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Abstract 

Human resources are seen as one of the most important assets that must be maintained, especially the existence 
of employees’ performance, which is needed for the sustainability of organizational performance. Factors which may 
affect the employees’ performance, are information and communication technology (ICT) and empowerment. 
Therefore, there is a need for human resources that are able to master technology quickly, adaptively and 
responsively to changing technologies. Also, it is necessary to empower employees that operate useful information 
and communication technology to effectively and efficiently complete their work. This study aims to determine the 
relationship of empowerment toward the organizational performance,  to determine the role of ICT as a mediator of 
empowerment toward the organizational performance. A total of 200 questionnaires were distributed to employees 
Regional Drinking Water Company East Java Indonesia, and finally 128 questionnaires were collected and used as 
a sample in this study. The data were examined using smart Partial Least Squares (PLS). The results showed that 
empowerment has a direct effect on employee performance. In addition, information and communication technology 
mediated the effect of empowerment on employee performance. 

Keywords: Empowerment; Employee; Performance; Information Communication Technology; PLS. 

 
1. Introduction 

Employee productivity is very important to support 
organizational performance and growth. Employee 
performance is a determining factor for better growth especially 
in service organizations (Fong and Snape, 2015, Kundu et al., 
2019). Employee performance must be considered by the 
leader because it will increase productivity or organizational 
performance (Côté et al., 2020; Hasanuddin et al., 2021).  

Discussing employee performance is important for the 
organization because if there is a problem related to 
employees’ performance, it will affect the overall organization’s 
performance. Therefore, organizations need to prioritize 
employee performance issues (Lifshitz-Assaf  et al., 2019).  
Leaders have realized that giving employees autonomy 
stimulates curiosity in the work implementation. This provides 
opportunities for employees to try new approaches to solve 
problems and improve performance (Lifshitz-Assaf  et al., 

2019).  
Employee performance is a key factor for service 

organizations to gain a competitive advantage and increase 
productivity (Kimpah & Ibrahim, 2020). it is necessary to 
empower employees to operate information and 
communication technology, to assist them in the effective and 
efficient completion of work and as an improvement of their 
performance (Abdul-Rasit & Isa, 2015). Employee 
empowerment improves an organization's ability to enhance, 
develop and utilize their talents. Therefore, empowerment is 
considered a tool to improve employee performance 
(Abualoush et al., 2018). An organization with complete 
equipment will be useless if it cannot be operated (Idris, 2016). 
Empowerment practices further strengthen employees by 
creating ideas to increase productivity, effectiveness and 
organizational efficiency (Jo and Park, 2016). Consequently, 
the bargaining power in the workplace increases, due to the 
aquisition of more skills and knowledge by the employees 
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(Bersin, 2015).  
One way to improve public services quality is to utilize ICT 

(Information Communication and Technology). ICT is one of 
the industries that is snowballing in recent years and will 
continue for years to come (Kliestik et al., 2020; Farmansyah & 
Isnalita, 2020). Judith & Diveranta (2020) stated that the 
Indonesian community is actually adaptive to advances in ICT, 
although there are still gaps in its adaptiveness to technology. 
Consequently, there is a need for human resources that are 
able to master technology quickly, adaptively and responsively 
to technological shifts (Mulyadi, 2007). To increase efficiency 
and effective communication development, the business should 
be integrated with ICT (Yunis et al., 2017); (Asongu & Roux, 
2017), Leyer et al. (2019). Organizational performance is 
strongly induced by the mastery of technology from 
organizational members (Farmansyah & Isnalita, 2020).  

Several other studies discovered that this relationship is not 
significant (Tran et al., 2020) and in addition, has a moderating 
effect (Llopis and Foss, 2016). Saleem et al. (2019); Baird et al. 
(2018) stated that employee empowerment and performance 
are positively related. However, a study carried out by Yasothai 
et al. (2015); Surono and Rozak (2017) showed that employee 
empowerment does not affect performance. This study fulfills 
the gap from Surono and Rozak's (2017) by exploring and 
identifying causal models through ICT as mediating variables.  

In a nutshell, the empowerment and employees’ 
performance  in the service sector in the last decade has 
continued to trigger scholars’ interest in this subject matter 
(Abualoush et al., 2018). Therefore, the main objective of this 
study is to overcome the contextual gap by conducting a study 
on employee empowerment related to employee performance. 
This study also expands the empirical evidence in the field of 
human resource management. 

 

2. Literature Review 

2.1. Empowerment 

The need to empower employees is a top priority in this 
millennium due to the acceleration of technological 
development and explosion of information (Shih and Tsai, 
2016; Abualoush et al., 2018). Human resource management 
has been changed by modern organizations following the 
development of managerial ideologies to gain individual loyalty 
and affiliation while achieving the organizational goals 
(Meyerson and Dewettinck, 2012). Furthermore, modern 
organizational managers should be interested in developing 
employee skills in problem-solving and decision making 
(Abualoush et al., 2018). An organization's ability to improve, 
develop and use employee talents is enhanced by its 
empowerment and this is considered a tool to improve them 
(Abualoush et al., 2018). Meanwhile, Baird et al. (2018) defined 
empowerment as a process to increase an individual's self-
confidence among organizational members.  

Human empowerment increases the potential or ability of 
Human Resources. Therefore, an organization with complete 
equipment will be useless if it cannot be operated (Idris, 2016). 
Empowerment practices further strengthen employees and the 
workforce, they create ideas which increase productivity, 
effectiveness and efficiency to organize and supervise 
themselves (Jo and Park, 2016) and be responsible for the 
work they do (Nurkolis, 2003). 

 

2.2. Performance 

Performance is interpreted as the quality and quantity of a 

product or service produced (Mangkunegara, 2007) and it is 
the result of an individual's work in achieving the predetermined 
job requirements (Imron, 2018). Furthermore, it is an answer to 
the success or failure of an already set company goal (Kirstanti 
and Pangastuti, 2019). Therefore, maximizing work results is 
achievable by empowering employees (Surono and Rozak, 
2017; Rismawati and Mattalata, 2018). 

Human Resources Empowerment is a business process or 
activity that strengthens human potential through change and 
development (Idris, 2016). Employee empowerment is very 
important to improve the organization or work team 
performance and is assumed that, the expected performance 
will be increased by those developed with maximum 
empowerment. Employee performance also contributes to the 
improvement of an organization (Ratnasari and Hartati, 2019; 
Saleem et al. (2019).  Baird et al. (2018) showed that employee 
empowerment plays an important role in improving an 

organization's performance. 

2.3. Information communication 
technology (ICT) 

Information technology is an activity that collects, process, 
store, distribute and also utilize information (Nuryanto, 2012) 
and focuses more on the results of the obtained data. 
Meanwhile, communication technology is more about how data 
is transmitted, distributed and also conveyed (Bagaskoro, 
2019). All human activity in this globalization era, are assisted 
by technology. Therefore it is necessary to empower 
employees to use technology properly. Hur (2016) showed that 
empowerment of information and communication technology 
starts by increasing their interest in ICT-based activities 
especially with the easy and simple operations.  

Leyer et al. (2019) explained that ICT ensures that 
empowerment is not only a concept, but sustainably empowers 
daily operations. Employee empowerment is expected to help 
them understand, adapt and operate technology in doing their 
work to improve their performance.   

Berne et al. (2014) stated that business performance is 
improved by ICT and the greatest effect is on performance. 
Agarwal and Brem (2015) showed that the development of new 
capabilities through the convergence of Information Technology 
and Operational Technology not only change business 
processes, but also influences the main organizational 
dimensions strategy and a vision for products and markets. 
Based on these arguments, the proposed hypothesis includes: 

H1  Empowerment has a direct effect on employee 
performance. 

H2  ICT mediates the effect of empowerment on employee 
performance 

 

3. Research Methodology 

The data used to test the research model were collected 
from a sample of full-time employees in Regional Drinking 
Water Company, in East Java, Indonesia. The populations of 
this research are all of the employees of PT. Regional Drinking 
Water Company  who have a minimum work period of 1 year, 
with 200 respondents as saturated samples. Data was 
collected using a questionnaire distributed to all respondents. 
The respondents filled out the questionnaire based on their 
daily work experience. Finally, a total of 128 valid responses 
were collected with a valid response rate of 64.0%.  

 Empowerment indicator refers to Khan (1997) which 
includes: Desire, Trust, Confidence, Credibility, Accountability, 
and Communication. ICT indicator refers to Hur (2016) such as: 



GENERAL MANAGEMENT 

QUALITY 213 Vol. 22, No. 184/ Oct 2021 Access to Success 

 
 

 
 
 

Individual skills and objectives in using ICT while performance 
indicators refers to the opinion of Maharani et al. (2013) which 
includes quantity, quality, and timeliness.  

The measurement scale used to measure variables is a 
Likert scale 1 to 5 (Sekaran, 2003). Data analysis was carried 
out using Smart-PLS 3.0. The criteria for measuring variables 
and constructs were based on the AVE value> 0.50 (Hair et al., 
2014), Composite Reliability value (CR> 0.6) (Supriyanto et al., 
2020), Cronbach's alpha >0.5, R-square, and loading-factor 
measurements as the main forming variables (Chin, 1998). 

 
 
 

 

4. Results And Discussions 

4.1. Measurement Model 

Table 1, shows the results of the reliability testing on 
variables of empowerment, employee performance and 
information and communication technology. This shows that 
the Cronbach alpha value was above 0.6, therefore it was 
concluded that all the instruments used were reliable. Validity 
testing was carried out using the PLS approach with 
Discriminant validity by looking at the value of the AVE root 
(AVE). An instrument with good discriminant validity should 
have an AVE value above 0.5 (Solimun & Fernandes, 2017). 
The results of AVE calculations are shown in Table 2. 

 
Variable Cronbach’s α Conclusion 

Empowerment (X) 0.928 Reliable 

Employee Performance (Y) 0.927 Reliable 

ICT (Z) 0.864 Reliable 

Table 1:  Results of the reliability 

 
Variable AVE √AVE Conclusion 

Empowerment (X) 0.521 0.721 Valid 

Employee Performance (Y) 0.733 0.856 Valid 

ICT (Z) 0.648 0.804 Valid 

Table 2. AVE, AVE 
 

The composite reliability with an assumption value above 
0.70, formed constructs with good results. The results are 
shown in Table 3 with the value for Empowerment, Employee 
Performance and Information and Communication Technology 
variables as 0.938, 0.943 and 0.902 respectively. This means 

that the three analyzed variables had good composite reliability 
because it exceeded 0.70, it is therefore necessary to carry out 
further analysis by examining the goodness-of-fit and inner 
model. 

 
Variable Composite reliability Conclusion 

Empowerment (X) 0.938 Reliable 

Employee Performance (Y) 0.943 Reliable 

ICT (Z) 0.902 Reliable 

Table 3: Results of the composite reliability 
 

The structural model fit test used a predictive relevance 
score (Q2) to measure how the observed scores were 
generated which was based on the determination coefficient of 
all dependent variables between 0 <Q2 <1. The R2 value of 
each endogenous variable was as follows: a) Y1 variable had 
R2 of 0.672; b) variable Y2 had R2 of 0.386. 

Here is a Q-square calculation: 

= 1-(1-R )( 1-R )   

= 1-(1-0.672)(1-0.386) 

= 0.799 
The Q-square calculation obtained a value of 0.799 or 

79.9% which means that 79.9% of the data contribution was 
explained by the model while other variables outside this study 
explained the remaining 20.1%. 

 

Variable Relationships 
Path 
Coefficient 

t 
statistics 

p-value Description 

Empowerment Employee Performance  0.436 4.536 0.000 Significant 

Empowerment ICT 0.621 7.473 0.000 Significant 

ICT Employee Performance 0.474 4.759 0.000 Significant 

Table 4: Hypothesis Testing Results for Direct Effect 
 

The results of the direct effects described in this study are 
shown in Table 4 and Figure 1. Based on the empowerment 
effect on employee performance, a path coefficient value of 
0.436 was obtained in a positive direction which means that 
there is a unidirectional relationship between them. Meanwhile, 

based on the t-statistic, a value of 4.536 > 1.96 with a p-value 
of 0.000 was obtained. Therefore, it was concluded that 
empowerment directly improves employee performance. This 
means H1 is accepted. 
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Figure 1: Path Diagram of Structural Model in PLS 

 

Variable Relationships 
Original 
sample 

t statistics 
p-value Description 

Empowerment - ICT - Employee 
Performance 

0.295 
3.863 

0.0000 
Significant 

Table 5: Hypothesis Testing Results for Indirect Effects 
 

Table  5 indicated that the mediating effect in the model 
was significant. This study investigates the mediating effect of 
ICT. For the investigation, the relationship was tested using 
PLS path analysis. Interestingly, ICT found to mediate the 
correlation between empowerment and employee performance, 
With the results  (β = 0.295, p = 0.000 <0.000); therefore H2 is 
statistically accepted. 

After testing the relationship between the variables, the 
results showed that the empowerment variable (X) has a direct 
effect on the employee performance variable (Y). This was 
seen from the path coefficient, the t-statistic and a p-value of 
0.436, t statistic 4.536 and p value 0.000 <0.05 respectively 
which means that, empowerment increases directly with the 
employee's performance.  

Based on Table 4, the first hypothesis is accepted. This 
study are in accordance with the previous one conducted by 
Saleem (2019) which states that, the extent to which leaders 
allow or promote employees to participate in work is reflected 
by the employee empowerment. Baird et al. (2018) stated that 
employee empowerment delegates or involve employees to 
make daily decisions about work-related activities. Discoveries 
in the field reinforce Idris's (2016) opinion that, human resource 
empowerment is a business process or activity that strengthens 
human potentials. This is achievable through change and 
development in the form of ability, responsibility, trust, authority 
to carry out activities and organizational tasks to improve 
performance. Therefore, employee empowerment is very 
important to the performance of an organization or work team.  

This study results support the opinion of Ratnasari and 
Hartati (2019) that the performance of an organization is 
improved by the contributions of their employees. The 
potentials to achieve superior levels of productivity and higher 
performance by empowered employees are because they have 
control over their work (Kundu et al., 2019). This also supports 
Supriyanto's (2019) opinion that empowerment is the extent to 

which employees in a company are involved in various 
management activities. Furthermore, participation in 
management activities gives employees new knowledge, an 
opportunity to solve the organization's problems and become 
more disciplined. Empowerment is an activity that involves 
employees (Nurkolis, 2003) or interpreted as a business 
process or activity that strengthens human potentials through 
change and development in the form of abilities, 
responsibilities, trust, authority to carry out activities and 
organizational tasks to improve performance. 

Based Table 5, the relationship between empowerment and 
employee performance is mediated by information and 
communication technology as seen from the tested using PLS 
path analysis. ICT mediates the correlation between 
empowerment and employee performance, with the results  (β 
= 0.295, p = 0.000 <0.000). These results are consistent with 
the study by Leyer et al. (2019), that information and 
communication technology is very important to empower 
employees because it supports them to use and share 
knowledge actively to improve performance. Berne et al. (2014) 
stated that, decision-making in an organization is facilitated by 
the use of information and communication technology. This is 
in line with Abdul-Rasit & Isa (2015), that empowerment of 
employees in operating information and communication 
technology as an improvement of their performance, is 
necessary to assist them in the effective and efficient 
completion of work. These discoveries are in line with Lee et al. 
(2017), Asongu & Roux (2017), that information and 
communication technology is an important factor in determining 
the organizational performance. 

Leyer et al. (2019) also stated that ICT ensures that 
empowerment is not only a concept, but sustainably empowers 
daily operations. Busro (2018) revealed that several factors, 
such as size of the investment or working capital,  presence of  
technology  support and good quality human resources' support 

affect performance. Employees exchange knowledge and 
information through technology which also affects performance 
while decision making is facilitated by the presence of 

information and communication technology (Nuryanto (2012). 
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5. Conclusion 

According to the results and discussion in this study, it can 
be concluded that empowerment has a direct effect on 
employee performance. Management should view it as a 
priority to be developed in various ways, such as delegating 
power to employees, increasing the understanding of the 
organization's value through the spread of the empowerment 
concept and making them participate in decision making. The 
effect of empowerment on employee performance is mediated 
by information and communication technology. Good quality 
human resources supported by technology affects performance 
because, employees exchange knowledge and information 
through this. The cooperation between different departments in 
delivering information in a timely manner to each other 
according to their needs, improving communication, providing 

tools to develop their skills, promote initiative and give 
employees full freedom at work strengthens the enabling 
environment for empowerment.  

This research certainly does not escape limitations, such as 
there are respondents who did not return the questionnaire. 
Hence, the test power was not strong enough because they 
were unable to get the overall data. The small sample size was 
insufficient to support the generalizability of the discoveries. To 
obtain better results, future research is recommended to 
increase the number of object. The effect of empowerment on 
employee performance mediated by information and 
communication technology was discussed. Subsequent studies 
need to consider social factors such as leadership, innovative 
work behavior, psychological environment and quality of work-
life as antecedents of employee performance. 
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