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Abstract

Employee performance is a key factor in organisations and is still a serious concern today, as it is
directly related to the success of the organisation. Employee performance must be responsible and
professional, which is achieved by carrying out tasks seriously, providing services quickly, easily
and cost-effectively and treating every customer fairly. One factor that is still little known but has a
very strong influence on performance is Public Service Management (PSM). PSM is assumed to be
a factor influencing performance because this theory states that employee behaviour is influenced by
the socio-historical context, motivation and characteristics of the employees themselves and is not
solely the result of job requirements. The behavioural factor of job satisfaction is assumed to be the
bridge between PSM and employee performance. In general, this study aims to prove the existence
of linkages between the dimensions described above. Specifically, this study determines the direct
effect of PSM on employee performance and the indirect effect of the two dimensions through the
behavioural dimensions of innovation and job satisfaction. This research was conducted using a
quantitative approach for one year. The research data were collected through a questionnaire that
had been validated and reliable beforehand. Data collection was carried out on research samples
drawn by total sampling technique. The collected data will be analysed using SEM. The results of
the study state that there is an indirect and indirect effect of PSM variables on performance.
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Introduction

Public services in the health sector are very important for the community. This is because
health is a basic need and must be fulfilled. Fulfilment of these needs, based on the principles
of good governance, does not only rely on the government, but the private sector and the
community itself must also participate in realising the fulfilment of these needs. This is to ensure
the balance and harmony of the parties in order to realise excellent service in the health sector.
However, it cannot be denied that service providers are the fulcrum in the provision of health
services, so special attention must be given to employees.

What is very important in public organisations is finding ways to improve employee
performance. In various human resource management literature, the most important thing to
improve performance is to get a good understanding of employees about motivation,
commitment and employee satisfaction. These are factors that are most directly related to
employee performance, which will impact on organisational performance. To continuously
develop the concept into a holistic and integrated study, the researcher also finds and integrates
various literatures that affect performance, so that organisations can afford to invest in
employees' affective, cognitive and psychomotor abilities. (Atatsi et al., 2019).

In this research, Public Service Motivation (PSM) is assumed to be a variable that has a
direct bearing on employee performance. The reasons why PSM is used as a variable that affects
employee performance are noteworthy. First, PSM is not a self-serving variable in describing
organisational behaviour. Second, PSM is able to connect institutional and individual analyses.
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Third, the methodology on this concept has good rigour in scale development. Fourth, the
constructed developed are bureaucracy, publicness and public value (Vandenabeele et al.,
2017). Moreover, PSM is also presumably to produce a high level of organisational
identification, which enables employees to exhibit higher levels of performance because they
perceive the fate and output of the organisation as their own (Miao et al., 2019). Based on these
arguments, researchers determine PSM as a variable that affects performance.

In administration literacy, PSM is a concept that still needs to be researched in depth. This
is due to the PSM concept itself being taken into account in solving employee performance
problems. PSM has become an interesting topic, because in fact within the service unit, the
motivation that must be possessed by employees is the motivation to serve rather than the
motivation to complete work alone. PSM is the tendency of a person to respond to the main or
unique motives in public organisations. The term motive is used to define psychological
deficiency or integrity to eliminate some of the things that are considered to provide pressure
(Neumann & Ritz, 2015; Ritz et al., 2016). PMS can also be defined as the individual's
orientation to perform services to others, with the intention of doing good to others and society
(Perry & Hondeghem, 2008). PSM is an attractive variable to study in solving performance
because PSM not only encourage employees to do their work, but also participate in
understanding the reasons for more effort of employees in performing their work (Jensen &
Bro, 2018).

PMS has become very important, because it is also attached to job satisfaction and
performance (Cantarelli et al., 2016). It is also supported because of the existence of current
conditions in the form of high demands for high employee performance in work, particularly
providing services to the public, so an ability to increase motivation is an important method for
public organisations to be able to reach organisational goals and also maintain employee job
satisfaction (Scarpello & Campbell, 1983). PSM also gives positive effects in the public sector
including pro-social behaviour, employee behaviour, job satisfaction, and decreases the
intention of employees to retire from their jobs. Even in the Korean public sector, PSM has
implication to improve organisational performance, employee behaviour and accountability in
organisations (Lee et al., 2020).

In accordance with the development of technology, research is still centred on the demands
of customer satisfaction. In fact, employees also have job satisfaction to perform optimally. The
requirements in employee performance are more oriented towards the interests of achieving
organizational goals rather than emphasising employee functions that should be oriented
towards public needs. The result of employee dissatisfaction will result in a decrease in
employee performance results (Ali & Farooqi, 2014). Job satisfaction is also an important factor
in engaging and sustaining skilled employees. Current academic research also supports the
existence of a positive relationship between employee satisfaction, customer satisfaction and
organisational performance. Based on this, a concept is needed that can change the mindset of
employees at work to create satisfaction for internal customers and have an impact on
performance (Stamolampros et al., 2019).

Then in the development of science in public administration, employee performance is also
described as an action performed by employees in fulfilling the job demands that have been
assigned by managing the resources provided (Saleem et al., 2021). Therefore, in managing the
resources given, innovation behaviour is required, so that the effectiveness and efficiency in
achieving organisational goals can thus be maximised. Innovation behaviour is determined as
an introduction to the adoption of new ideas that are deliberately implemented by employees
in their organisation (Yang et al., 2016). In this study, innovation behaviour is a moderating
variable. The reason for selecting this variable is because innovation behaviour in an
organisation is very important, especially in organisational development. PSM as an
independent variable, is expected to have a significant influence on employee performance
when innovation behaviour is used.

This article will elaborate on the employee performance variable as a study topic and take
the PSM variable as the variable that influences it. Therefore, we are interested in seeing the
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effect of PSM on employee performance in public organisations, which in turn uses job
satisfaction and innovation behaviour as moderation variables.

Literature Review and Hypothesis Formulation

In general, employee performance is the meaning of the results achieved or achievements
made at work. Performance refers to the execution of a plan and guides the results to be
achieved. To achieve the goals that have been set, this individual performance will be closely
related to organisational policies, practices and even organisational design (J., 2014). The
importance of the company's role in employee performance is currently a matter of concern.
Because when employees perceive that the management or leadership of the institution
supports their work efforts, the possibility of improving performance is significantly higher
(Diamantidis & Chatzoglou, 2019). Although these measures differ in terms of how thorough
and precise they are, they are often conceptualised in terms of affective or cognitive job
satisfaction and so on (I. Dugguh & Dennis, 2014).

performance is considered to be the impact of human behaviour, so it is often used as the
dependent variable. To describe performance, there are two perspectives, namely performance
based on end results and performance based on behaviour. Performance based on this goal
considers that performance is based on end results only. This requirement uses the concept of
management by objectives. Meanwhile, performance measurement based on behaviour is
carried out by looking at how it is done to achieve goals (Mangkunegara & Waris, 2015). In
this research, employee performance was assumed to be a variable influenced by PSM directly
and indirectly. The indicators used in measuring employee performance are work quantity,
work quality, responsibility and performance of duties (Mangkunegara, 2016).

PSM is a new concept that has been developed in the human resource management sector.
In terms of theory, PSM is initially conceptualised as an individual attribute, which is socialised
as a social identity in various institutions. In the process, institutional values are internalised
into individual identity to create public service motivation (Vandenabeele et al., 2014). The
term service motivation is used with no existing definition. However, with the development of
knowledge, service motivation is meant to refer to three rewards, namely the opportunity to
realise organisational goals, the opportunity to make a real contribution and identification with
using the organisation's mission (Bozeman & Su, 2015). PSM is defined as an individual's
tendency to respond to something that is based or something that is unique to the public
organisation (Perry & Hondeghem, 2008). PSM is also construed as the tendency of individuals
to respond to motives that are based on public interests (Wright et al., 2013). PSM is also
defined as a belief based on values and attitudes that exceed personal and organisational
interests. It will certainly be reflected in employee performance. In this concept, it also means
that employees with a high level of organisational identification place a high value on
organisational membership and that the organisation becomes part of the employee's self-
concept (Miao et al., 2019).

The PSM is change orientated. An employee who has high PSM prefers to support changes
that occur in the organisation, especially for what is assumed to benefit the public. This is
because PSM practitioners are more important to simple changes in the organisation than to
their own preferences (Liu et al., 2018). The PSM indicators used in this research are appeal
in making public policy, commitment to the public interest, compassion and self-sacrifice. In
this research, the PSM is assumed to be a variable that has a positive contribution to employee
performance. This concept appears as a concept to fulfill employee needs in the form of job
satisfaction, self-actualisation, self-achievement and others (Syamsir, 2020).
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In the organisation of services, one manifestation of success in the organisation is innovation.
Innovation is necessarily carried out on actions taken by employees and will have an impact on
performance. Across the various levels of innovation, innovation behaviour is considered as
the basic foundation for organisational innovation (Li & C, 2016). Even today, the expectation
on positive innovation behaviour is more prominent in service organisations, especially basic
services. Changing customer conditions demand innovation by employees in dealing with these
customers. Therefore, organisations today are expected to motivate employees to be creative
and innovative, so that employees can utilise these capabilities to improve their performance
(Melhem, Shaker Bani;Zeffane, Rachid; Albaity, 2017). In addition to generating ideas,
innovation activities can be carried out by looking for new ideas in the work environment. The
search for ideas is the basis for the search for innovation and the search for knowledge sources
(Lukes & Stephan, 2017). In this research, innovation behaviour is assumed to be a moderating
variable between PSM variables and employee performance. The indicators used in measuring
innovation behaviour are idea exploration, idea generation, idea championing and idea
implementation (Hou et al., 2018).

As for the last variable in this study is job satisfaction. Job satisfaction is an important factor
in an organisation, because employees who are satisfied in their jobs will have implications for
their tendency to maintain organisational stability, be productive at work and strive to achieve
organisational goals by providing the best performance (Koo et al., 2019). Job satisfaction is a
form of a positive emotion that employees feel as a form of recognition for their successful work.
Job satisfaction can be assessed both based on general working conditions and at the individual
level, which is based on the job itself, including appreciation for work, communication, working
conditions, promotion opportunities, recognition, and monitoring level (Seran et al., 2021).
Indeed, job satisfaction is very important in organisations, as it contains a set of employee
perceptions that will influence employee attitudes and behaviours at work. With the
establishment of satisfaction, employee commitment to the organisation will also be developed
(Hendri, 2019). The relationship between salary and performance, provides an assumption that
job satisfaction has an effect on employee performance (Haryono et al., 2019). Therefore, in
this study, job satisfaction was assumed to be a moderating variable between PSM and
employee performance.

According to the information above, the hypotheses in this research are as follows:
H1 : There is direct effect of PSM variable on performance

H2 : There is indirect effect of PSM variable on performance

Method

This research uses quantitative methods, with a survey approach. Survey research design is
a series of research procedures carried out by researchers by providing surveys to samples or
entire populations that can describe attitudes, opinions, perceptual beliefs, behaviour, or
population characteristics (Creswell & Hirose, 2019) Quantitative Research The research was
conducted at one of the hospitals in Bukittinggi City. The research population is all employees
of the hospital. The number of research samples was 412 by making the entire population the
research sample. The sample technique used is total sampling. The research data collection was
carried out using a questionnaire as a research instrument, which was tested for validity and
reliability first. The data that has been collected, coding and data processing are carried out.
The data analysis technique used is PLS SEM. The reason for using this analysis is the many
scientific fields that use this analytical technique, including the field of human resource
management (J. F. H. Hair et al., 2018). Also, PLS SEM is a composite-based method that
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facilitates explanatory and predictive analysis in the path model (J. F. Hair, 2021) The
framework of this study can be seen in the figure below.

Innovative Behaviour
z)

R Performance

(Y2)

Job Satisaction (Z,)

Figure 1. Research framework
Researcher Data, 2023

Result and Discussion

According to the data processing of the research conducted, the researchers at the early stage

conducted validity and reliability tests beforehand. Below are the results of the validity test of
this study.

Table 1. Outer Loading for Validiy Test
1B JS P PSM

IB1 0,711

IB2 0,776

IB3 0,756

IB4 0,768

JS1 0,782

JS2 0,743

JS3 0,667

JS4 0,627

JS5 0,795

JS6 0,677

P1 0,729

P2 0,781

P3 0,767

P4 0,753
PSM 1 0,722
PSM 2 0,791
PSM 3 0,734
PSM 4 0,814

Data Processing Results, 2023

According to the data table above, the value of each indicator item in each variable has a
value greater than 0.5. The validity value is good which exceeds the value of 0.7. The table
above states that there are three indicators of job satisfaction that have a value of 0.6. Even so,
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this indicator was still in the eligible category, so that it could continue to be developed and
used in this research (J. F. Hair et al., 2022). Therefore, it can be stated that all indicators in
this study are valid.

The validity test carried out next is the discriminative validity test. The discriminant validity
tests are used to state that an indicator is able and correct measure for its construct and the
indicator becomes unique and distinctive compared to other constructs. The discriminant
validity test can be seen through the Fornell-Larcker Criterion test. The table below contains
the results of the discriminatory validity test.

Tabel 2. Discriminant Validity test

B IS P PSM
IB 0,753
IS 0,661 0,718
P 0,635 0,672 0,758
PSM 0,695 0,664 0550 0,766

Data Processing Results, 2023

At the table above, the value of each variable construct can be considered to have a
significant value rather than its correlation with other variables. This can indicate that
discriminant validity in the constructs of this research is correct.

In the next steps, the construct reliability is carried out. This test is conducted to measure
the reliability of latent variable constructs. The test results can be seen through Construct
Reliability and Validity. The table can be seen in the table below.

Tabel 3. Construct Reliability and Validity

Cronbach's Composite Average Variance

Alpha o1 Reliability Extracted (AVE)
1B 0,745 0,746 0,840 0,567
JS 0,810 0,822 0,864 0,515
P 0,754 0,759 0,844 0,574
PSM 0,765 0,770 0,850 0,587

Data Processing Results, 2023

According to the data at the top, the Cronnbach's Alpha value of the four variables above
has a value of more than 0.6. It is interpreted that all variables have reliable constructs. It is also
confirmed by the composite reliability value which has a value of more than 0.7. In general, all
the constructs in this research have reliable values.

This last requirement that is required to fulfil in SEM PLS data processing is the
multicolonierity test. This test is to determine the availability of bias in the research data by
looking at the VIF value. The best data is that there is no multicolonierity. The table below
attached the VIF value of each research indicator.

Tabel 4. Outer VIF Value

VIF
IB1 1,339
1B2 1,517
1B3 1,448
1B4 1,507
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VIF
JS1 1,947
JS2 1,541
JS3 1,405
JS4 1,369
JS5 2,020
JS6 1,440
P1 1,426
P2 1,444
P3 1,417
P4 1,472
PSM 1 1,390
PSM 2 1,536
PSM 3 1,428
PSM 4 1,629

Data Processing Results, 2023

Three criteria exist to explain multicollinearity. If the VIF value is greater than 5, then
multicollinearity is confirmed. If the VIF value is between 3-5, then there is a multicollinearity
problem, but it is not critical. And finally if the value is less than 3, then there is no
multicolonierity. Based on the table above, it can be seen that the value of muktikolonieritas in
each variable indicator has a value smaller than 3. It implies that in each indicator variable this
is not the case of multicolonierity.

The explanation of the results of the data processing results above is a form of fulfilling the
requirements before the SEM PLS is carried out. The next step is to analyse the variables. As
for what will be described is about the effect between variables directly, the effect between
variables indirectly and the total effect. First, researchers will explain the level of signification
or probability of influence among variables directly, which can be seen in the table below.

Tabel 5. Direct effect between Variables

Original Sample ~ Standard g o tics
Sample (O) Mean (M) Deviation (10/STDEV ) P Values
(STDEYV)

IB->P 0,321 0,319 0,065 4,970 0,000
JS->P 0,433 0,435 0,047 9,306 0,000
PSM -> IB 0,695 0,696 0,026 26,554 0,000
PSM -> JS 0,664 0,668 0,028 23,698 0,000
PSM -> P 0,039 0,040 0,051 0,770 0,441

Data Processing Results, 2023

From the above data, it is clear that the value of each P Value of the relationship between
variables has a value of 0.00 except for the relationship between PSM and performance. This
suggests that there is a direct influence of PSM on job satisfaction, PSM on innovative
behaviour, job satisfaction on performance and innovative behaviour on performance. While
there are variables that do not have an indirect relationship, namely PSM to performance.This
is indicated by the magnitude of the P values of 0.441.
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Furthermore, in the table above we can also see how much influence the independent
variable has on the dependent variable. The lowest influence is PSM on performance. The
parameter coefficient is 0.040. It states that only 4% of the influence of PSM on performance.
Furthermore, the influence of PSM on job satisfaction has a parameter coefficient of 0.668.
This shows that the influence of PSM on job satisfaction is 66.8%. The effect of PSM on
innovation behaviour has a parameter coefficient of 0.696. This stated that PSM will increase
innovation behaviour by 69.6%. Next is the effect of job satisfaction on performance, which
has a parameter coefficient of 0.435. This means that job satisfaction will increase performance
by 43.5%. Finally, the relationship between innovative behaviour and performance has a
parameter coefficient of 0.319. This means that performance is influenced by innovative
behaviour by 31.9%.

The next step will explain the indirect effect between variables. There are two models of
indirect effects in this study. This can be found in the table below.

Tabel 6. Indirect effect between Variables
Sample  Standard

Original Mean  Deviation T Statistics P
Sample (O) ™M) (STDEY) (|IO/STDEV|) Values
PSM->1B ->P 0,223 0,222 0,047 4,707 0,000
PSM ->JS ->P 0,288 0,291 0,034 8,578 0,000

Data Processing Results, 2023

According to the data above, it can be seen that the P Values of each variable are 0.00. It
means that each model has an indirect influence. In the first path, PSM has an influence on
performance through innovative behaviour with a parameter coefficient value of 0.222. This
can be interpreted that PSM will improve performance if it increases innovative behaviour. In
the next path, PSM has an influence on performance through job satisfaction with a parameter
coefficient value of 0.291. This can be interpreted that PSM will increase performance when
accompanied by an increase in job satisfaction.

Previously, the total effect found from the results of data processing will be explained in the
form of direct or indirect effects. The data processing results can be viewed in the table below.

Table 7. Total Effect

Original Sample SZ‘::;*;Z‘L T Statistics oo
Sample (0)  Mean (M) b (10/STDEVI)
B ->P 0,321 0,319 0,065 4,970 0,000
JS -> P 0,433 0,435 0,047 9,306 0,000
PSM -> IB 0,695 0,696 0,026 26,554 0,000
PSM -> JS 0,664 0,668 0,028 23,698 0,000
PSM -> P 0,550 0,553 0,033 16,571 0,000

Data Processing Results, 2023

This research found that in general, directly or indirectly, every independent variable has an
influence on the independent variable. The influence of PSM on performance has a P Values
of 0.00. The coefficient of PSM parameter on performance is 0.553. This means that the total
influence of PSM variables on performance either directly or through innovative behaviour and
job satisfaction variables is 55.3%.
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This Research conducted by researchers is inclined to a new model, because it tries to place
PSM as an independent variable. However, the results of the research also indicated that
differences existed when explaining the direct and indirect effects in the research. The variable
of service quality and innovative behaviour as moderating variables is one of the novelty in this
research. The relation of PSM to behaviour, satisfaction and organisational performance has
been extensively researched. But for PSM on employee performance, which is also part of this
literature, there is still not much (Palma et al., 2021). Therefore, the researcher is interested in
examining this research more deeply.

Based on the research results above, It can be viewed that in totality PSM has an effect on
employee performance. But partially, PSM does not have a direct relationship to employee
performance. This also stated by previous researchers who stated that to complement the PSM
model, it should involve mediators or moderators as individual, contextual and work-related
factors (Ritz et al., 2016). This research has also been conducted, so this research supports the
previous findings.

Innovation is very important because it enhances employee performance which then also
improves organisational performance. In fact, previous research also stated that to be able to
solve difficult problems in an organisation (including individual performance problems),
building innovative behaviour is something that needs to be considered (Cho & Song, 2021).
In our research, innovative behavior is one of the variables that has a direct influence on
employee performance. Thus, innovative behaviour should be a moderating variable of PSM
on employee performance. On the other side, turning the innovative behaviour variable into a
moderating variable is a novelty in our research. Based on the research conducted and the
results that have been obtained, several forms of innovative behaviour such as having high
enthusiasm at work, the ability to always make updates at work and readiness to make changes
are things that will have an impact on the quality of work, the implementation of the work itself
and the responsibilities carried out by each employee (Tajeddini & Martin, 2020).

The next moderating variable in this research is job satisfaction. In this study, job
satisfaction also has a positive effect on employee performance. However, the main thing in
giving the biggest impact as illustrated in this study is the indicator of promotion, salary and
the job itself. Even though the supervisor indicator is not the main thing in increasing employee
performance, other studies state that satisfaction with the supervisor is the cause of high
employee performance (Roberts & David, 2020). Responsibility is one of the strongest
indicators of employee performance. The existence of high job satisfaction from an employee,
will be translated by employees with the fulfilment of responsibilities in work and carrying out
the role as best as possible (Lin & Huang, 2020). The results of the study in general can also
explain that if the employee's job satisfaction level is high, then the employee will perform well
and do the best (Hendri, 2019).

PSM as a result of being a new variable in public administration science, attempts to explain
how employees perform in delivering public services. However, in addition to explaining how
public services are provided, PSM has also become one of the variables that has several unique
components in creating value, especially with regard to the public. Therefore, PSM must always
be improved, especially in the private sector. So that profit orientation can be emphasised and
service orientation as a personal goal rather than just a task from the institution. Although based
on the research conducted by the researchers, many other factors can be affected by PSM. So
PSM as a new motivational concept in public administration is not just a supporting variable,
but the main variable, because PSM is an obligation in public organisations, especially service
organisations even though the organisation is governed by the government or private sector.
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Conclusion

This research states that in improving employee performance, PSM is one of the factors that
can be relied upon. However, at this stage, PSM must be increased by using other variables,
namely innovative behaviour and job satisfaction variables. In other words, increasing
employee performance directly cannot be implemented, but it will be realised when adding
moderating variables in it. PSM as a variable is still under development. This research was
conducted in order to reinforce the position of PSM in administrative science as a science that
can indirectly define the existence of public involvement in employee performance. There are
many factors that affect performance, but very few can involve community involvement in it,
especially in the service sector. Therefore, this study tries to explain this, although it is still only
in the private locus. According to the hypothesis that has been stated, it can be concluded that
PSM does not have a direct influence on employee performance, but it has an influence if it
involves innovative behaviour and job satisfaction in improving employee performance.
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