervisors evaluate overall 
work performance based on 
set goals and results 
achieved.

    Deadline: by January the 15th 
    

Performance Assessment 



Increased 
transparency and 

objectivity

Promotion of 
professional 

development

Benefits of implementation Performance Management

Improved 
employee 
motivation



Thank You
For Your Attention
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