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ABSTRACT
Article Information: This study aims to analyze the effect of civil servants” work discipline
Accepted: 26-03-2026 on public service performance, with organizational culture as a
Revision: 26-04-2026 moderating variable, in the Pagelaran region. Public services in this
Approved: 26-05-2026 area currently face challenges such as slow service processes and
Published Online: 05-06- inconsistent implementation of Standard Operating Procedures
2026 (SOPs). The method used is an explanatory quantitative approach

employing Structural Equation Modeling (SEM-PLS) analysis. The
research sample consists of 125 respondents service users selected
through purposive sampling. The results indicate that work discipline
has a dominant, positive, and significant effect on public service
performance. Organizational culture also has a direct positive
influence on performance, although its contribution is not as
substantial as that of work discipline. A key finding in this study
reveals that organizational culture is unable to moderate or strengthen
the relationship between work discipline and public service
performance. This indicates the need for organizational culture
transformation to better align with the values of work discipline in
order to achieve responsive, transparent, and accountable service.
Keywords: Work Discipline, Public Service Performance,
Organizational al Culture, SEM-PLS.

INTRODUCTION

Public service is the primary function of government in achieving the well-being of an
ever evolving society through the New Public Management (NPM) approach toward New
Public Governance (NPG). From this perspective, the effectiveness of public service is
determined not only by regulations but also by cross-sectoral collaboration and relationships
among actors that support the quality of public services (Krogh & Triantafillou, 2024). The
quality of public services is greatly influenced by the work discipline of public officials, which
includes compliance, punctuality, and accountability. Strong discipline can enhance the
efficiency and responsiveness of the bureaucracy, particularly within a trust based
management approach that drives optimal performance among public officials (Siverbo et al.,
2023). Theoretically, work discipline plays a crucial role in supporting public service
performance, including in addressing the dynamics of administrative reform based on
innovation, collaboration, and results orientation (Alkaabi et al, 2024; Xiaolong &
Christensen, 2022).
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The situation in Pagelaran, South Cianjur, indicates that public services are still
hampered by slow processes, lack of timeliness, and inconsistent standard operating
procedures (SOPs), reflecting low staff discipline and the dominance of an administrative
bureaucratic model. These conditions result in low public satisfaction and reduced service
effectiveness. Transformation toward citizen-centered service through improved discipline,
innovation, and digitalization is an urgent need to create responsive, efficient, and sustainable
services (Desmal et al., 2022; Gawaya et al., 2022).

The issue of the suboptimal contribution of civil service discipline to public service
performance points to another factor: organizational culture. Organizational culture reflects
the values, norms, and work habits that can either strengthen or weaken the implementation
of civil service discipline in public service. An adaptive, professional, and service-oriented
culture can enhance employee motivation, commitment, and collaboration, thereby impacting
service quality. In the public sector, the right culture also supports organizational stability and
adaptability to environmental dynamics. Therefore, organizational culture is a strategic factor
in strengthening the effectiveness of work discipline on public service performance
(Bhardwaj, 2022; Hamblin et al., 2024).

Previous research indicates that work discipline has a positive impact on public service
performance; however, such studies generally examine only direct relationships without
considering contextual variables (Almulhim, 2023; Kim & Jung, 2022). Meanwhile,
organizational culture has been shown to enhance performance, but it is more frequently
treated as an independent variable (Kao et al., 2023). In fact, organizational culture has the
potential to interactively moderate the relationship between work discipline and
performance. A research gap exists due to the scarcity of studies examining this moderating
role, particularly at the local government level. Therefore, this study is important for
explaining these interaction mechanisms more comprehensively (Borodako et al., 2023).

The novelty of this study lies in the integration of civil service discipline and
organizational culture within a moderation framework to explain public service performance.
This study not only examines the direct influence of work discipline on service performance
but also explores how organizational culture strengthens or weakens that relationship.
Furthermore, the local context of the Pagelaran community in South Cianjur provides specific
and contextual empirical contributions, which have so far been relatively limited in the
Indonesian public administration literature, particularly in semi-rural areas with unique
social characteristics.

The urgency of this research has increased in line with the demands for bureaucratic
reform and improved public service quality in the era of government decentralization and
digitalization. The government is required to provide services that are fast, transparent, and
accountable. Therefore, a comprehensive understanding of the factors influencing public
service performance including the interaction between work discipline and organizational
culture is crucial. The results of this study are expected to provide a theoretical contribution
to the development of public administration science as well as a practical contribution to local
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governments in formulating more effective human resource management policies and
strategies oriented toward improving the quality of public services.

LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT
Public Service

Public service is a core function of government focused on meeting the needs of the
public within an increasingly complex context. The New Public Management (NPM)
paradigm emphasizes efficiency, effectiveness, and results-orientation through the adoption
of private-sector practices to improve service performance (Gupta & Lamsal, 2023). However,
this approach is considered limited because it is unable to adequately accommodate the need
for cross-sectoral collaboration and the dynamics of modern service delivery. In response,
New Public Governance (NPG) emerged, emphasizing network governance, multi-
stakeholder collaboration, and public participation in the delivery of public services ( (Hansen
et al.,, 2021). From this perspective, service performance is determined not only by an
organization’s internal capacity but also by the quality of interactions among actors (Casula
& Migone, 2025). Thus, NPG offers a more adaptive, inclusive, and value-oriented approach
aimed at creating sustainable public value.

Public Service Performance

Public service performance is the result of civil servants’ efforts to provide effective,
efficient, and high-quality services, which are measured not only administratively but also
through a Performance Management approach that emphasizes the achievement of targets
through optimal human resource management (Melo & Mota, 2020). The implementation of
performance management faces challenges such as red tape, conflicting objectives, and civil
servant motivation, thus requiring an adaptive and human resource development-based
approach (Hill & Plimmer, 2024) . Service reform also encourages the use of integrative and
participatory approaches to improve service effectiveness (Pudjono et al., 2025). Thus, public
service performance must be responsive, transparent, and oriented toward public satisfaction.
In this study, public service performance indicators include (Odusanya et al., 2024) : (1) service
effectiveness; (2) service efficiency; (3) service quality; (4) responsiveness; (5) service
transparency; (6) accountability; (7) public satisfaction; (8) service timeliness.

Work Discipline Among Government Officials

Work discipline refers to the attitudes and behaviors of employees that reflect
compliance with organizational rules, norms, and standards, which are influenced by values,
motivation, and the work environment (Pereira et al.,, 2024). From the perspective of
Organizational Behavior Theory, disciplined behavior is shaped by the organization’s value
system and individual motivation. Intrinsic and extrinsic motivation play a crucial role in
reinforcing compliance with rules and maintaining consistency in work behavior (Ha &
Moon, 2023). Additionally, a conducive work environment, managerial support, and a
positive social climate foster increased discipline and employee engagement (Dumitriu et al.,
2025). Clear organizational culture and policies also strengthen the commitment and
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performance of civil servants (Zacharias et al., 2021). Strong and focused leadership plays a
key role in determining the level of work discipline. In this study, the indicators of work
discipline used include (Devenney et al., 2024) : (1) adherence to work rules; (2) punctuality;
(3) adherence to working hours; (4) responsibility toward tasks; (5) adherence to standard
operating procedures (SOPs); (6) consistency in work; (7) adherence to supervisors’
instructions; (8) attendance rate (absenteeism); (9) adherence to work ethics.

Organizational Culture

Organizational culture is a system of values, norms, and beliefs that influences the way
members of an organization think and behave (Liyana et al., 2022). Organizational culture
consists of artifacts, shared values, and underlying assumptions that shape work behavior. In
the public sector, culture functions as a mechanism of social control that reinforces integrity,
commitment, and a service-oriented approach toward the public. From the perspective of
Institutional Theory, organizations adapt their values and practices to gain legitimacy and
address environmental dynamics (Muhammaditya et al., 2021). An adaptive and innovative
culture is crucial in supporting bureaucratic reform and the digitalization of public services
(Alsaied & Mclaughlin, 2024). Furthermore, cultural transformation is necessary to enhance
civil servant competence and the responsiveness of public services (Haryono et al., 2023). The
indicators used in this study for organizational culture, according to Fernandes et al. (2023),
include: (1) organizational values embraced; (2) prevailing work norms; (3) commitment to
the organization; (4) integrity of personnel; (5) community service orientation; (6) adaptability
to change; (7) support for innovation; (8) consistency in the work behavior of organizational
members.

Hypothesis Development
The Effect of Civil Servants’ Work Discipline on Public Service Performance

Work discipline among public servants is a fundamental factor in improving public
service performance. Public servants with a high level of discipline demonstrate compliance
with rules, punctuality, and responsibility in carrying out their duties, thereby making service
delivery more effective and efficient. From the perspective of Organizational Behavior
Theory, disciplined individual behavior has a direct impact on improving organizational
performance. Previous research indicates that work discipline significantly contributes to
improving the quality of public services by reducing work errors, accelerating service
processes, and increasing public satisfaction (Almulhim, 2023; Kim & Jung, 2022). In the
context of bureaucratic reform, work discipline also serves as the foundation for creating
responsive and accountable services.

H1: Civil servants” work discipline has a positive effect on public service performance.
The Influence of Organizational Culture on Public Service Performance

Organizational culture serves as a system of values and norms that guides the
behavior of public servants within an organization. A strong, adaptive, and service-oriented
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culture will enhance the commitment, integrity, and work motivation of public servants,
thereby leading to improved public service performance. From the perspective of Institutional
Theory, organizations will adapt their values and practices to achieve legitimacy and
effectiveness within their social environment. An organizational culture that supports
innovation and public service will strengthen service quality, particularly in addressing the
demands of digitalization and bureaucratic reform. Previous research findings indicate that
organizational culture has a positive influence on organizational performance because it
fosters a conducive work environment and enhances service orientation (Kao et al., 2023;
Bhardwaj, 2022).

H2: Organizational culture has a positive effect on public service performance.
The Role of Organizational Culture as a Moderating Variable

Organizational culture not only has a direct impact on performance but also acts as a
moderating variable that strengthens the relationship between work discipline and public
service performance. According to Contingency Theory, the effectiveness of a variable is not
universal but depends on organizational conditions. In this context, a strong organizational
culture reinforces the implementation of work discipline through the internalization of values,
increased commitment, and consistent behavior among public servants. Conversely, a weak
organizational culture can prevent work discipline from having an optimal impact on service
performance. Therefore, organizational culture is a key factor in determining the success of
work discipline in improving the quality of public service. Recent research indicates that
contextual variables such as organizational culture play a significant role in strengthening the
relationship between behavioral factors and organizational performance (Borodako et al.,
2023).

H3: Organizational culture moderates the influence of civil servants” work discipline on public

service performance.

Civil Servant W H1 ( Public Service
Work Discipline J A ;L Performance (Y)
3
. H2
Organizational )
Culture (M)

)

Figure 1. Research Framework
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METHOD

This study employs a quantitative approach with an explanatory design to examine
the causal relationship between civil servant discipline, organizational culture, and public
service performance. This approach is suitable for analyzing the relationships among
variables simultaneously using Structural Equation Modeling (Setiadi et al.,2025). The
research was conducted in the Pagelaran area of South Cianjur, with the community as users
of public services serving as the unit of analysis. The selection of the community was based
on a citizen-centered service approach, where service performance is measured based on
community perceptions and satisfaction. The study population consists of all members of the
community who have ever received public services. The sample size was determined using
the formula by Hair et al., which is 5-10 times the number of indicators (Prakoso & Setiadi,
2026). With a total of 25 indicators (8 public service performance, 9 work discipline, 8
organizational culture), the sample size is 25 x 5 = 125 respondents. The sampling technique
used is purposive sampling, specifically targeting respondents who have used public services.

The data used were primary data collected via a questionnaire using a 1-5 Likert scale,
ranging from strongly disagree to strongly agree. The research instrument was designed
based on the indicators of each predefined variable. Data analysis employed the Partial Least
Squares (SEM-PLS) method, which is suitable for complex models and does not require strict
normality assumptions (Mafriningsianti & Setiadi, 2026). The analysis was conducted in two
main stages: evaluation of the measurement model (outer model) and the structural model
(inner model). The testing of the moderating variable was conducted through the interaction
between work discipline and organizational culture in influencing public service
performance. Additionally, model fit was assessed using goodness-of-fit indices such as
SRMR. Methodologically, the use of SEM-PLS offers advantages in testing moderation models
and complex relationships (Setiadi, 2026).

RESULTS AND DISCUSSION
Measurement Model and Structural Model

This study analyzed 25 manifest variables and 3 latent variables using a Partial Least
Squares-based Structural Equation Modeling (SEM-PLS) approach. The analysis included an
evaluation of the measurement model and structural model to test the relationships between
constructs. The measurement model assessed the validity and reliability of the indicators
through convergent validity tests, namely factor loadings (>0.70 or 20.60) and AVE (>0.50).
Meanwhile, instrument reliability was tested using Composite Reliability and Cronbach’s
Alpha (>0.70), which indicated good measurement consistency (Setiadi et al.,2025).
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Figure 2. Outer Model

Based on Figure 2, the SEM-PLS model shows that all indicators are valid with factor
loadings >0.70, indicating that the instrument is reliable in the Partial Least Squares approach.
The R? value of 0.964 indicates that 96.4% of the variation in public service performance is
explained by work discipline and organizational culture, making the model very robust. Work
discipline has a dominant positive effect on performance (0.622), while organizational culture
also has a positive effect but to a lesser extent (0.271). Conversely, the moderating effect of
organizational culture is negative (-0.094), indicating that it does not strengthen the
relationship but rather tends to weaken it. These findings indicate that organizational culture
is not yet fully aligned with the value of work discipline, thus requiring an adaptive cultural
transformation that supports the optimal improvement of public service performance

Table 1. AVE, Cronbach’s Alpha, and Composite Reliability Values

Variable Average Variance Cronbach’s Composite

Extracted (AVE) Alpha Reliability
Work Discipline of Civil Servants (X1) 0.709 0.948 0.956
Public Service Performance (Y) 0.698 0.938 0.949
Organizational Culture (M) 0.696 0.938 0.948
Moderating Effect 1 0.565 0.989 0.989

Based on Table 1, the Average Variance Extracted (AVE) values for all variables are

>0.50, indicating that convergent validity is met in the Partial Least Squares approach. The
work discipline s (0.709), service performance (0.698), and organizational culture (0.696)
demonstrate excellent reliability, with Cronbach’s Alpha and Composite Reliability >0.90. The
moderating effect is also reliable (0.989); although the AVE is relatively lower (0.565), it still

22


https://doi.org/10.61492/baashima.v4i1.523

Jurnal Bisnis Digital, Akuntansi, Kewirausahaan, dan Manajemen
(Baashima)
Published by: Alahyan Publisher Sukabumi
e-ISSN: 2988-1056
Volume: 4 Nomor: 1 (April: 2026) hal: 16-30
DOI: https:/ /doi.org/10.61492 /baashima.v4il.523

meets the criteria. Overall, the research instrument is deemed valid and highly consistent in
measuring the constructs.

The structural model evaluation using the Partial Least Squares (PLS) approach aims
to analyze the relationships among latent variables through path coefficients obtained via the
bootstrapping technique (Setiadi et al., 2025b). This analysis is used to determine the direction
and significance of the effects between constructs. The PLS-SEM method is considered
effective in testing complex models, even with limited sample sizes, making it suitable for
research focused on prediction and theory development.
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Figure 3. Bootstrapping

Based on Figure 3, the bootstrapping results using the Partial Least Squares approach
indicate that work discipline has a positive and significant effect on public service
performance, with a T-value of 7.494 (>1.96). Organizational culture also has a positive and
significant effect, with a T-value of 3.201 (>1.96), although its effect is smaller than that of work
discipline. Conversely, the moderating effect of organizational culture is not significant with
a T-value of 1.007 (<1.96), so it is unable to strengthen the relationship between work
discipline and service performance. Overall, work discipline is the primary factor in
improving public service performance, while organizational culture plays only a direct role,
not as a moderating variable. These findings indicate the need to strengthen organizational
culture so that it is more aligned with the work behavior of civil servants.

Predictive Relevance

The Q? value in the Partial Least Squares approach is used to evaluate the model’s
predictive ability regarding empirical data. A model is said to have predictive relevance if Q?
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> 0. A value above 0.25 indicates a moderate level of prediction, while a value above 0.50
indicates strong predictive ability (Mafriningsianti & Setiadi, 2025).

Table 2. Q-square

Variable SSO SSE Q2 (=1-SSE/SSO)
Public Service Performance (Y) 1,000,000 342,802 0.657

Based on Table 2, the Q? value for Public Service Performance is 0.657 (Q? > 0.50),
indicating that the model has strong predictive power in the Partial Least Squares approach.
With an SSO of 1,000,000 and an SSE of 342,802, the model is able to explain most of the
variation in the observed data. This indicates that the model has high predictive relevance and
is suitable for use in accurately predicting public service performance.

Model Goodness of Fit Evaluation

Goodness of Fit (GoF) in Partial Least Squares is used to complement model
assessments beyond R? and QQ? to ensure a more comprehensive evaluation. A GoF value of
0.10 is considered low, 0.25 moderate, and =20.36 high. Meanwhile, an SRMR <0.08 indicates

good model fit to the empirical data.

Table 3. SRMR

Saturated Model | Estimated Model
SRMR 0.044 0.043

Based on Table 3, the SRMR values for the saturated model (0.044) and the estimated
model (0.043) are below the 0.08 threshold, indicating an excellent model fit in the Partial Least
Squares approach. This suggests that the model accurately represents the relationships among
the variables in accordance with the empirical data.

Table 4. GoF Index

Average AVE Average R-Square Goodness of Fit Index
0.667 0.964 0.801

Based on Table 4, a GoF value of 0.801 (>0.36) indicates that the model has a very high
level of fit. This means that the model is able to explain the relationship between variables
strongly and representatively in relation to the empirical data.

Hypothesis Testing

Hypothesis testing using the bootstrapping technique is widely used in SmartPLS
analysis due to its flexibility and the fact that it does not require a normal distribution or a
large sample size. This method allows for more accurate estimation of path coefficients
through resampling, and generates t-statistics and p-values used to test the significance of
relationships between variables in the research model.
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Table 5. Path Significance Test

. Original T P-
Variable Sample Statistics Values Notes
Work Discipline of Civil Servants (X1) -> L
Public Service Performance (Y) 0622 7494 0.000 Significant
Organizational Culture (M) -> Public Service 0.271 3901 0.001 Significant
Performance (Y)
Moderating Effect 1 -> Public Service -0.094 1007 0315 No effect

Performance (Y)

Based on Table 5, the results of the hypothesis testing based on bootstrapping analysis
using the Partial Least Squares approach are as follows:

1. H1: Civil Servant Work Discipline affects Public Service Performance

Coefficient = 0.622; T = 7.494; P = 0.000 (<0.05). Work discipline has a positive and
significant effect on public service performance. The higher the discipline of civil
servants, the higher the quality of service. Decision: H1 is accepted

2. H2: Organizational Culture on Public Service Performance

Coefficient = 0.271; T = 3.201; P = 0.001 (<0.05). Organizational culture has a positive
and significant effect on public service performance, although its influence is not as
strong as that of work discipline. Decision: H2 accepted

3. H3: Moderating Effect — Public Service Performance

Coefficient = -0.094; T = 1.007; P = 0.315 (>0.05). Organizational culture does not
moderate the relationship between work discipline and public service performance.
Decision: H3 is rejected.

Overall, work discipline is the most dominant factor in improving public service
performance. Organizational culture has a direct effect, but does not act as a moderating
variable in this model.

Discussion

Public service performance within the framework of New Public Governance (NPG)
emphasizes that service effectiveness depends not only on an organization’s internal capacity
but also on the quality of interactions among actors and individual behavioral factors. Based
on research findings in Pagelaran, it was found that civil servants” work discipline is the most
dominant factor in improving the quality of public services, with an influence coefficient of
0.622. This finding reinforces previous research by Almulhim (2023) and Kim & Jung (2022),
which states that civil servants with high levels of compliance, responsibility, and punctuality
will significantly reduce work errors and accelerate service processes for the public.

In addition to the discipline factor, organizational culture has been shown to have a
direct positive influence on public service performance (0.271). Organizational culture
functions as a system of values and norms that shapes the way public servants think and
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behave on the job. This aligns with the findings of studies by Kao et al. (2023) and Bhardwaj
(2022), which indicate that a conducive work environment and a service-oriented culture can
enhance employees” motivation and commitment to achieving organizational goals. A strong
culture in the public sector also plays a crucial role as a social control mechanism that
reinforces the integrity and accountability of public officials.

However, this study reveals unique findings regarding the moderating role of
organizational culture. Unlike the study by Borodako et al. (2023), which showed that
contextual variables often strengthen the relationship between behavioral factors and
performance, the results of this study indicate that organizational culture does not moderate
the relationship between work discipline and service performance. A low T-statistic value
(1.007) and a negative moderation coefficient (-0.094) indicate that the existing organizational
culture is not yet fully aligned with the applied work discipline values.

Overall, work discipline remains the cornerstone of creating responsive and
transparent public services. Nevertheless, there is an urgent need to transform the
organizational culture to make it more adaptive and innovative in order to support
bureaucratic reform. Strengthening a culture aligned with work behavior will ensure that
discipline is not merely administrative compliance, but becomes an intrinsic value of public
servants in achieving sustainable public welfare

CONCLUSION

The conclusions of this study indicate that improvements in public service
performance in the Pagelaran region are highly dependent on the work behavior of civil
servants, both individually and collectively. Work discipline is the primary and most
dominant factor in determining the quality of services received by the public. Civil servants
who demonstrate high compliance with regulations, punctuality, and a sense of responsibility
in performing their duties have proven capable of creating service processes that are more
effective, efficient, and responsive.In addition to discipline, organizational culture also makes
a direct positive contribution to public service performance. The value system, work normes,
and integrity embedded in the organizational environment help shape civil servants” mindset
to be more oriented toward the public interest. A conducive work environment fostered by a
strong culture encourages employees’ commitment to achieving established service targets.

However, a key finding of this study is that organizational culture has not yet been
able to act as a moderating variable in the relationship between work discipline and service
performance. This indicates that current cultural values are not yet fully aligned with the work
discipline practices implemented in the field. The prevailing culture may still be limited to
administrative formalities, and thus has not yet been able to internalize disciplined behavior
as part of a work identity that drives optimal performance.Therefore, a transformation of
organizational culture is needed to make it more adaptive and innovative in order to support
bureaucratic reform. Development efforts should focus on synchronizing disciplinary rules
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with organizational values that are truly centered on public service (citizen-centered service)
to realize transparent and accountable public service on a sustainable basis.
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