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ABSTRACT
This study investigates the effect of digital work flexibility and work-life balance on employee
commitment and its impact on public service efficiency at the Regional Revenue Agency (Bapenda)
of Surabaya City. Using a quantitative approach with a cross-sectional design, data were collected
from 115 civil servants through a structured questionnaire. Data analysis was performed using
regression and mediation tests via Python-based statistical tools. The results indicate that both
digital work flexibility and work-life balance significantly influence employee commitment.
Furthermore, employee commitment fully mediates the relationship between the two independent
variables and public service efficiency. This means that any improvements in work flexibility and
balance will only lead to enhanced service performance if they are able to foster stronger employee
commitment. The study highlights the importance of adaptive and human-centered work
arrangements in improving service delivery in public sector institutions. These findings have
practical implications for the design of flexible work policies and underscore the strategic role of
psychological commitment in the effectiveness of digital transformation in public administration.

Keywords: Digital work flexibility, work-life balance, employee commitment, public service
efficiency, mediation.

INTRODUCTION

Major changes in the world of work are no longer something planned for the future,
but are a reality that is currently underway. Not only the private sector, but also the public
sector is affected by the massive digital transformation. Amid the onslaught of technology and
increasing public expectations of service quality, government agencies are required to be not
only efficient, but also adaptive and humane.

The author witnessed firsthand how public servants, especially in local government
environments, struggle to navigate high work demands while maintaining meaningful personal
life space. From this experience emerged the urge to explore further how digital work flexibility
and work-life balance (WLB) affect employee commitment and public service efficiency.

One of the institutions in the spotlight in this context is the Surabaya City Regional
Revenue Agency (Bapenda). As an agency that has a vital role in managing regional revenue,
Bapenda is required to be accurate in calculations, as well as fast, transparent, and responsive
in service. The selection of Bapenda Surabaya City as the research location is also based on the
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Work From Anywhere (WFA) program that began to be implemented after the COVID-19
pandemic, where previously the Work From Home (WFH) system had been implemented. This
change in work policy is relevant to analyze because it has direct implications for digital work
flexibility, work-life balance, and employee commitment to the organization.

To answer these challenges, digital work flexibility is one approach that is starting to
be developed. This concept provides space for employees to manage their work time and
location by utilizing information and communication technology (Putri & Wulandari, 2022).
Thus, digital work flexibility is believed to be able to create a more autonomous and
empowering work environment, which ultimately contributes to employee satisfaction and
commitment.

However, digital work flexibility is not the only factor that needs to be considered in
creating a healthy and productive work environment. In the reality of intense and demanding
work, the balance between professional responsibilities and personal life, known as work-life
balance (WLB), is becoming an increasingly relevant issue. WLB refers to an individual's ability
to manage the demands of work and personal life harmoniously without sacrificing one or the
other (Rahmawati & Riyadi, 2021). Recent studies have shown that WLB not only reduces stress
and improves quality of life but also strengthens loyalty and commitment to the organization
(Fayaz & Gulzar, 2025). Furthermore, WLB is considered an important indicator of a healthy
organizational climate, especially in the public sector which often faces bureaucratic and
political pressures.

In this framework, employee commitment becomes a strategic connecting node.
Organizational commitment, as defined by Meyer and Allen (1993), is a psychological condition
that describes the emotional and moral attachment of employees to their organization.
Employees who have a high level of commitment tend to show greater loyalty, initiative, and
dedication to achieving organizational goals. In the context of public service, commitment is not
only important as an indicator of morale, but also as the main driver in creating work efficiency,
service accuracy, and public satisfaction.

Several studies support this argument. Digital work flexibility has been shown to
increase employee affective commitment, especially when its implementation is accompanied
by trust from superiors and reliable technological support (Damayanti & Prasetyo, 2021).
Furthermore, WLB also shows a significant influence on normative and ongoing commitment.
When employees feel that the organization cares about their work-life balance, a sense of moral
responsibility and a desire to stay in the organization will emerge (Anisa & Utomo, 2020). On
the other hand, strong employee commitment has been shown to have a direct impact on the
efficiency of public services, including in accelerating administrative processes, accuracy of
information, and increasing public satisfaction (Suharni et al., 2022).

However, it should be noted that studies that simultaneously link digital work
flexibility, WLB, employee commitment, and public service efficiency—especially in the context
of local governments such as Bapenda Surabaya City—are still relatively limited. Most of the
literature only tests the relationship between two or three variables, without elaborating on
the potential mediating role of employee commitment in the relationship. In fact, in practice,
commitment can be a key element that explains the success or failure of work flexibility
programs and work-life balance policies.

With this background, this study aims to analyze the relationship between digital work
flexibility, WLB, and employee commitment, and their impact on public service efficiency. This
study also aims to explore the extent to which employee commitment mediates the influence of
digital work flexibility and WLB on service efficiency. Thus, this study not only answers the
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practical needs of organizations, but also fills the gap in scientific literature that still rarely
discusses the integration of these four variables holistically.

Theoretically, this research is expected to enrich academic discourse in the field of
public sector human resource management, especially those related to work dynamics in the
digital era. By linking the concept of digital work flexibility and WLB with commitment and
efficiency, this research offers a contextual approach that is relevant to modern bureaucracy.
Meanwhile, practically, the findings of this research can be a reference for policy makers in
designing a more adaptive work system, oriented towards employee welfare, and focused on
quality public services.

Ultimately, this research is not only intended to fulfill academic needs, but also born
from real concern for the psychosocial well-being of civil servants amidst the changing world
of work. It is hoped that the results of this research can provide a small but meaningful
contribution in the effort to form a bureaucracy that is not only efficient, but also caring and
oriented towards humanity.

RESEARCH METHOD

This study uses a descriptive quantitative approach to analyze the relationship
between digital work flexibility, work-life balance (WLB), employee commitment, and public
service efficiency at the Regional Revenue Agency (Bapenda) of Surabaya City. This quantitative
approach allows the processing of numerical data.systematically to gain a comprehensive
understanding of the phenomena studied in the context of public services (Creswell, 2014;
Sugiyono, 2019).

The design of this study is a quantitative survey using a closed questionnaire
instrument. This questionnaire is designed to measure the perception of State Civil
Apparatus(ASN) on research variables and to collect data on respondent characteristics and
their views on factors that influence public service performance (Fink, 2013).

Population and Sample

The population in this study was all ASN in the Bapenda environment of Surabaya City.
Given the limited population, the total sampling technique was applied, so that the entire
population became respondents. Of the 118 questionnaires distributed, 117 questionnaires
were returned in complete condition, resulting in a response rate of 99.15%. This high
participation rate supports the validity and representativeness of the data obtained (Dillman,
Smyth, & Christian, 2014).

Research Variables

This study examines four main variables that play a role in increasing the efficiency of
public services at Bapenda Surabaya City. Digital Work Flexibility measures the extent to which
employees have the flexibility to manage their time and work location with the support of
technology, as measured by indicators: the ability to choose the time and location of work, the
availability of digital devices, and superior support for the online work system. Work-Life
Balance (WLB) aims to assess the balance between work responsibilities and personal life, as
measured by five indicators: balance between work and personal time, allocation of time for
family, stress management, boundaries between work and personal life, and satisfaction with
time management. Employee Commitment, which reflects emotional attachment and
responsibility to the organization, is measured by six indicators: loyalty, sense of belonging,
intention to stay, initiative in work, adherence to organizational values, and desire to contribute
more. Public Service Efficiency is measured based on five indicators: speed of service, accuracy
of information, ease of access, work productivity, and public satisfaction.
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Based on the theoretical description above, the conceptual framework of this research
can be described as follows:

DIGITAL WORK
FLEXIBRUTY

WORK-LIFE BALANCE

Figure 1. Conceptual Framework Depicting the Relationships Between Variables in This Study.

Research Instruments

The research instrument used a closed questionnaire with a 5-point Likert scale (1 =
Strongly Disagree to 5 = Strongly Agree). The questionnaire consists of two parts, namely the
first part to collect respondent identity data (age, gender, position, and length of service), and
the second part contains statements related to the variables studied.

Data collection technique

Data were collected through direct and online questionnaire distribution using
Bapenda internal media. The questionnaire instrument was compiled based on previous
theories and research and has undergone validity and reliability tests (Arikunto, 2016).

Data analysis

Data analysis was conducted in two stages. The first stage is descriptive analysis to
describe the distribution of data through average values, frequencies, and percentages
(Neuman, 2014). The second stage is inferential analysis which includes simple and multiple
linear regression to test the relationship between variables, as well as mediation tests using the
Sobel Test to assess the role of employee commitment as a mediator.

Validity testing is done by calculating the item-total correlation, where the item is
considered valid if r-count> 0.30 (a = 0.05) (Sugiyono, 2019). Reliability testing uses the
Cronbach's Alpha coefficient, with an a value> 0.70 indicating acceptable reliability (Nunnally
& Bernstein, 1994).

Research Hypothesis
This study proposes seven hypotheses as follows:
Digital work flexibility has a significant impact on employee commitment.
Work-life balance has a significant influence on employee commitment.
Employee commitment has a significant impact on the efficiency of public services.
The flexibility of digital work has a direct impact on the efficiency of public services.
Work-life balance has a direct impact on the efficiency of public services.
Employee commitment mediates the influence of digital work flexibility on public service
efficiency.

DRGNS
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7. Employee commitment mediates the influence of work-life balance on public service
efficiency.

Mediation Test
Mediation test was conducted using Baron & Kenny's (1986) approach, which involved
four analysis paths: path a (X — Z), path b (Z —» Y), path c (X = Y, total effect), and path ¢' (X =
Y with Z control, direct effect). The mediation effect is considered significant if the p value of
the Sobel Test <0.05.
Analysis Tools
Data processing was performed using Google Colab with the following Python
modules:
e pandafor data management,
e numpyfor numerical operations,
o scipyfor statistical testing,
e statisticsmodelsfor regression analysis,
e penguinfor reliability and mediation tests.
The integration of these tools supports the validity and accuracy of analysis according
to modern quantitative research standards.Pingouin: for reliability testing (Cronbach's Alpha)
The integration of these modules aims to ensure the validity of the results as well
assupportin-depth interpretation of research findings (McKinney, 2010; Vallat, 2018).

RESEARCH RESULTS AND DISCUSSION

This chapter presents the results of the data analysis that has been carried
out.collected, includes: description of respondent characteristics, results of instrument quality
tests (validity and reliability), descriptive statistics of research variables, results of regression
analysis to test hypotheses, results of mediation tests, as well as interpretation and in-depth
discussion of research findings.

Overview of Research Respondents

This section describes the demographic profile of the respondents who were the
subjects of the study. Although a complete frequency distribution table is not presented, this
document provides an overview of the characteristics of the respondents based on the
following categories:

The population in this study were all ASN in the Bapenda environment of Surabaya
City. Given the limited population, the total sampling technique was applied, so that the entire
population became respondents. Of the 118 questionnaires distributed, 117 questionnaires
were returned in complete condition, resulting in a response rate of 99.15%. Respondent
characteristics were classified based on age, gender, and position.

Based on age group, the majority of respondents were in the age range of 51-55 years
(21.7%), followed by 46-50 years (20.0%) and 41-45 years (17.5%). Other age groups
consisted of respondents aged 31-35 years (11.7%), 56-60 years (12.5%), and 26-30 years
(8.3%).

In terms of gender, the proportion of female respondents was much greater (73.3%)
than male respondents (26.7%), reflecting the dominance of women in the workforce of the
agencies studied.

Based on position, respondents with structural positions have the highest proportion
(37.5%), followed by staff (33.3%) and functional positions (29.2%). This shows relatively even
involvement from various levels of positions in providing responses to the survey.
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Data Quality Test Results (Validity and Reliability)

This section presents the results of testing the research instruments to ensure that the
data obtained is valid and reliable.

Validity testing is conducted to assess the extent to which the indicators in each
construct are able to represent the concept being measured. In this study, construct validity is
evaluated through the correlation between items (item correlation) in each variable: Digital
Work Flexibility (X1), Work-Life Balance (X2), Employee Commitment (Z), and Public Service
Performance (Y). The test results show that all correlations between indicators in each variable
are positive, with values ranging from 0.40 to 0.76. These values indicate a fairly strong
relationship between indicators in the same construct. Therefore, all items are declared valid
in measuring their respective constructs.

Reliability testing aims to measure the internal consistency of research instruments.
The method used in this study is Cronbach's Alpha. An instrument is considered reliable if the
Cronbach's Alpha value is more than 0.70.

The results of the reliability test show the Cronbach's Alpha values as follows:
o Digital Work Flexibility (X1): 0.811

o Work-Life Balance (X2): 0.879

o Employee Commitment (Z): 0.873

e Public Service Performance (Y): 0.872

All variables have a Cronbach's Alpha value above 0.70, which means that the research
instrument is considered reliable and consistent in measuring each construct.
Descriptive Statistics of Research Variables

This section presents a descriptive statistical overview of respondents' perceptions of
the research variables. The mean value is used to determine the general tendency (central
tendency) of respondents' responses, while the standard deviation describes the distribution
of responses (not included in the summary of this document).

Table 1. Table of Average Indicator Scores per Variable

ndicator | igial worke | Worclife | Employee | PublicService
Mobility (X1)

1 4.24 (X1.1) 3.65 (X2.1) 483 (2.1) 483 (Y.1)

2 4.03 (X1.2) 3.40 (X2.2) 4.66 (Z.2) 4.68 (Y.2)

3 3.80 (X1.3) 3.87 (X2.3) 437 (2.3) 4.67 (Y.3)

4 452 (X1.4) 4.08 (X2.4) 4.83 (2.4) 4.85 (Y.4)

5 — 3.71 (X2.5) 4.68 (Z.5) 4.67 (Y.5)

6 — — 439 (2.6) —
Average 4.15 3.74 4.63 4.74

Interpretation: The average score for the variables Digital Work Flexibility, Employee
Commitment, and Public Service Performance is relatively high (approaching the maximum
scale of 5), indicating a strong level of agreement from respondents to the statements in the
instrument. In contrast, the Work-Life Balance variable obtained an average score that tended
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to be neutral (3.74), reflecting a balanced or varied perception from respondents regarding the
aspect of work-life balance.

Results of Data Analysis and Hypothesis Testing

This section presents the results of statistical analysis to test the relationship between

variables and test the research hypothesis. The analysis was conducted through simple linear
regression and mediation test using the Sobel method.

Linear regression analysis is used to test the direct influence between variables as

formulated in the research hypothesis.

Table 2. Summary Table of Regression Model Estimation Results

Model Independent Variable Dependent Variable Coefficient p-value Information
Model 1 (H1) Digital Work Flexibility (X1) Employee Commitment (Z) 0.4582 0,000 Significant
Model 2 (H2) Work-Life Balance (X2) Employee Commitment (Z) 0.3986 0,000 Significant
Model 3 (H3) Employee Commitment (Z) Public Service Performance (Y) 0.7551 0,000 Significant
Model 4 (H4) Digital Work Flexibility (X1) Public Service Performance (Y) 0.3845 0,000 Significant
Model 5 (H5) Work-Life Balance (X2) Public Service Performance (Y) 0.3576 0,000 Significant
Digital Work Flexibility (X1) X1=0.0508 (p=0.407)

Model 6 (H6) Public Service Performance (Y) Mixture Full mediation
Employee Commitment (Z) 7.=0.7285 (p=0.000)
Work-Life Balance (X2) X2=0.0791 (p=0.115)

Model 7 (H7) Public Service Performance (Y) Mixture Full mediation
Employee Commitment (Z) Z.=0.6986 (p=0.000)

Interpretation of Results:

H1: Digital Work Flexibility (X1) has a positive and significant effect on Employee
Commitment (Z) (coef=0.4582; p < 0.001).

H2: Work-Life Balance (X2) has a positive and significant effect on Employee Commitment
(Z) (coef=0.3986; p <0.001).

H3: Employee Commitment (Z) has a positive and significant effect on Public Service
Performance (Y) (coef =0.7551; p < 0.001).

H4: Digital Work Flexibility (X1) has a direct and significant effect on Public Service
Performance (Y) (coef = 0.3845; p < 0.001).

H5: Work-Life Balance (X2) has a direct and significant effect on Public Service Performance
(Y) (coef=0.3576; p<0.001).
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In the mediation model (Models 6 and 7), although X1 and X2 previously had a significant

influence on Y, after entering the mediation variable Z (Employee Commitment), the influence

of X1 and X2 became insignificant, while Z remained significant. This indicates the presence of

full mediation.

Mediation Test Results

The mediation test was conducted using the Sobel Test method, which aims to test whether

Employee Commitment (Z) mediates the relationship between:

o FlexibilityDigital Work (X1) — Public Service Performance (Y)

e Work-Life Balance (X2) — Public Service Performance (Y)

Sobel Test Results:

e X1 — Z — Y: Sobel statistic = 5.497; p-value = 0.000— Conclusion: The mediation effect of
Employee Commitment is significant.

e X2 — Z - Y: Sobel statistic = 6.030; p-value = 0.000— Conclusion: The mediation effect of
Employee Commitment is significant.

Interpretation: These results indicate that Employee Commitment (Z) fully mediates the

relationship between variables X1 and X2 on Public Service Performance (Y). Thus, increasing

work flexibility and work-life balance will only have an optimal impact on performance if

accompanied by increasing employee commitment.

Discussion of Research Results

This section discusses the research results comprehensively, by linking empirical
findings with relevant theories, previous research results, and the specific context of the
institution that is the object of the study.

The results of the study show that:

Digital Work Flexibility (X1) and Work-Life Balance (X2) have a significant positive
effect on Employee Commitment (Z).

Employee Commitment (Z) has a significant positive effect on Public Service
Performance (Y).

Employee Commitment is also proven to fully mediate the relationship between X1 and
X2 towards Y.

Thus, Employee Commitment plays a crucial role as an intermediary variable in
bridging the influence of organizational factors on service performance results.

The finding that Digital Work Flexibility has a significant effect on Employee
Commitment supports the view that providing autonomy in setting work time and location
through technology can increase employee emotional attachment and loyalty to the
organization. This is in line with self-determination theory and job characteristics theory, which
emphasize the importance of job control as an intrinsic driver of motivation and commitment.

Although the average Work-Life Balance score (3.74) tends to be neutral, its influence
on Employee Commitment remains significant. This shows that the balance between personal
life and work, although not optimal, still plays a role in forming commitment if supported by
factors such as superior support (the highest WLB index = 4.08). This finding is in line with the
theory of perceived organizational support, which states that when an organization cares about
employee welfare, employees tend to respond with higher commitment.

Employee Commitment shows a very strong influence on Public Service Performance,
supported by very high average scores for both variables (4.63 and 4.74 respectively).
Indicators such as "proud to be part of the agency" and "want to continue working even though
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there are offers from other places" (score 4.83) reflect strong emotional and affective
attachment, which contributes to dedication in providing quality services.

Digital Work Flexibility and Work-Life Balance also have a significant direct influence
on Public Service Performance. This shows that increasing efficiency and service quality does
not only come from internal employee commitment, but is also influenced by work design that
allows employees to work more comfortably and in balance.

The results of the mediation test indicate that Employee Commitment fully mediates
the influence of Digital Work Flexibility and Work-Life Balance on Public Service Performance.
This means that the influence of both variables on performance will not be significant if not
through increased commitment.

On the path X1 - Z —» Y, when Employee Commitment is entered into the model (Model
6), the direct effect of X1 becomes insignificant (p = 0.407), while the effect of Z remains
significant. The same thing happens on the path X2 - Z — Y (Model 7), where the p-value of X2
increases to insignificant (p = 0.115), while the effect of Z remains strong.

These findings emphasize that:

“Employee commitment is not only an intermediary variable, but is the main bridge
that determines the effectiveness of work flexibility and work-life balance policies in improving
public service performance.”

In terms of magnitude, Employee Commitment shows the highest coefficient on Public
Service Performance (coef = 0.7551), compared to the direct influence of X1 (0.3845) and X2
(0.3576). This underlines the strategic position of Employee Commitment as the main predictor
of performance.

The coefficients in the mediation model also strengthen this finding: although the
direct effects of X1 and X2 become insignificant, the effect of Z remains high (coef = 0.7285 and
0.6986), indicating the consistency of the contribution of the mediating variables.

The bureaucratic context in the public service sector, such as in the Surabaya City
Bapenda environment, also explains the strength of this finding. A strong organizational
culture, a sense of responsibility towards the community, and job stability can naturally
strengthen employee commitment. However, innovation in flexible work policies and attention
to WLB are still needed, especially considering the challenges in implementing flexibility in a
hierarchical bureaucratic structure.

The average Digital Work Flexibility score is still lower than Commitment and
Performance, indicating that the use of flexible work technology is not yet fully optimal, even
though its influence on commitment is quite strong.

Research Implications

This study strengthens theories that emphasize the importance of the mediating role
in the study of organizational behavior. Empirical evidence on full mediation suggests that
commitment is not merely an intermediary variable, but rather a major mechanism explaining
the relationship between work design and performance outcomes, particularly in the context
of the Indonesian public sector.

This finding has strategic significance for the management of public service agencies.
To improve service performance, organizations need to focus on strategies that encourage
employee commitment, including through:
e Implementation of a technology-based flexible work system;
o Policies that support work-life balance;
o Employee pride, engagement and loyalty enhancement programs;
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e Increased support from direct superiors.
In other words, policies and innovations in work flexibility and WLB will be effective
only if they are directed at consistently strengthening employee commitment.

CONCLUSION

This study confirms that digital work flexibility and work-life balance (WLB) have a
significant influence on employee commitment, which in turn significantly affects the efficiency
of public services at the Surabaya City Regional Revenue Agency (Bapenda). This finding shows
that employee commitment fully mediates the relationship between digital work flexibility and
WLB on service performance. This means that flexible work policies and attention to work-life
balance will only have an optimal impact if they are able to build strong organizational
commitment among employees.

In practice, these findings show that improving public service performance does not
solely come from structural reforms or technological improvements, but also from the
psychological and affective aspects of employees, especially their sense of belonging, loyalty,
and attachment to the organization.

However, this study has limitations that need to be noted, including:

e The research focused on one agency (Bapenda Surabaya City), so generalization of findings
to other agencies needs to be done with caution.

e The quantitative methods used do not capture the subjective or narrative dynamics that
may emerge from employees’ experiences of working flexibly or balancing their work life.

Nevertheless, the results of this study provide meaningful theoretical and practical
contributions to the development of adaptive public sector HR policies that are oriented
towards employee welfare.

Suggestion

Based on the research findings, here are some suggestions that can be put forward to
related agencies and further researchers:

1. Infrastructure Improvement and Technology Support. Local governments need to ensure
the availability of adequate digital devices, stable online system connections, and ongoing
training for ASN in supporting the optimal implementation of digital work flexibility.

2. Strengthening Policies that Support Work-Life Balance. Organizational policies need to be
designed that concretely support work-life balance, such as flexible working hours, more
accommodating leave, and psychological and social support in the work environment.

3. Employee Commitment Strengthening Strategy. Organizations are advised to build a work
culture that values individual contributions, strengthens employee ownership through
involvement in decision-making, and develops a fair and transparent appreciation system.

4. Implementation of Outcome-Based Evaluation System. Evaluation of public service
performance needs to be focused on the achievement of results (outcomes) and impacts on
society, not merely physical presence or administrative processes (input). This is in line
with the principles of efficiency and accountability of modern bureaucracy.

5. Directions for Further Research. Future research is suggested to test this model in various
agencies and regions, and consider other variables such as leadership, organizational
culture, or intrinsic motivation as factors influencing service commitment and performance.

By implementing these suggestions, it is hoped that government agencies can create a more

adaptive, balanced work environment that is oriented towards superior and sustainable public

services.
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