R o o8

INTERNATIONAL JOURNAL OF SOCIAL SCIENCE, EDUCATIONAL, ECONOMICS,
AGRICULTURE RESEARCH AND TECHNOLOGY (IJSET) | ISSN (E): 2827-766X
Website: https://ijset.org/ | Volumes 5 No. 6 2026)

DETERMINANTS BEHIND PUBLIC SERVICE QUALITY: UNPACKING THE
ROLE OF EMPLOYEE ENGAGEMENT IN THE NEXUS OF WORK-LIFE
BALANCE AND DIGITAL COMPETENCE IN SAMBOJA DISTRICT

Ameliya Bangun !, Dirga Lestari 2, Ariesta Heksarini *
'23 Management Study Program, Faculty of Economics and Business
Universitas Mulawarman, Samarinda, Kalimantan Timur, Indonesia

Email: amel.nano3@gmail.com

Received: 01/04/2026 | Revised: 05/04/2026 | Accepted: 20/04/2026 | Published: 11/05/2026

Abstract

The increasing demand for responsive, transparent, and technology-based public services has placed government
employees in increasingly complex work conditions, where service quality is shaped not only by systems and digital
infrastructure but also by employees' work conditions and psychological attachment to their roles. This study aims to
analyze the role of employee engagement in mediating the relationship between work-life balance and digital
competence on public service quality in the Samboja District Office. A quantitative approach was employed using a
survey method involving district-level government employees as respondents. The data were analyzed using
Structural Equation Modeling-Partial Least Squares (SEM-PLS) to examine both direct and indirect relationships
among variables. The findings indicate that work-life balance and digital competence significantly influence
employee engagement, which subsequently contributes to the improvement of public service quality. In addition,
employee engagement functions as a mediating variable that strengthens the relationship between both independent
variables and service quality. These results suggest that improving public service quality cannot rely solely on
enhancing technical capabilities and digital skills but must also consider employees' work-life balance and their level
of engagement. Practically, this study provides implications for local governments in designing integrated human
resource management policies that simultaneously promote employee well-being, digital competence development,
and stronger engagement to achieve sustainable improvements in public service quality.
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1. BACKGROUND

Public service is a fundamental function of government that directly reflects the quality of its performance in
meeting the needs of the community. In the context of modern governance, demands on public service focus not only
on speed and accuracy of service, but also on transparency, accountability, and adaptability to technological
developments. The increasingly massive digital transformation has shifted the paradigm of public service from
conventional to technology-based systems, thus requiring officials to possess not only technical skills but also
psychological readiness to optimally carry out their service roles. However, improvements in the quality of public
services cannot be explained solely through systems and technology. Various studies have shown that human resource
factors, particularly working conditions and individual competencies, play a crucial role in delivering quality services.
Work-life balance , for example, is a crucial aspect influencing the emotional stability and ability of civil servants to
consistently deliver services. Civil servants who are able to maintain a balance between work and personal life
demands tend to have lower stress levels and demonstrate more professional and responsive service behavior (Haar
et al., 2020). Furthermore, digital competence is a key prerequisite for supporting the effectiveness of technology-
based services, requiring civil servants to be able to operate digital systems, manage information, and adapt to
continuous technological change (Punie et al., 2021). Although both factors have been shown to contribute to
improved performance, previous research suggests that the influence of work-life balance and digital competence on
public service quality is not always direct. Several studies indicate the existence of psychological mechanisms that
play a role in bridging this relationship, one of which is employee engagement . Employee engagement reflects the
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level of emotional, cognitive, and behavioral attachment of civil servants to their work, which encourages individuals
to make optimal contributions to the implementation of service tasks (Schaufeli, 2021). Civil servants with high work
engagement not only carry out administrative tasks but also demonstrate dedication and initiative in improving the
quality of services to the public. Empirically, some studies have found that employee engagement acts as a mediating
variable, strengthening the relationship between working conditions and service performance. However, studies
specifically integrating work-life balance , digital competence, and employee engagement to explain public service
quality, particularly at the local government level such as sub-districts, are still relatively limited. Furthermore, most
previous research has focused on the private sector, so the relevance of the findings in the public sector context,
particularly in basic service units, requires further testing.

As government units at the forefront of public services, sub-districts have distinct characteristics compared
to other organizations, due to the intensity of direct and continuous interaction between officials and the public. In
the context of Samboja Sub-district, the increasing demand for public services and the implementation of digital-
based service systems require officials to work more adaptively and responsively. This situation has the potential to
create work pressure, impacting the work-life balance of officials and their level of engagement with their jobs. If not
managed properly, this situation can lead to a decline in the quality of public services provided to the public. Based
on the above description, there is a research gap indicating that the relationship between work-life balance , digital
competence, and public service quality is not fully understood without considering the role of employee engagement
as a mediating mechanism. Therefore, this study aims to analyze the role of employee engagement in bridging the
influence of work-life balance and digital competence on public service quality in Samboja District. This research is
expected to provide theoretical contributions in the development of public sector human resource management
studies, as well as provide practical implications for local governments in designing strategies to improve sustainable
service quality through more effective human resource management.

2. LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT
2.1 Theoretical Basis

The quality of public services reflects the ability of government officials to provide responsive, accurate, and
community-oriented services. In the context of modern governance, service quality is determined not only by
procedural standards but also by the quality of interactions between government officials and service users. This
demonstrates that service quality is the result of an integration between the service system, individual competencies,
and the work behavior of government officials in carrying out their duties. Therefore, improving the quality of public
services cannot be separated from the human resources factor, which is the primary actor in the service process.
Work-life balance is a crucial factor influencing the quality of civil servants' work behavior. Individuals who are able
to balance the demands of work and personal life tend to have greater emotional stability, enabling them to provide
consistent and professional service. Conversely, an imbalance between work and personal life can potentially lead to
burnout, which can negatively impact the quality of service interactions. From this perspective, work-life balance is
not only related to individual well-being but also has direct implications for the quality of public services produced.

On the other hand, digital competence is a crucial factor in supporting the effectiveness of public services in
the era of digital transformation. This competence encompasses the ability of civil servants to use information
technology, manage data, and adapt to changes in digital-based work systems. Civil servants with adequate digital
competence tend to be able to improve the efficiency and accuracy of services, thereby accelerating the service
process and minimizing administrative errors. Therefore, digital competence serves not only as a technical capability
but also as a key enabler in improving the quality of public services. However, the influence of work-life balance and
digital competence on the quality of public services is not always direct. Employee engagement acts as a
psychological mechanism that bridges this relationship. Work engagement reflects the level of emotional, cognitive,
and behavioral involvement of civil servants in their work, which drives individuals to deliver optimal performance.
Civil servants with high levels of engagement tend to demonstrate dedication, initiative, and a strong service
orientation towards the community. In this context, employee engagement is a key element linking working
conditions and civil servant competence to the quality of public services produced.
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2.2 Hypothesis Development

The hypothesis development in this study is based on the assumption that the quality of public services is
determined not only by technical factors but also by working conditions and psychological aspects of civil servants.
A good work-life balance enables civil servants to maintain emotional stability and consistent service behavior, thus
contributing to service quality (Haar et al., 2020). On the other hand, digital competence increases the effectiveness
and accuracy of services through the use of technology, ultimately strengthening the quality of public services (Punie
et al., 2021). However, the influence of these two variables is not always direct, but rather through employee
engagement as a psychological mechanism reflecting civil servants' attachment to their work (Schaufeli, 2021). Civil
servants with adequate work-life balance and digital competence tend to be more engaged, thus demonstrating
proactive, responsive, and public satisfaction-oriented work behavior (Koopmans et al., 2020; Simhanandi et al.,
2025). Therefore, this study assumes a direct influence of work-life balance and digital competence on the quality of
public services, their influence on employee engagement , and the role of employee engagement in mediating this
relationship.
Based on the conceptual framework and relationships between variables that have been described in the previous
section, the hypothesis in this study is formulated as follows:
H1 : Work-life balance has a significant influence on the quality of public services in Samboja District apparatus.
H2 : Digital competence has a significant influence on the quality of public services in Samboja District apparatus.
H3 : Work-life balance has a significant influence on employee engagement among Samboja District officials.
H4 : Digital competence has a significant influence on employee engagement among Samboja District officials.
HS : Employee engagement has a significant influence on the quality of public services in Samboja District apparatus.
Ho : Employee engagement mediates the significant influence of work-life balance on the quality of public services
in Samboja District apparatus.
H7 : Employee engagement mediates the significant influence of digital competence on the quality of public services
in Samboja District apparatus.

3. RESEARCH METHODS

This study uses a quantitative approach with an explanatory design that aims to examine the causal
relationship between work-life balance , digital competence, employee engagement , and the quality of public
services. The study was conducted on the Samboja District Office apparatus as a regional-level public service unit.
The study population included all apparatus involved in service activities, and the sampling technique was carried
out using the saturated sampling method so that all members of the population were used as respondents to obtain a
comprehensive empirical picture. Data collection was conducted through the distribution of questionnaires compiled
based on indicators for each variable adapted from previous research. The research instrument used a Likert scale to
measure respondents’ perceptions of each statement. The research variables were operationalized into several
indicators that reflect the conceptual dimensions of each construct. Test results showed that all indicators met the
criteria for convergent and discriminant validity, and were reliable based on composite reliability and Cronbach's
alpha values , making them suitable for use in further analysis. Data analysis was conducted using Structural Equation
Modeling based on Partial Least Squares (SEM-PLS) to examine the structural relationships between variables and
the mediating role of employee engagement . Model evaluation was conducted through outer and inner model testing
, including multicollinearity tests, coefficient of determination ( R-square ), predictive relevance (Q?), and path
significance tests through bootstrapping procedures . This approach was chosen because it is able to accommodate
complex research models and test direct and indirect relationships simultaneously.

4. RESULTS AND DISCUSSION
4.1 Description of Research Data

Of the 40 respondents who participated, the majority were male (60%), had a bachelor's degree (60%), were
aged 2.5-3.4 years ( 3.2, 5 %), had worked for > 5 years (50%), were in the administrative work unit (42.5%), and
were domiciled in Samboja (100% ) . Based on the characteristics of the 40 respondents, it can be concluded that the
majority of respondents in this study were men with a bachelor's degree (S1), were in the productive age group (25—
34 years), and had relatively mature work experience (more than 5 years). Furthermore, most respondents worked in
administrative units and all resided in Samboja. This composition indicates that the respondents had a fairly
representative background in terms of experience and competence, thus providing a relevant and credible picture of
the phenomenon under study.
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4.2 Characteristics of Research Respondents

The average value of all research variables ranged from "Good" to "Very Good." Work-Life Balance
averaged 40%; Digital Competence 48%; Employee Engagement 40%; and Public Service Quality 42.5%. Overall,
the average scores for all study variables ranged from good to excellent. The Work-Life Balance variable
demonstrated a relatively good level of achievement, reflecting a relatively well-maintained work-life balance. The
Digital Competence variable ranked highest, with a very good rating, indicating that respondents possess strong
digital skills and are adaptable to technological developments. Meanwhile, the Employee Engagement variable
ranked good, reflecting a fairly optimal level of employee engagement, commitment, and involvement. The Public
Service Quality variable also ranked good, indicating that the services provided generally met respondents'
expectations. These findings confirm that the overall condition of the variables studied is at a positive level, although
there is still room for further improvement.

4.3 Evaluation of the Measurement Model (Outer Model)

The outer model testing in this study includes convergent validity which can be seen from loading factor
value , where an indicator is declared valid if it has a value above 0.70, although values between 0.60—0.70 are still
acceptable in research . In addition, discriminant validity testing shows that each indicator has a higher correlation
value to its original variable. compared with other variables . Next, a reliability test was conducted to ensure the
internal consistency of the indicators in measuring the latent variables. All constructs also met the discriminant
validity requirements based on the cross-loading results . Table 1 presents a summary of the outer model test results.
Table 1. Results of the Validity and Reliability Test of the Constructs

Variables AVE | Cronbach's Composite Information
Alpha Reliability

Work Life Balance (X 1) 0.664 0.873 0.907 Reliable &
Valid

Digital Competence ( X2 ) 0.599 0.833 0.882 Reliable &
Valid

Employee Engagement (Z) | 0.662 0.871 0.921 Reliable &
Valid

Quality of Public Services 0.701 0.894 0.908 Reliable &

(Y) Valid

Source: SmartPLS results data, 2026
4.4 Structural Model Evaluation (Inner Model)

The results of the structural model evaluation show that the employee engagement variable (Z) has an R-
square value of 0.691 and an adjusted R-square of 0.674. This shows that 69.1% of the variation in employee
engagement (Z) can be explained by the work-life balance variable (X1) and digital competence (X2) , while the
remaining 30.9 % is influenced by other factors outside the research model . Furthermore, the public service quality
variable (Y) has an R-square value of 0.695 and the adjusted R-square of 0.669. This value indicates that 69.5% of
the variation in the quality of public services (Y) can be explained by work-life balance (X1) , digital competence
(X2) , and employee engagement (Z) , while the remainder is 30.5% is influenced by other variables not included in
the model.
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4.5 Hypothesis Testing
The results of the hypothesis test through bootstrapping are presented in Table 2 and Table 3 below.
Table 2. Results of the Direct Effect Test

Variable Relationship Coefficient | T-Statistic P-
(D) Value

Work Life Balance — Quality of 0.325 2,391 0.017 N4
Public Services

Digital Competence — Quality of 0, 291 2,486 0.013 v
Public Services

Digital Competence — Employee 0, 482 4,620 0,000 v
Engagement

Work Life Balance — Employee 0, 602 7,239 0,000 v
Engagement

Digital Competence — Employee 0, 482 4,620 0.000 v
Engagement

Employee Engagement — Quality of 0, 400 2,419 0.0 16 v

Public Services

Source: SmartPLS results data, 2026
Table 3. Results of the Indirect Effect Test

Variable Relationship Coefficient T-Statistic | P-Value
®)

Work Life Balance — Employee 0.2 41 2,281 0.023 v
Engagement — Quality of Public
Service
Digital Competence — Employee 0.193 2,033 0.0 42 v
Engagement — Quality of Public
Services

Source: SmartPLS results data, 2026

4.6 Discussion
The Effect of Work-Life Balance on the Quality of Public Services (H1)

The results of this study indicate that work-life balance has a positive and significant impact on the quality
of public services, thus confirming that the balance between work demands and personal life of civil servants is a
strategic determinant in improving service performance. Civil servants who are able to maintain this balance tend to
have lower levels of work fatigue, better emotional stability, and higher responsiveness in serving the public. This
condition has a direct impact on improving service quality, both in terms of speed, accuracy, and empathy, thus
strengthening the role of work-life balance as a key factor in optimizing public services. This research focuses on a
comprehensive analysis of the influence of work-life balance and digital competence on employee engagement and
the quality of public services, both directly and through mediating variables. The analysis shows that the relationship
between these variables is integrated, with employee engagement acting as a reinforcing mechanism in transmitting
the influence of internal conditions of civil servants on service quality. In the context of services at the sub-district
level as the frontline of bureaucracy , these findings confirm that service quality is not only determined by systems
and regulations, but also by the psychological readiness, adaptive abilities, and technical competence of civil servants.
Therefore, improving the quality of public services needs to be done holistically by strengthening work-life balance,
enhancing digital competence, and developing sustainable work engagement among civil servants.

The Influence of Digital Competence on the Quality of Public Services (H2)

The results of this study are consistent with previous empirical findings that confirm that digital competence
has a significant influence on organizational performance and the quality of public services. Gianluca Agostino et al.
Publish by Radja Publika

Page 3133 of 11



DETERMINANTS BEHIND PUBLIC SERVICE QUALITY: UNPACKING THE ROLE OF EMPLOYEE
ENGAGEMENT IN THE NEXUS OF WORK-LIFE BALANCE AND DIGITAL COMPETENCE IN SAMBOJA
DISTRICT

Ameliya Bangun et al

(2021) emphasize that the effectiveness of digital transformation in the public sector is not solely determined by the
availability of technology but rather depends heavily on the capacity of officials to operate, adapt, and integrate the
technology into work processes. Without adequate digital competence, technology adoption has the potential to create
inefficiencies, slow down service processes, and increase the risk of administrative errors. Thus, digital competence
serves as a key enabler, bridging the gap between technological innovation and substantive improvements in the
quality of public services. In the empirical context of Samboja District , digitalization of services has become an
integral part of organizational operations through the use of administrative applications, data collection systems, and
electronic-based services. However, field findings indicate a digital competency gap among officials, which directly
impacts inconsistent service quality. Officials with high digital competencies are able to work more efficiently,
accurately, and adapt to system changes, while officials with limited competencies tend to experience technical
obstacles that result in delays and a decline in service quality. This condition indicates that digital transformation at
the sub-district level still faces structural challenges in the form of disparities in human resource capacity, thus
requiring strategic intervention through continuous training, competency standardization, and strengthening digital
culture within the organization to ensure optimal and equitable technology implementation.

The Influence of Work-Life Balance on Employee Engagement (H3)

The results of this study confirm that work-life balance has a positive and significant effect on employee
engagement , while also strengthening previous empirical findings that indicate a causal relationship between work-
life balance and employee engagement levels. A study by Jarrod Haar (2020) confirmed that work-life balance
contributes to increased employee engagement through the mechanism of increasing psychological well-being and
job satisfaction. Theoretically, this finding can be explained through the perspectives of Conservation of Resources
Theory and Social Exchange Theory , where individuals who have sufficient personal resources—such as time,
energy, and emotional stability—tend to show greater psychological investment in their work. Thus, work-life
balance not only reduces work stress but also strengthens the dimensions of vigor, dedication, and absorption as key
components of employee engagement . The implications of these findings suggest that work-life balance is a strategic
determinant in building sustainable employee engagement. Employees who experience a balance between their
professional and personal roles will demonstrate higher levels of commitment, loyalty, and emotional involvement
with the organization. Therefore, public sector organizations need to adopt a more adaptive managerial approach
through proportional workload management, providing work flexibility, and creating a supportive and inclusive work
environment. These efforts will not only improve individual well-being but also strengthen collective organizational
performance through increased employee engagement , ultimately contributing to the optimization of public service
quality.

The Influence of Digital Competence on Employee Engagement (H4)

The results of this study confirm that digital competence has a positive and significant effect on employee
engagement , while also corroborating previous empirical findings that indicate that technological mastery is a crucial
determinant in shaping work engagement. A study by Stefan Tams (2021) showed that an individual's ability to use
digital technology effectively can increase work comfort and reduce technostress levels , ultimately contributing to
increased employee engagement. Conceptually, digital competence can be understood as cognitive and technical
resources that enable employees to adapt to technology-based work demands, thereby strengthening self -efficacy
and control over their work. This condition encourages higher engagement, both emotionally, cognitively, and
behaviorally, in carrying out organizational tasks.

This demonstrates that digital competence can no longer be positioned solely as a technical skill, but rather
as a strategic factor in building employee engagement in the era of digitalized public services. Civil servants with
adequate digital competence tend to be more adaptive, productive, and proactive in responding to changes in work
systems, thus demonstrating a higher level of commitment and participation. Therefore, organizations need to develop
policies oriented towards increasing digital capacity through continuous training, technical assistance, and the
provision of user-friendly infrastructure and systems . This approach not only strengthens individual readiness for
digital transformation but also contributes to increased employee engagement, which ultimately impacts
organizational performance and the overall quality of public services.

The Influence of Employee Engagement on the Quality of Public Services (HS)
The results of this study indicate that employee engagement has a positive and significant effect on the quality
of public services, while also corroborating previous empirical findings that place work engagement as a primary
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determinant of service performance. A study by Osman M. Karatepe (2020) confirmed that employees with high
levels of work engagement tend to demonstrate stronger affective commitment, professional responsibility, and
service orientation, thereby producing more optimal service quality. Theoretically, this relationship can be explained
through the perspective of the Service-Profit Chain and Job Demands-Resources Model , where work engagement
functions as a psychological mechanism that encourages individuals to invest energy, dedication, and focus in their
work. Consequently, engaged officials not only carry out their duties procedurally but also provide added value in
the form of responsiveness, empathy, and quality service interactions with the public.

The implications of these findings confirm that employee engagement is a key factor in efforts to
continuously improve the quality of public services. Civil servants with a high level of engagement will demonstrate
proactive work behavior, organizational loyalty, and an orientation toward public satisfaction as service users.
Therefore, public sector organizations need to develop managerial strategies focused on increasing employee
engagement through the creation of a supportive work environment, providing fair motivation and rewards, structured
career development, and participatory and inspirational leadership practices. This approach is crucial to ensuring that
civil servants function not only as administrative implementers but also as service actors with an intrinsic commitment
to optimally delivering public value .

The Mediating Role of Employee Engagement in the Relationship between Work-Life Balance and Public
Service Quality (H6)

The results of this study indicate that work-life balance has an indirect effect on the quality of public services
through employee engagement as a mediating variable. Civil servants who are able to maintain a balance between
work demands and personal life tend to have a more stable psychological condition, lower stress levels, and more
optimal work energy. These conditions encourage increased work engagement, which is reflected in the dimensions
of vigor, dedication, and absorption. Theoretically, this finding can be explained through the perspective of the Job
Demands—Resources Model , where work-life balance functions as a work resource that strengthens intrinsic
motivation and individual engagement in carrying out tasks. Thus, work-life balance not only has implications for
individual well-being but also becomes an important mechanism in improving the quality of civil servant
performance.

Furthermore, the mediating role of employee engagement in the relationship between work-life balance and
public service quality confirms the existence of a significant reinforcing mechanism. Work-life balance will have a
more optimal impact on service quality if accompanied by a high level of work engagement, because engaged officials
tend to demonstrate more proactive, responsive, and public satisfaction-oriented work behavior. Conversely, without
adequate work engagement, work-life balance has the potential to not fully convert into improved service quality.
Therefore, public sector organizations need to integrate work-life balance management policies with employee
engagement improvement strategies systematically and sustainably, to ensure that employee well-being can be
transformed into superior public service performance.

The Mediating Role of Employee Engagement in the Relationship between Digital Competence on Public
Service Quality (H7)

The results of this study indicate that digital competence has an indirect effect on the quality of public services
through employee engagement as a mediating variable. Civil servants with adequate digital competence tend to
demonstrate higher levels of work engagement, as the ability to operate technology increases self-confidence ( self-
efficacy ), job comfort, and perceived control over the tasks carried out. Theoretically, this finding can be explained
through the Job Demands-Resources Model framework , where digital competence acts as a job resource that can
increase intrinsic motivation and individual engagement in work. Thus, technological mastery not only impacts
technical efficiency, but also strengthens the psychological dimensions that underlie civil servant work engagement.

The mediating role of employee engagement in the relationship between digital competence and public
service quality confirms the existence of a significant reinforcing mechanism ( indirect effect ). Digital competence
will have a more optimal impact on service quality if accompanied by a high level of work engagement, because
engaged officials tend to be more proactive, adaptive, and oriented towards service quality. Conversely, without
adequate work engagement, digital competence has the potential to be underutilized in service practice. Therefore,
public sector organizations need to integrate digital competence development strategies with efforts to increase
employee engagement through a systematic and sustainable approach, so that digital transformation not only
improves technical capacity but also strengthens the quality of public services as a whole.
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5. CONCLUSION AND SUGGESTIONS

5.1 Conclusion

This study aims to analyze the role of work-life balance and digital competence on the quality of public services with
employees engagement as a mediating variable in Samboja District apparatus.

Based on the results of data analysis and hypothesis testing, several conclusions were obtained. the following
conclusions:

L.

Work-Life Balance has a positive and significant effect on Quality Public Services at the Samboja District
Office. Work-life balance has been proven to influence the quality of public services. Civil servants who are
able to maintain a balance between work and life are more likely to be successful. personal life shows a more
stable psychological condition. This condition has an impact on improving the quality of service interactions.
to the community.

Digital Competence has a positive and significant impact on Quality Public Services at the Samboja District
Office. Digital competence influences the quality of public services. The ability of the apparatus to utilize
technology accelerates the process services and improve administrative accuracy. This contributes directly
to improving perceptions of service quality.

Work-Life Balance has a positive and significant effect on Employee Engagement at the Samboja District
Office. Work-life balance has an impact on employee engagement . who have a work-life balance tend to
have a higher level of lower stress. This condition encourages increased attachment and commitment to work.
Digital Competence has a positive and significant impact on Employee Engagement at the Samboja District
Office. Digital competence influences employee engagement . Civil servants Those who master technology
feel more confident in running it tasks. This increases work engagement and enthusiasm.

Employee Engagement has a positive and significant impact on Quality Public Services at the Samboja
District Office. Employee engagement influences the quality of public services. Apparatus who have high
work engagement tend to show more responsive and empathetic service behavior. The impact is improving
overall service quality.

Employee Engagement is able to mediate the influence of Work-Life Balance on the Quality of Public
Services at the Samboja District Office. Employee engagement mediates the relationship between work-life
balance and quality of public services. Work-life balance is not only direct impact, but also increases work
engagement. This commitment is a factor that strengthens the quality of service.

Employee Engagement is able to mediate the influence of Digital Competence on the Quality of Public
Services at the Samboja District Office. Employee engagement mediates the relationship between digital
competence and quality of public services. Digital competence increases trust the self of the apparatus which
has an impact on engagement. This engagement is what strengthen the quality of services provided.

5.2 Suggestions
Based on the results of the research that has been carried out, there are several suggestions that
can be given as follows:

L.

It is necessary to manage the workload and arrange working hours. more balanced in order to maintain the
work-life balance of civil servants. Policy Work flexibility can be an alternative to reduce work pressure.
This is important to maintain the quality of service on an ongoing basis.

Agencies need to improve the digital competence of their staff through training. and technology-based
mentoring. Strengthening these capabilities will improve the effectiveness and efficiency of services. In
addition, support technological means also need to be considered.

Increasing employee engagement needs to be paid attention to policies that support the motivation and
welfare of civil servants. A supportive work environment can increase work engagement. This will have a
direct impact on the quality of public services.

Regional governments need to design human resource development policies that integrated with digital
transformation. Digital training programs must carried out sustainably. This is important to support the
quality technology-based public services.

Need the existence of policies that support the balance of work for the apparatus, especially in public service
units with high workloads. Regulation Adaptive systems will help maintain the performance of the apparatus.
The impact is improving the quality of services to the community.

Further research is suggested to add other variables such as leadership, organizational culture, or customer
satisfaction. This is to enrich the research model. In addition, it can provide perspective more comprehensive.
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7. Further research can use a method approach that different, such as qualitative or mixed methods. This
approach can explore deeper aspects m.

Thus , the results of the study to be more comprehensive. Overall, future research development is expected able

to broaden the scope of analysis, deepen the methodological approach, and produce more comprehensive and

contextual findings. With Thus, the study of public sector human resource management, especially in improving

the quality of public services in the digital era, can continue develop and provide more significant contributions

both theoretically both practical and practical.
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