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Abstract.
Public demand for a new paradigm of government administration based on bureaucratic
professionalism is getting sharper, therefore good performance is needed in order
to provide good service to the community. In this case, the DKI Jakarta government
formed a team, namely Technical Implementing Service Unit (UPT) Jakarta Smart City
( JSC), to handle public complaints. Therefore, it is important to analyze the performance
of the employees of the UPT JSC as a service to the community. This study aims
to determine the effect of work facilities, work environment, and leadership style on
employee performance and develop strategy that has improvement effect on the
service. This study uses qualitative and quantitative methods, with a sample of 100
respondents from of Technical Implementing Service Unit (UPT) Jakarta Smart City
( JSC) employees using the convenience method. The data obtained were analyzed
using the PLS (Partial Least Square) analysis technique. The results showed that work
facilities, work environment, and leadership style had a significant positive effect on
employee performance.
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1. Introduction

the responsibility of the ICASI
Conference Committee.

Community satisfaction is the main goal of public organizations, therefore it needs
to be based on professionalism like a business organization by prioritizing efficiency,
effectiveness, cheap, fast, and quality (1). Since the issuance of Presidential Instruction
No. 3 of 2003 concerning National Policies and Strategies for the Development of Egovernment, the government both at the central and regional levels began to realize
the importance of internet technology in government (e-government), and the needs
to continually improve public services performances both in terms of effectiveness
and efficiency by upholding the principles of accountability and transparency (2), (3).
Local governments develop public services by providing information through websites
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that can be accessed directly by the public. Utilization of internet technology in the
form of a website is the first step in developing future service innovations. The DKI
Jakarta Provincial Government through the Regulation of the Governor of the Special
Capital Region of Jakarta Number 234 of 2014 concerning the Organization and Work
Procedures of the Department of Communication, Informatics, and Public Relations
were then formed a special team to handle the provision of ICT-based information.
The team is the Jakarta Smart City ( JSC) Management Unit under the Department of
Communication, Informatics, and Public Relations which aims to improve the quality of
public services based on the internet and mobile towards Jakarta as a smart city.
In terms of providing public services, the people of Jakarta in general demand
fast, precise and economical services for every public service. When the community
does not get what they are entitled to, then the community’s satisfaction with local
government services will be reduced which indirectly shows that the local government
has not been able to perform its duties properly (5), (6). Community satisfaction with the
performance of local governments will continue to decline when the increasing needs
of people’s lives in all aspects of life are not matched by increased performance of
local government services in all its aspects. As one of its main service, JSC manages 9
(nine) public complaint channels; from DKI Jakarta Facebook and Twitter account, direct
email to dki@jakarta.go.id, Balai Warga menu of www.jakarta.go.id, LAPOR 1708, direct
to special Short Messaging Services (SMS) number, JAKI ( Jakarta Kini) Application,
Governor’s personal social media accounts, and offline complaint channel. All public
complaints received are immediately dispatched to the relevant department within
DKI Jakarta Provincial Government. As a standard operation procedure (SOP), public
complaints received by JSC must be followed up within 0-14 days for simple or light
complaints. Complaint which needs complex handling from one or more departments
are categorized as heavy. The followed up time of these are unlimited (7), (8), (9).
Ombudsman, a public state agency whose job to oversight public services by government bodies, reported that DKI Jakarta Province in terms of implementing compliance
with service standards and service standard competencies occupies the yellow zone
and gets a score of 74.64 (10). In addition, the increasing number of public reports
originating from non-location reports (Facebook, twitter, email, BalaiWarga Jakarta.go.id,
LAPOR 1708, SMS Center, Governor’s personal social media accounts, and 5 offline
complaint channels) from 2016 amounted to 112,140 complaints, increased by 28,970
complaints to 141,100 in 2020. Based on a number of data that have been described
previously, the researchers assumed that the performance of UP JSC employees need
to be improved in optimizing excellent service. This aim to improve the completion of
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each public complaint, which would lead to a better evaluation in public information
service satisfaction conducted annually by Ombudsman. This research was conducted
to find out what factors are the main roles to improve the performance of UP JSC
employees, namely; Facilities, Work Environment, and Leadership Style. Survey was
conducted during November and December of 2020.

1.1. Employee Performance
Performance is a set of value from employee behaviours that contribute, either positively or negatively, to the accomplishment of organizational goals (11), (12). Employee’
performance is important to business or organization since it will lead to organization’s
success. Moreover it is also important to employee as an individual because a well
performed task is a source of personal satisfaction (13). According to Mangkunegara,
indicators in performance can be divided into two aspects, namely: 1). Quantitative
indicators, including: Work processes and working conditions, Time at work, Number
of errors in carrying out work and Number and type of work 2). Qualitative indicators,
including: Quality of Work, Punctuality, Ability to work and Ability to evaluate (14).

1.2. Work Facilities
Work facilities are very important for companies, because they can support employee
performance, mainly in completing jobs assigned to them (15), (16). The work facilities
variables are including work equipment and work appliances. Work equipment defined
as goods or objects that function as tools that are directly used by employees in
production. Work appliance are objects or goods that are used in work but not directly
to produce, but serve as a facilitator and refresher in work (17), (18).

1.3. Work Environment
The work environment can help organizations to improve their self-efficacy and enable
employees to benefit from collective knowledge. Work environment can increase
employee motivation and performance (13), (19). According Sedarmayanti work environment include physical and non-physical work environments. The physical work
environment is all physical conditions that exist around the workplace that can affect
employees either directly or indirectly, meanwhile The non-physical work environment
are conditions that occur related to work relationships, both relationships with superiors
DOI 10.18502/kss.v7i10.11378
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and relationships with subordinates as well as with fellow co-workers (20). The SEM
showed that the main factors affecting students’ future intention to enroll in chemistryrelated courses are autonomy and affective behavior (21).

1.4. Leadership Style
Figure of a leader is one of the principles of Human Resource Management (HRM) in
which the figure can create an innovative atmosphere; it is also related to employee
performance (21), (22). Exceptional leaders are people who has the ability to see opportunities as well as threats, they are also capable to influence people to collectively achieve
great things that initially seemed impossible (23). Leadership Style has a very significant
influence on Employee Performance (24), (25). According to Harbani, leadership style
consists of skills in managing groups of people and charismatic leadership (26).

Figure 1: Conceptual Framework.

1.5. The following research hypotheses are proposed:
H1: Work facilities affect employee performance
H2: Work environment affect employee performance
H3: Leadership style affect employee performance
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2. Methodology
This research uses explanatory research in a field survey research. This study aims
to test empirically, that quantitative study using statistics analysis is more suitable.
Additionally, the study examines and explains the influences between variables of
employee performance. Running quantitative approach, the survey conducted using
questionnaires to obtain primary data from Jakarta Smart City employees. In addition, qualitative methods were used to develop improvement strategies using PDCA
(Plan-Do-Check-Action) Model. The data were generated from individual perspective
of Jakarta Smart City employees. First part of questionnaires focused on respondent
identity such as age, gender, education and length of work. There were 8 questions to
measure employee performance, 9 questions on work facilities, 11 questions on work
environment and 9 questions on leadership style. This research samples were 100
respondents referring to Hair which stated that the sample size was 100-200 (27). Likert
scale were the used to measure the responses using 5 levels from strongly disagree
to strongly agree. Data analysis was carried out using Structural Equation Modelling
based on variants with smartpls software to test the research hypothesis.

3. Result and Discussion
3.1. Respondent data
Respondents in this study were dominated by male by 62% with ages between 20 –
<30 years by 57%. From the level of education, 96% has bachelor’s degree with 78%
of them has a working period of less than 5.

3.2. Data Analysis
This research uses Structural Equation Modelling (SEM) using SmartPLS software. Data
analysis consisted of two stages, model measurement (testing reliability and validity)
and structural measurement (testing hypotheses).

3.3. Measurement Model
1. Loading Factor
DOI 10.18502/kss.v7i10.11378
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Table 1: Characteristic Respondent.
Characteristic

Frequency

(%)

Gender
Female

38

38.0

Male

62

62.0
Age

20 - <30 Yo

57

57.0

30 - <40 Yo

39

39.0

40 - <50 Yo

3

3.0

>50 Yo

1

1.0
Level Education

Diploma

4

4.0

Bachelor

96

96.0

1 - <5 Years

78

78.0

5 - <10 Years

18

18.0

10 - <15 Years

4

4.0

Total

100

100

Length of work

All outer loading values show that the value is greater than 0.7, this indicates that the
indicator is considered valid and acceptable.

1. Reliability and Validity

AVE is used to measure the value of validity, with the recommended limit > 0.5.
Cronbach alpha and composite reliability (CR) were used to measure reliability with a
recommended limit of 0.7 (28). In Table 2, it is known that all variables are valid (have an
AVE value of more than 0.5) and reliable (the Ronbach alpha and composite reliability
value are more than 0.7).
Table 2: Construct Reliability and Validity.
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Construct

Cronbach's Alpha

Composite Reliabilty AVE

Employee
Performance

0.923

0.937

0.652

Work Facilities

0.919

0.936

0.627

Work Environment

0.951

0.958

0.696

Leadership Style

0.957

0.963

0.701
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3.4. Structural Model
This study examined the effect work facilities, work environment and leadership style on
employee performance in UPT Jakarta Smart City. Overall, the independent variables
explained 97,3% variance in employee performance included in the substantial category.
Table 3: Structural Model.
Hypothesis

T-Statistics

Sig.Level

Employee 0,782

7.337

Significant

Work Environment Employee 0,748
Performance

6.415

Significant

Leadership Style Employee 0,629
Performance

8.438

Significant

Work Facilities
Performance

Path Coeficient

Based on Table 3, all hypothesis accepted. Work facilities has a significant and positive effect on employee performance. If the work facilities in a company or organization
are more adequate and appropriate, then the employee’s performance will be better.
Results of this research are accordance with these prior researchers which stated there
is positive relationship between work facilities and employee performance because
existence of adequate work facilities will improve employee performance so that they
can work well and use all abilities to the maximum to produce optimal work results (29),
(15). Work environment has significant positive influence to employee performance.
If the work environment in a company or organization is getting better; as in good
air circulation, adequate lighting, conducive space arrangement, and good relations
between superiors and co-workers; performance of each employee tend to show the
expected results. The good work environment can improve employee behaviour and
productivity as well as employee’s health (30). Leadership style has a significant and
positive effect on employee performance. It means the better the leadership; as in the
leader has expertise, vision, mission, goals, ability to influence, and is able to bring
his colleagues onward and productive; then the performance of each employee will
improve. Good relations between a leader and employees can also improve employee
performance, thus the quality of the company (25), In addition, leaders also need to
maintain communication because it has a positive effect to face risks (31)
From the results obtained, writers then made an improvement strategy using PDCA
(Plan-Do-Check-Action) in the strategy implementation process. At the planning stage, to
improve public information service satisfaction, external and internal improvements are
needed. External factors include: 1). Improve the speed of complaints service completion
time and the accuracy of officers to forward or hand over complaints to the appropriate
DOI 10.18502/kss.v7i10.11378
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department, 2). Improve the accuracy of information provided to the public, 3). Lower
the error rate of the officer or application, 4). Develop comfortable communication with
the community, 5). Prioritize the needs of the community, and 6). Receive criticism and
suggestions from the public well. Internal factors include: 1). Improve work facilities for
employees, 2). Improve the quality of work environment for employees and 3). Create
effective and visionary leadership patterns and create environment that support new
leaders to emerge.
In the strategy implementation process, including: 1). Develop employee training
programs related to excellent service and short leadership training, 2). Improvements of
work facilities by repairing or adjusting the work space and updating computer update
facilities (PC/Laptop) and 3). Improve air circulation and lighting of working environment.
In the check process by measuring the results, it was found that: 1). There is a time
acceleration in resolving in the light-medium category complaints, 3). Employees have
a better understanding of excellent service, improved coordination, communication,
thoroughness and leadership patterns, 4). After work space improvements, updating
computer facilities, adding circulation and lighting, employees are more comfortable,
thus optimal in carrying out their daily tasks.

4. Conclusion
The work facilities, work environment and leadership style have a positive and significant
effect on employee performance. From this study we can conclude that adequate
facilities, conducive work environment and good leadership can increase employee’s
productivity. A comfortable and mutually supportive work environment, both from superiors, subordinates, and colleagues can certainly increase productivity. Leaders who
understand and appreciative to input or even complaints from subordinates can certainly
create a more productive work environment. The results from improvement strategy
using PDCA are: 1). There is an acceleration in light and medium complaints category
completion time from 0-14 days during year 2016 - 2020 to 0-7 days in year 2021,
2) Faster in responding public complaints, 3). Officers have better understanding of
the task which lead to better information delivery and better understanding by the
general public, 4). Officers receive and respond to any criticism, suggestions, or input
from public, 5). Officers respond to every complaint properly, 6). Application is updated
regularly to minimize errors.
This study has some implications for UPT JSC in terms providing insight that adequate
facilities and employees satisfaction can certainly increase organization’s productivity.
DOI 10.18502/kss.v7i10.11378
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This include a comfortable and mutually supportive working environment, in terms of
physical working environment and relationship of all the people within the organization,
as well as a leader that caters the need of subordinates and the availability of employee’s
trainings. This research is only focused on employee performance, work facilities, work
environment and leadership style and the study objects limited UPT JSC employee,
so that research results are not directly applicable in other cities. Further research
recommended to add another variable affected on employee performance such as
training, motivation, linkage of follow-up between related units, income and work stress.

Acknowledgments
Authors would like to thank the Mercubuana University and UP Jakarta Smart City, for
his blessing for this study. We support the Government efforts to use research-based
policymaking approach to create more robust public policies in the future.

References
[1] Trisakti F, Djajasinga N. Impact of Decentralization and Regional Autonomy in the
Context of Improving the Quality of Public Services Towards Good Governance.
Proc 2nd Annu Conf blended Learn Educ Technol Innov (ACBLETI 2020).
2021;560(Acbleti 2020):49–53.
[2] Chin J, Jiang BC, Mufidah I, Persada SF, Noer BA. The investigation of consumers’
behavior intention in using green skincare products: A pro- environmental behavior
model approach. Sustain. 2018;10(11):1–14.
[3] Kusumah LH, Hasibuan S. Application of Servqual To Improve Level of Industrial
Service in South Meruya West Jakarta. Iccd. 2019;2(1):355–8.
[4] Iskandar A, Sogen MDT, Chin J, Satria E, Dijaya R. Mobile based android application
pharmaceutical dictionary with direct search as searching process. Int J Sci Technol
Res. 2019;8(6):44–6.
[5] Ikatrinasari ZF, Kosasih D. Improving quality control process through value stream
mapping. Int J Eng Technol. 2018;7(2):219–25.
[6] Fauzy RF, Febridiko E, Hardi Purba H. PDCA, Review, Institution, Effic Implementasi
Metode PDCA di Berbagai Organisasi : Kajian Literatur. J Ind Eng Syst. 2021;2(1):21–8.
[7] Permana A, Purba HH, Rizkiyah ND. A systematic literature review of total quality
management (TQM) implementation in the organization. Int J Prod Manag Eng.
2021;9(1):25–36.
DOI 10.18502/kss.v7i10.11378

Page 400

ICASI

[8] Widjajanto S, Hardi Purba H. Six Sigma Implementation in Indonesia Industries and
Businesses: a Systematic Literature Review. J Eng Manag Ind Syst. 2021;9(1):23–34.
[9] Chin J, Lin SC. A behavioral model of managerial perspectives regarding technology
acceptance in building energy management systems. Sustain. 2016;8(7):1–13.
[10] Ombudsman. “Laporan Tahunan 2016,” OMBUDSMAN REPUBLIK INDONESIA,
Jakarta, online,. 2017;(Feb 2017).
[11] Colquitt J, Lepine J, Wesson M. Organizational behavior : improving performance
and commitment in the workplace , 6e chapter by chapter changes. 2019;
[12] Saddhono K, Chin J, Toding A, Qadri MN, Wekke IS. Competitive intelligence:
Systematic collection and analysis of information. J Crit Rev. 2019;6(5):155–9.
[13] Al-Omari K, Okasheh H. The influence of work environment on job performance: A
case study of engineering company in Jordan. Int J Appl Eng Res. 2017;12(24):15544–
50.
[14] Rivai V, Sagala EJ. Manajemen Sumber Daya Manusia Untuk Perusahaan, Edisi 2.
Jakarta PT Raja Graf. 2009;(PT. Remaja Rosdakarya,).
[15] Nurhadian AF. Pengaruh Fasilitas Kerja Terhadap Kinerja Pegawai. Bisnis dan Iptek.
2019;12(2502–1559):3.
[16] Chin J, Lin SC. Investigating Users’ Perspectives in Building Energy Management
System with an Extension of Technology Acceptance Model: A Case Study in
Indonesian Manufacturing Companies. Procedia Comput Sci [Internet]. 2015;72:31–9.
Available from: http://dx.doi.org/10.1016/j.procs.2015.12.102
[17] Gie L. Administrasi Perkantoran Modern. Yogyakarta. Adm perkantoran Mod.
2016;( July):1–23.
[18] Mufidah I, Jiang BC, Lin SC, Chin J, Rachmaniati YP, Persada SF. Understanding
the consumers’ behavior intention in using green ecolabel product through ProEnvironmental Planned Behavior model in developing and developed regions:
Lessons learned from Taiwan and Indonesia. Sustain. 2018;10(5):1–15.
[19] Chin J, Herlina, Iridiastadi H, Shu-Chiang L, Fadil Persada S. Workload Analysis by
Using Nordic Body Map, Borg RPE and NIOSH Manual Lifting Equation Analyses: A
Case Study in Sheet Metal Industry. J Phys Conf Ser. 2019;1424(1).
[20] Luar D, Universitas B, Negeri I, Palembang RF. Sumber Daya Manusia Dan
Produktivitas Kerja. Istinbath. 2016;15(1):89–103.
[21] Ong AKS, Prasetyo YT, Pinugu JNJ, Chuenyindee T, Chin J, Nadlifatin
R. Determining factors influencing students’ future intentions to enroll in
chemistry-related courses: integrating self-determination theory and theory
DOI 10.18502/kss.v7i10.11378

Page 401

ICASI

of planned behavior. Int J Sci Educ [Internet]. 2022;1–23. Available from:
https://doi.org/10.1080/09500693.2022.2036857
[22] Irawan B, Ruhana F, Nadjib A, Irwandi, Sari AR. Development of the Public Sector
HRM Model in Indonesia’s Public Sector. Proc 2nd Annu Conf blended Learn Educ
Technol Innov (ACBLETI 2020). 2021;560(Acbleti 2020):136–40.
[23] Yukl G. Kepemimpinan dalam Organisasi, terj. JusufUdaya Jakarta. 1994;
[24] Parashakti RD, Setiawan DI. Gaya Kepemimpinan dan Motivasiterhadap Kinerja
Karyawan pada Bank BJB Cabang Tangerang. J Samudra Ekon dan Bisnis. 2019;10(1).
[25] Tambunan SM. Pengaruh gaya kepemimpinan terhadap kinerja karyawan pada
restaurant o’ flahertys medan. J Mutiara Manaj. 2019;4(2):358–66.
[26] Pasolong
[Internet].

H.

Teori

2017;

Administrasi

Available

from:

Publik.

Teor

Adm

Publik

https://www.academia.edu/35956486/

Teori_administrasi_publik_harbani_pasolong_
[27] Desconocido. Multivariate Data Analysis 7th Edition 2009 [ Joseph F. Hair, William
C. Black, Barry J. Babin, Rolph E. Anderson](Autosaved). 100AD;1.
[28] Leguina A. A primer on partial least squares structural equation modeling (PLS-SEM).
Int J Res Method Educ. 2015;38(2):220–1.
[29] Auliyah A, Artaya IP. The Influence of Work Facilities, Rewards, and Work
Environment on Improving Employee Performance at Quds Royal Hotel Surabaya.
2019;(February):1–10.
[30] Hafee I, Yingjun Z, Hafeez S, Mansoor R, Rehman KU. Impact of Workplace
Environment on Employee Performance: Mediating Role of Employee Health.
Business, Manag Educ. 2019;17(2):173–93.
[31] Jayawinangun R, Indrawan D, Sutarman DC. How To Communicate Livestock
Hazard? an Approach To Improve Farmers’ Risk Preparedness. J Manaj dan
Agribisnis. 2020;16(3):165–9.

DOI 10.18502/kss.v7i10.11378

Page 402

