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Abstract: This study aims to analyze the impact of business process digitalization, work
flexibility, and family support on employee performance, with work-life balance as an
intervening variable at the Regional Office of the Directorate General of State Assets (DJKN)
in Riau, West Sumatra, and the Riau Islands. The research employs a quantitative causal
method and descriptive statistical analysis. Data were collected through a questionnaire
distributed to 177 respondents, who are civil servants within the DJKN Regional Office in the
specified regions. The data were analyzed using Partial Least Squares-Structural Equation
Modeling (PLS-SEM). The findings reveal that business process digitalization has a positive
and significant direct effect on performance and work-life balance, but it does not
significantly influence performance through work-life balance as an intervening variable.
Work flexibility positively and significantly affects performance directly, as well as work-life
balance, and also has a significant positive impact on performance through work-life balance.
Family support has a positive and significant direct effect on performance and work-life
balance, but it does not significantly influence performance through work-life balance as an
intervening variable.

Keywords: Business Process Digitalization, Work Flexibility, Family Support, Work-Life
Balance, Employee Performance

INTRODUCTION

Human resource management faces numerous challenges. When individuals enter the
workforce within an organization, they are confronted with essential tasks, job demands, and
the level of recognition they will receive for their efforts. Furthermore, the organization
evaluates the execution of these tasks to determine the compensation earned. However, in
practice, the implementation of key tasks often does not fully encompass all responsibilities
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within the organization, as noted by Schaufeli et al. (2004) and Rahman et al. (2023). Human
resources are crucial in ensuring a company's efficiency, particularly during times of
disruption, such as the COVID-19 pandemic, which has posed additional challenges for
investments and business sustainability (Mufraini et al., 2021; Mirfaqoh et al., 2023).

The swift advancement of information technology during the Fourth Industrial
Revolution has significantly impacted various aspects of life, including the business
landscape. One of the most prominent effects of this technological progress is the
digitalization of business processes. Digitalization goes beyond merely converting manual
processes into digital formats; it represents a fundamental shift in how organizations operate,
make decisions, and compete in the marketplace. In this context, organizations must adapt
and incorporate technology into their operations to enhance efficiency, productivity, and
competitiveness. According to Shidgi et al. (2023), implementing digital technology in the
workplace is expected to assist employees in completing their tasks more quickly and
accurately.

The Directorate General of State Assets (DJKN), as a government agency responsible
for managing state assets, is also experiencing these technological changes. The DJKN
Regional Offices in Riau, West Sumatra, and the Riau Islands have adopted digitalization in
their business processes to enhance overall service quality and performance. However,
digitalization presents challenges, particularly in human resource management, which
remains a crucial element in achieving organizational objectives.

One of the main challenges is ensuring that the digitalization process does not adversely
affect employees' work-life balance. Work-life balance has become an increasingly
significant issue as employees strive to manage both their professional and personal lives in a
rapidly evolving work environment. Maintaining a healthy work-life balance is believed to
influence job satisfaction, motivation, and overall employee performance. Andini & Surjanti
(2017) suggest that work-life balance is a critical factor in shaping employees' commitment to
their organizations.In addition to digitalization, work flexibility and family support are also
key factors that can influence work-life balance and employee performance. Work flexibility
refers to the extent to which employees can adjust their schedules or work arrangements to
accommodate their personal needs and responsibilities. Many organizations have recognized
the need for flexibility in the workplace to achieve their goals, including increased employee
productivity, improved morale, reduced absenteeism, and higher work quality (Abid & Khan
Barech, 2017). Meanwhile, family support refers to the emotional, financial, and practical
assistance provided by family members, which can help employees manage stress and work-
related demands. Family support can enhance an individual's ability to achieve a better
balance, as family members offer tangible support for both work and life roles (Anggriansyah
et al., 2022).

Given the importance of these factors, this study aims to analyze the impact of business
process digitalization, work flexibility, and family support on employee performance, with
work-life balance serving as an intervening variable. This research is expected to provide
valuable insights for organizations, particularly in the public sector, in designing and
implementing policies that enhance employee performance while maintaining a healthy
work-life balance. By understanding these relationships, organizations can better support
their workforce in achieving optimal performance without compromising personal well-
being.

LITERATURE REVIEW
Employee Performance

Employee performance can be simply defined as the outcome or achievement of work.
However, the concept of performance has a broader meaning, encompassing not only the
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results but also the process by which the work is carried out. According to Mangkunegara
(2016), employee performance refers to the quality and quantity of work that an individual
achieves in fulfilling their responsibilities, whether in an online or offline workplace in this
era (Yusriani et al., 2023). High levels of performance are crucial for organizational success
and are influenced by various factors including motivation, job satisfaction, and the work
environment. Understanding the determinants of employee performance can help
organizations implement strategies that foster productivity and efficiency.

Work-Life Balance

Work-Life Balance (WLB) refers to how an individual seeks balance and comfort in
both their work and personal life, maintaining satisfaction in both areas while minimizing
conflicts. WLB involves granting employees the flexibility to use their work hours for
personal activities, such as spending time with family, pursuing hobbies, engaging in the arts,
or furthering their education, rather than focusing solely on work (Kim, 2014). According to
Arora & Wagh (2017), Work-Life Balance refers to the effective management and execution
of responsibilities both in the workplace and within business organizations. Shagvaliyeva &
Yazdanifard (2014) emphasized that work-life balance is crucial for individuals to balance
their work and family relationships, thereby achieving a well-rounded quality of life. WLB is
perceived as the compatibility of work and non-work activities that fosters employee
development (Cintantya & Nurtjahjanti, 2020). In general, WLB is associated with
maintaining a balance among all aspects of human life, and achieving this balance is
increasingly recognized as essential for long-term job satisfaction and organizational
commitment. By supporting WLB, organizations can help employees manage stress, prevent
burnout, and enhance overall performance.

Business Process Digitalization

According to the Indonesian Dictionary (KBBI), digitalization is the process of
providing or utilizing a digital system. It involves converting documents from printed form to
digital form (llyas & Bahagia, 2021). Siregar (2019) describes digitalization as the
transformation of physical and analog entities into virtual and digital forms. Thus,
digitalization can be defined as the shift from conventional to digital media, or the process of
converting printed, audio, or video formats into digital formats. The wave of digital business
has led to a new business paradigm characterized by innovative, intelligent, and creative
intellectual capital. In the current digital era, the power of change is not only driven by
companies but also by individuals who contribute to the rapid development of internet users
through mobile devices (Setiawan, 2017). One of the advantages of an organization is its
ability to optimally utilize information technology as a critical component of its business
operations. The use of the internet in business has evolved from a tool for electronic
information exchange to a tool for implementing business strategies, such as marketing, sales,
and customer service (Dewi & Krisnadi, 2023b).

Flexible Working Arrangements

Flexible working arrangements refer to work setups that are not monotonous, enabling
both companies and employees to adapt to changing environments. Such arrangements are an
aspect of organizational flexibility that helps employees manage and balance their work
responsibilities with family or other personal obligations (Monica et al., 2020). Flexibility
involves choosing the workplace and time, whether formal or informal, and providing
facilities regarding how long, when, and where employees work (Capnary et al., 2018).
Flexibility in work gives individuals the freedom to manage their schedules efficiently,
reducing stress and avoiding work-related burnout (Prasad & Mishra, 2021). Therefore,
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flexible working arrangements mean that employees have the choice of when and where they
work, both formally and informally, as part of the company’s work policy regarding
schedules, locations, and working hours.

Family Support

Fundamentally, the family functions as a source of love and care among its members. A
harmonious family relationship is desired by everyone, and each family member needs
support from others in their daily life. Family support originates from parents, siblings,
spouses, children, and others. It encompasses interpersonal relationships consisting of
attitudes, actions, and acceptance among family members, making individuals feel cared for
(Anggriansyah et al., 2022). Another view is that family support includes actions or
behaviors, such as providing information, intended to help someone achieve their goals or
overcome challenges in specific situations (Wahjuningdiah & Paskarini, 2022). Thus, family
support refers to all assistance received by a family member from others in the form of
emotional, instrumental, informational, and evaluative support. It is a crucial element of
social support in enhancing a dynamic workplace environment, especially in the post-
pandemic period (Yusriani et al., 2023).

Based on the literature reviewed, the research model incorporates several key variables,
each operationalized with specific indicators. Employee performance is defined as the quality
and quantity of work that an individual achieves, encompassing both online and offline work
environments. This variable is measured by indicators such as work output quality, work
output quantity, efficiency in task completion, and adaptability to different work
environments (Mangkunegara, 2016; Yusriani et al., 2023). Work-life balance (WLB) is
understood as the equilibrium between an individual’s work and personal life, ensuring
satisfaction in both areas while minimizing conflicts. The indicators for WLB include
satisfaction with work-life balance, effective time management between work and personal
life, reduction in work-life conflicts, and active engagement in personal activities such as
family time, hobbies, and education (Kim, 2014; Arora & Wagh, 2017; Shagvaliyeva &
Yazdanifard, 2014; Cintantya & Nurtjahjanti, 2020).

Business process digitalization refers to the transformation of traditional processes into
digital formats, enhancing operational efficiency and facilitating strategic business activities.
Indicators for this variable include the level of digital integration in business processes,
efficiency gains from digitalization, the impact of digital tools on business strategies such as
marketing and customer service, and employee adaptability to these digital tools (llyas &
Bahagia, 2021; Siregar, 2019; Setiawan, 2017; Dewi & Krisnadi, 2023b). Flexible working
arrangements are defined as work setups that allow flexibility in choosing work hours and
locations, helping employees manage their professional and personal responsibilities. This is
measured through indicators such as the degree of flexibility in work hours and location,
employee satisfaction with this flexibility, and its impact on stress reduction and productivity
(Monica et al., 2020; Capnary et al., 2018; Prasad & Mishra, 2021). Lastly, family support
encompasses the emotional, instrumental, informational, and evaluative support provided by
family members, crucial for managing work-life balance and reducing workplace stress. This
variable is assessed through indicators such as emotional and instrumental support from
family, informational support in the form of advice, and the overall impact of family support
on maintaining a healthy work-life balance (Anggriansyah et al., 2022; Wahjuningdiah &
Paskarini, 2022; Yusriani et al., 2023).
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Figure 1. Research Model

METHOD

The method used in this study is a quantitative causal approach with descriptive
statistical data analysis (Sugiyono, 2019; Rahman et al., 2023). This research was conducted
at the Regional Office of DJKN in Riau, West Sumatra, and the Riau Islands. The population
in this study comprises all civil servants, totaling 177 individuals. The sampling technique
used is a census sampling method, where the entire population is used as the sample. The data
consists of primary data, collected directly from respondents via questionnaires distributed
through Google Sheets, and secondary data, which includes pre-existing data to support the
analysis. Based on Cooper, D., & Schindler, P. (2013) The research instrument is a
questionnaire using a Likert scale ranging from 1 to 5 to indicate the respondents’ level of
agreement with the statements presented in the questionnaire (1 = Strongly Disagree, 2 =
Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree). The questionnaire statements are
designed based on indicators developed to measure the variables under study, consisting of 6
indicators with 12 questions for the Employee Performance variable, 4 indicators with 8
questions for the Work-Life Balance variable, 6 indicators with 13 questions for the Business
Process Digitalization variable, 5 indicators with 10 questions for the Work Flexibility
variable, and 4 indicators with 8 questions for the Family Support variable (Gunarto,
2018;Sugiyono, 2019; and Rahman et al., 2023).

Data analysis was performed using Structural Equation Modeling-Partial Least Square
(SEM-PLS) with the SmartPLS v3.2.9 application to test the effects between variables,
including the impact of business process digitalization on performance, work flexibility on
performance, family support on performance, work-life balance on performance, and the
effect of business process digitalization, work flexibility, and family support on performance
through work-life balance as an intervening variable. (Hair et al., 2019; Gunarto, 2018). The
SEM-PLS data analysis process includes evaluating the measurement model through tests of
indicator reliability, internal consistency, and convergent validity, followed by evaluating the
structural model using R-square, f-square, and hypothesis testing through t-statistics and p-
value tests.
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RESULTS AND DISCUSSION
1. Characteristic of respondents

Profile of Respondents (n=177)

Profile
Gender
Male
Female
Age (years)
<25
25<35
35<45

45 < 55

> 55
Position
Staff
Structural Officer

Functional Officer

Years of Service
<5

5<10

10 < 15

15 <20

> 20

Education Level

Senior High School
Diploma (D1/D2/D3)
Bachelor's Degree (D4/51)

Master's Degree (52)

Work Unit

Table 1a.
Table 1b.
Sum
15
47
17
30
68
Table 1c.
Sum
9
45
87
36
Table 1d.

DJKN Regional Office Riau, West Sumatra, and Riau Islands

KPKNL Pekanbaru
KPKNL Dumai
KPKNL Padang
KPKNL Bukittinggi

KPKNL Batam

Sum Percentage (%)
122 68.9
55 311
7 40
58 328
48 271
53 299
1 6.2
87 49.2
43 27.1
42 237
Percentage (%)
85
26.6
9.6
16.9
384
Percentage (%)
5.1
254
492
203
Sum Percentage (%)
44 24.9
29 16.4
25 14.1
27 15.3
21 11.9
31 17.5

Data processed result by scholars, 2024
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2. Data Analysis Statistical Description
Measurement Model Fit Test (Outer Model).

The outer model determines the relationship between indicators and their latent
variables. Evaluating the outer model is crucial to ensure that the proposed research model is
valid, reliable, and suitable for measurement. For formative indicators, it is assumed that the
indicators are not correlated with each other (using multicollinearity tests).

Below is the design of the outer model:

Figure 2. Outer Model, Data processed, 2024

Based on the outer model diagram above, it shows that the outer loading values of each
statement item for all variables have loading values greater than 0.6, indicating high validity,
thereby meeting the criteria for convergent validity.

a. Convergent Validity Test

The data processed with PLS reveals that most indicators for each variable in this study
have loading values greater than 0.6, which meets the criteria for convergent validity.
Convergent validity can also be assessed by examining the Average Variance Extracted
(AVE) values, as shown below:

Table 1. Results of Average Variance Extracted (AVE) Test)

Average Variance Threshold Remark
Variable Extracted (AVE) Value
Business Process Digitalization (X1) 0.669 0,50 Valid
Work Flexibility (X2) 0.756 0,50 Valid
Family Support (X3) 0.695 0,50 Valid
Work Life Balance (Z) 0.641 0,50 Valid
Employee Performance (YY) 0.757 0,50 Valid

Data processed result obtaining using PLS SEM, 2024
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The table above shows that the variables of business process digitalization, work
flexibility, family support, work-life balance, and employee performance have AVE values
above 0.5, indicating that these variables are valid.

b. Composite Reliability Test

Construct reliability is measured using Cronbach's alpha and composite reliability
values. A construct is considered reliable if the Cronbach's alpha value is above 0.60 and the
composite reliability value is above 0.70, indicating that the indicators consistently measure
their latent variables.

Table 2. Result of Composite Reliability Test

. Cronbach's Composite
Variable Alpha Relia%ility Remark
Business Process Digitalization (X1) 0.958 0.963 Reliabel
Work Flexibility (X2) 0.964 0.969 Reliabel
Family Support (X3) 0.937 0.948 Reliabel
Work Life Balance (2) 0.920 0.935 Reliabel
Employee Performance (YY) 0.971 0.974 Reliabel

Data processed result obtaining using PLS SEM, 2024

The test results show that the Cronbach's alpha values are above 0.60, and the
composite reliability values are greater than 0.7, meaning that the constructs of all variables
are reliable (Gunarto, 2018).

c. R-square Test
The results for the R-square test from the Smart PLS output are as follows.

Table 3. R Square Values

Variable R Square | R Square Adjusted
Employee Performance (Y) 0.787 0.782
Work Life Balance (Z) 0.761 0.757

Data processed result obtaining using PLS SEM, 2024

The table data shows that the R-Square value for the work-life balance variable is
0.761. This value indicates that 76.1% of work-life balance can be explained by business
process digitalization, work flexibility, and family support, while the remaining 23.9% is
influenced by other factors.

The R-Square value for the employee performance variable is 0.787, meaning that
78.7% of employee performance can be explained by business process digitalization, work
flexibility, family support, and work-life balance, with the remaining 21.3% influenced by
other factors.\

Structural Model Fit Test (Inner Model)

The structural model fit test evaluates the inner model by examining the hypothesized
relationships between variables. The structural model evaluation includes assessing the
significance of each path coefficient to determine whether the relationships between variables
are significant, consistent with the proposed hypotheses.

a. Direct Effect Hypothesis Test

The direct effect hypothesis test aims to assess the impact of independent variables on
dependent variables. The results of the direct effect hypothesis testing are as follows:
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Table.4. Results of Direct Effect Hypothesis Testing
Original T Statistics

Description sample (O)  (|O/STDEV)) P Values Remark
Business Process Digitalization
(X1) -> Employee Performance 0.195 2.881 0.004 + / Significant
(Y)
Work  Flexibility (X2) -> A
Employee Performance (Y) 0.182 2.261 0.024 +/ Significant
Family  Support (X3) -> -
Employee Performance (Y) 0.354 4.703 0.000 + / Significant
Business Process Digitalization -
(X1) -> Work-Life Balance (2) 0.166 2.116 0.035 + / Significant
Work Flexibility (X2) -> Work- -
Life Balance (2) 0.402 4.680 0.000 +/ Significant
Family Support (X3) -> Work- A
Life Balance (2) 0.371 4.447 0.000 + / Significant
Worle-Life ~Balance (Z) > 5q 2.469 0014  +/Significant

Employee Performance (Y)

Data processed result obtaining using PLS SEM, 2024

Based on the results of the direct effect hypothesis testing, the following conclusions

were drawn:

a)

b)

d)

H1, The business process digitalization variable (X1) on employee performance (Y) has
a t-statistic of 2.881 > t-table 1.974, with a P-value of 0.004 < 0.05. This indicates that
the business process digitalization variable has a positive and significant effect on
employee performance. This finding is consistent with the study by Chopra et al. (2020),
which showed that business process digitalization influences employee performance.

H2, The work flexibility variable (X2) on employee performance () has a t-statistic of
2.261 > t-table 1.974, with a P-value of 0.024 < 0.05. This indicates that the work
flexibility variable has a positive and significant effect on employee performance. This
finding aligns with the study by Maifanda et al. (2019), which demonstrated that work
flexibility affects employee performance.

H3, The family support variable (X3) on employee performance (Y) has a t-statistic of
4.703 > t-table 1.974, with a P-value of 0.000 < 0.05. This indicates that the family
support variable has a positive and significant effect on employee performance. This
result is consistent with the research by Anggriansyah et al. (2022), which found that
family support influences employee performance.

H4, The business process digitalization variable (X1) on work-life balance (Z) has a t-
statistic of 2.116 > t-table 1.974, with a P-value of 0.035 < 0.05. This indicates that the
business process digitalization variable has a positive and significant effect on work-life
balance. This finding is consistent with the research by Chopra & Sharma (2020), which
showed that business process digitalization affects work-life balance.

H5, The work flexibility variable (X2) on work-life balance (Z) has a t-statistic of 4.680
> t-table 1.974, with a P-value of 0.000 < 0.05. This indicates that the work flexibility
variable has a positive and significant effect on work-life balance. This finding aligns
with the study by Brega et al. (2023), which demonstrated that work flexibility affects
work-life balance.

H6, The family support variable (X3) on work-life balance (Z) has a t-statistic of 4.447 >
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t-table 1.974, with a P-value of 0.000 < 0.05. This indicates that the family support
variable has a positive and significant effect on work-life balance. This result is
consistent with the research by Chavan et al. (2021), which found that family support
influences work-life balance.

g) H7, The work-life balance variable (Z) on employee performance () has a t-statistic of
2.469 > t-table 1.974, with a P-value of 0.014 < 0.05. This indicates that the work-life
balance variable has a positive and significant effect on employee performance. This
result aligns with the research by Anggriansyah et al. (2022), which showed that work-
life balance influences employee performance.

b. Intervening Effect Hypothesis Test

The intervening effect hypothesis test aims to assess the impact of independent
variables on dependent variables through an intervening variable. The results of the
intervening effect hypothesis testing are as follows:

Table 5. Results of Intervening Effect Hypothesis Testing
Original T Statistics P

Sample (O)  (O/STDEV|) Values  Remak

Business Process Digitalization (X1) -> Not
Work-Life Balance (Z) -> Employee 0.038 1.453 0.147 L

Significant
Performance ()
Work Flexibility (X2) -> Work-Life
Balance (Z) -> Employee Performance 0.093 2.495 0.013  +/significant
(Y)
Family Support (X3) -> Work-Life Not
Balance (Z) -> Employee Performance 0.086 1.860 0.064 Lo
Y) Significant

Data processed result obtaining using SEM PLS, 2024

Based on the results of the intervening effect hypothesis testing, the following
conclusions were drawn:

h) H8, The business process digitalization variable (X1) on employee performance (Y) has
a t-statistic of 1.453 < t-table 1.974, with a P-value of 0.147 > 0.05. This indicates that
the business process digitalization variable does not significantly affect employee
performance through work-life balance as an intervening variable.

i) H9, The work flexibility variable (X2) on employee performance (Y) has a t-statistic of
2.495 > t-table 1.974, with a P-value of 0.013 < 0.05. This indicates that the work
flexibility variable has a positive and significant effect on employee performance
through work-life balance as an intervening variable.

j) H10, The family support variable (X3) on employee performance (YY) has a t-statistic of
1.860 < t-table 1.974, with a P-value of 0.064 > 0.05. This indicates that the family
support variable does not significantly affect employee performance through work-life
balance as an intervening variable.

The structural model fit test was conducted to evaluate the inner model by analyzing
the hypothesized relationships between variables. The results of the direct effect hypothesis
testing indicate that all independent variables—business process digitalization, work
flexibility, and family support—have a positive and significant impact on employee
performance. Specifically, business process digitalization (H1) significantly improves
employee performance, aligning with previous research by Chopra et al. (2020), which
highlights the role of digitalization in enhancing work outcomes. Similarly, work flexibility
(H2) was found to significantly affect employee performance, consistent with findings by
Maifanda et al. (2019) that emphasize the importance of flexible working arrangements in
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boosting employee productivity. Family support (H3) also showed a significant positive
impact on employee performance, supporting the conclusions of Anggriansyah et al. (2022),
who identified family support as a critical factor in employee performance.

Further analysis revealed that business process digitalization (H4), work flexibility
(H5), and family support (H6) all significantly influence work-life balance, with positive
effects. These findings are consistent with prior studies, such as those by Chopra & Sharma
(2020) and Brega et al. (2023), which underscore the importance of digitalization and
flexibility in enhancing work-life balance. Additionally, work-life balance itself was shown
to have a significant positive impact on employee performance (H7), corroborating the results
of Anggriansyah et al. (2022), which suggest that a balanced work-life relationship is crucial
for optimal employee performance.

Limitations and Recommendations for Future Research

This study is not without its limitations. First, the research is geographically limited to a
specific region, which may affect the generalizability of the findings to other contexts or
countries. Future studies should consider expanding the sample to different regions or sectors
to enhance the applicability of the results. Second, while this study used work-life balance as
an intervening variable, other potential mediators or moderators, such as job satisfaction or
organizational culture, were not explored. Future research could incorporate these additional
variables to provide a more comprehensive understanding of the factors influencing
employee performance.

Moreover, the study found that while work flexibility significantly affects employee
performance through work-life balance (H9), business process digitalization (H8) and family
support (H10) do not have a significant indirect effect through this intervening variable.
These findings suggest that work flexibility might be a more potent lever for enhancing
employee performance compared to the other variables studied. Future research should
explore why certain variables, such as digitalization and family support, may have limited
indirect effects and investigate the potential roles of other mediating factors in these
relationships. Additionally, the evolving nature of work due to technological advancements
and post-pandemic shifts warrants longitudinal studies to observe how these relationships
change over time.

CONCLUSION

The data analysis results show that business process digitalization has a positive and
significant impact on employee performance and a positive and significant impact on work-
life balance, but it does not have a significant effect on performance through work-life
balance as an intervening variable. Work flexibility has a positive and significant direct effect
on performance, a positive and significant direct effect on work-life balance, and a positive
and significant effect on performance through work-life balance as an intervening variable.
Family support has a positive and significant direct effect on performance and a positive and
significant direct effect on work-life balance, but it does not have a positive and significant
effect on performance through work-life balance as an intervening variable in this unit
analysis.
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