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Abstract. Digital transformation has reshaped the human resource management 

(HRM) function, requiring organizations to provide high-quality digital HR 

services to improve operational efficiency and employee experience. This study 

aims to analyze the impact of digital HR service quality on employee 

performance and job satisfaction in large companies in Asia, while also 

examining the mediating role of job satisfaction and the moderating effects of 

mobile-first orientation and collectivistic culture. Using a quantitative approach 

and Structural Equation Modeling (SEM), data were collected from 508 

employees across 12 large organizations. The results show that digital HR 

service quality—comprising system functionality, information quality, user 

experience, interaction support, and data security—has a significant positive 

effect on job satisfaction (β = 0.62, p < 0.001) and employee performance (β = 

0.41, p < 0.001). Job satisfaction partially mediates this relationship (indirect β = 

0.24, p < 0.001). Moderation analysis reveals that mobile-first orientation 

strengthens the effect of digital service quality on performance, while 

collectivistic culture slightly reduces this effect. These findings confirm that 

digital HR service quality influences outcomes through two mechanisms: 

operational efficiency and improved psychological states among employees. 

Practically, organizations should prioritize userfriendly, secure, and 

contextually relevant digital HR service designs. Theoretically, this study 

contributes to the e-HRM literature by demonstrating that digital service quality 

is a multidimensional construct with strategic implications for employee 

motivation and productivity. 
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retains a statistically significant direct effect on employee performance (β = 0.41, p < 
0.001), while also exerting a significant indirect effect through job satisfaction (β = 
0.24, p < 0.001). Taken together, these pathways yield a substantial total effect (β = 

directly and by increasing employees’ job satisfaction.

employee performance (β = 0.18, p < 0.01), suggesting that environments and 

(β −0.11,

χ²/df

digital service quality (α = 0.89), job satisfaction (α = 0.87), employee performance (α 

“digital quality”
> 0.92, RMSEA ≈ 0.045), indicating adequate convergent validity.
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service quality significantly predicted employee performance (β = 0.31, p < 0.001). 

β

index moderated the digital service quality → outcome relationship. The interaction 

β

—

—

construct reliability (α digital quality = 0.89; α satisfaction = 0.87; α performance = 
≈

–
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mediation analyses: digital quality predicts performance (β = 0.31, p < 0.001), but 
direct effect decreases to β = 0.18

—

and satisfaction (interaction β

—

(reduced administrative friction → more time for 
valueadded tasks → increased performance) and a psychological pathway (perceived 

→ →



Examining How Digital Service Quality Affects Employee …             1393

—

—



1394             M. D. Miswar and d. M. Nohong

–

–
Büyüközkan, G., Havle, C. A., Feyzioğlu, O.: A New Digital Service Quality Model and Its 

–



            1395

Stachová, K., Stacho, Z., Šamalík, P., Sekan, F.: The Impact of E

–

–

–

Examining How Digital Service Quality Affects Employee … 



–

–

Dabić, M., Švarc, J., Poček, J.: Future

–
Cronbach’s α.

–

–

–

1396             M. D. Miswar and d. M. Nohong



            1397Examining How Digital Service Quality Affects Employee … 
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which permits any noncommercial use, sharing, adaptation, distribution and reproduction in any
medium or format, as long as you give appropriate credit to the original author(s) and the
source, provide a link to the Creative Commons license and indicate if changes were made.
        The images or other third party material in this chapter are included in the chapter's
Creative Commons license, unless indicated otherwise in a credit line to the material. If material
is not included in the chapter's Creative Commons license and your intended use is not
permitted by statutory regulation or exceeds the permitted use, you will need to obtain
permission directly from the copyright holder.
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