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Objective: This research aims to analyze the effect of populations administration 
information system technology on the performance of operator’s populations 
administration service through organizational citizenship behavior as an intervening 
variable. Method: Research design can be classified as explanatory/confirmatory 
research. The population to be studied is all employees of population administration 
service operators in sub-district offices throughout Jember Regency, amount 132 people. 
Hypothesis testing in this research uses Structural Equation Modeling (SEM) with the 
WarpPLS statistical tool. Results:  Findings of this research state that populations 
administration information system technology has significant effect on the 
organizational citizenship behavior and the performance of operator’s populations 
administration service. Organizational citizenship behavior has significant effect on the 
performance of operator’s populations administration service. The population 
administration system has significant effect on employee performance through 
organizational citizenship behavior. Novelty: This research uses a model of the 
influence of information system technology on service operator performance by 
involving organizational citizenship behavior as mediator or intervening. Thus, this 
model is the answer to the existing research gap related to staff performance. 
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INTRODUCTION  

The role of the Indonesian State Civil Service as quality Human Resources (HR) is 

an important pillar in realizing a modern, accountable and transparent government. The 

quality of human resources is a strategic issue in efforts to realize the goals of good, clean 

and dignified government. [1] stated that humans are the most important element in an 

organization, as well as its most valuable possession. 

The public's expectation for better public services certainly requires the readiness of 

the state civil apparatus to carry out general government tasks and national development. 

Performance is defined as the result of a person's efforts which is achieved with effort, 

ability, and task perception [2]. According to [3] employee performance is defined as the 

results obtained from work functions or activities carried out as behavior and results. 

Evaluation of employee performance can be assessed by several parties involved and by 

representative evaluators. Achieving employee performance cannot be separated from 

several factors that influence it, including organizational citizenship behavior, employee 

cognitive abilities, work experience, and information technology in the form of 

administrative systems. 

Extra role behavior from employees is very necessary for organizations/institutions 

in today's rapidly changing and flexible environment. Organizational Citizenship 
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Behavior (OCB) which is a multidimensional concept that covers various aspects of 

voluntary behavior, namely beyond requirements [4]. OCB is behavior carried out by 

employees outside of their recognized routine job duties and assignments. This behavior 

is organizationally desirable because of its relationship to organizational effectiveness [5]. 

OCB is defined as individual behavior, that is, wisdom, not directly or explicitly 

recognized by formal reward systems, and which overall promotes the effective 

functioning of the organization. Citizenship behavior in the workplace is a form of 

maintaining and enhancing the social and psychological context that supports task 

performance. Previous empirical research also found a positive relationship between 

OCB and performance including [6], [7], [8]. Different research results were obtained [9], 

[10]. 

As working conditions develop, it is important for employees to take personal 

initiative to work well. For example, information technology in the form of a public 

service administration information system is currently developing rapidly, forcing 

organizations to adapt quickly, while also expecting employees to be proactive and more 

flexible in their work roles. Employees who proactively adapt and structure work 

experience more meaning and adapt better to changing circumstances; employees are 

also more innovative and perform better in their overall job role and participate more 

actively in work by seeking challenges and having control over what they do [11]. 

Technological innovations are emerging to provide services that are more easily 

accessible to the public, so government institutions must be aware of the importance of 

using these new technologies [12]. 

Information technology tools in the form of a population administration 

information system (TI-SIAK) greatly facilitate the performance of public service tasks in 

the field of population administration. At the same time, employees are increasingly 

using these technologies for non-work-related purposes while at work, which is referred 

to as Personal Use of Technology at Work (PUTW) [13]. Empirical research that provides 

evidence of the relationship between information technology in the form of 

administrative systems and OCB and performance includes [14]–[17], [18]. 

Various problems related to the performance of public services in the field of 

population administration indicate that there is still a need to improve the performance 

of sub-district employees (service operators). Referring to the description above, this 

research examines the influence of population administration information systems on the 

performance of population administration service operators through organizational 

citizenship behavior as an intervening variable. 

 

RESEARCH METHOD 

The research design was created to answer the problem formulation through basic 

concepts, hypothesis development, sampling techniques, data collection techniques, and 

data analysis methods [19]. This research design is included in explanatory/confirmatory 

research [20]. The population to be studied is all employees of population administration 

service operators in sub-district offices throughout Jember Regency, namely 132 people. 
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The sampling technique in research is a saturated sample. According to [21] that, 

"saturated sampling is a sample determination technique when all members of the 

population are used as samples. 

Variables are research objects, or what is the point of attention of a research to be 

studied and conclusions drawn [21]. There are three research variables, namely 

endogenous variables, exogenous variables, and intervening variables. Operational 

measurements of these variables can be seen in Table 1. 

 

Table 1. Identification and measurement research variables. 

No Variable Indicator 

1 Population Administration 
Information Systems (X) 

a. Speeding Up Work  
b. Increase Productivity 
c. Effectiveness 
d. Makes work easier 
e. Beneficial 
f. Easy to use and learn [22] 

2 Organizational Citizenship 
Behavior (Z) 

a. Conscientiousness 
b. Altruism 
c. Civic Virtue 
d. Sportsmanship 
e. Courtesy [23]  

3 Staff Performance (Y) a. Completes tasks specified in the job description  
b. Meet job performance requirements 
c. Fulfill all responsibilities required by the job  
d. Fulfill obligations to do work 
e. Able to carry out important tasks [24] 

 

The data analysis stage as a form of research hypothesis testing uses Structural 

Equation Modeling (SEM) with the WARPPLS statistical tool. Structural Equation 

Modeling (SEM) is an integrated approach between factor analysis, structural models and 

path analysis [25]. 

 

RESULTS AND DISCUSSION 

Results 

Respondent Descriptive Statistics 

The research respondents were all 132 staff of population administration service 

operators in sub-district offices throughout Jember Regency. 

Table 2. Descriptive statistics of respondent demographics. 

 Criteria Frequency (peoples) Percentage (%) 

Age a. < 30 years old 
b. 30 – 50 years old 
c. > 50 years old 

43 

78 

11 

32,6 

59,1 

8,3 

 Total 132 100,0 

Gender a. Male 88 66,7 
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b. Female 44 33,3 

 Total 132 100,0 

Marital 
status 

a. Marry 
b. Not Married Yet 

106 

26 
80,3 

19,7 

 Total 132 100,0 

Education 
Level 

a. Elementary Scholl 
b. Junior High Scholl 
c. Senior High Scholl 
d. Diploma 
e. Bachelor 
f. Postgraduate  

0 

0 

18 

58 

46 

10 

0,0 

0,0 

13,6 

43,9 

34,8 

7,6 

 Total 132 100,0 

Position a. Echelons  
b. Staf 

0 

132 
0,0 

100,0 

 Total 132 100,0 

Experience a. < 5 years 
b. 5 - 10 years 
c. > 10 years 

27 

76 

29 

20,4 

57,6 

22,0 

 Total 132 100,0 

Sumber: Data processed 

 

Structural Equation Modeling (PLS-SEM) Analysis Results 

The SEM-PLS model test results can be presented in the following figure. 

 

 
Figure 1. SEM-PLS model test result. 
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Direct Effect Test Results 

The test results obtained a fit model, then each path coefficient can then be 

interpreted which represents the direct effect. Detailed direct influence testing is 

presented in the following Table 3. 

 

Table 3. Direct effect test result. 

Effect Estimate S.E. P Result 

Population 

Administration 

Information Systems 

→ Organizational 

Citizenship 

Behavior 

0,857 0,071 <0,001 H1 accepted 

Population 

Administration 

Information Systems 

→ Staff 

Performance 0,630 0,075 <0,001 H2 accepted 

Organizational 

Citizenship Behavior 

→ Staff 

Performance 
0,294 0,081 <0,001 H3 accepted 

Source: Data processed 

 

 The results of direct effect testing show that the Population Administration 

Information System has a significant effect on organizational citizenship behavior. The 

Population Administration Information System has a significant effect on staff 

performance, and organizational citizenship behavior has a significant effect on staff 

performance. 

 
Indirect Effect Test Results 

An indirect relationship occurs between the exogenous latent variable of the 

population administration information system (X) and the endogenous latent variable 

related to the performance of the population administration service operator (Y) and the 

endogenous intervening variable organizational citizenship behavior (Z). A summary of 

the indirect influence of these variables can be seen in the following Table. 4 

 

Table 4. Indirect effect test result. 

Effect Estimate S.E. P Result 

Sistem Informasi Administrasi 

Kependudukan → Organizational 

Citizenship Behavior → Staff Performance 

0,252 0,058 <0,001 H4 accepted 

Source: Data processed 

 

 The results of the indirect influence test show that organizational citizenship 

behavior acts as an intervening variable in the relationship between the population 

administration information system and the performance of population administration 

service operators. Thus, the hypothesis states that the population administration 



The Effect of Populations Administration Information System Technology on the Performance of Operator’s Populations 
Administration Service through Organizational Citizenship Behavior as an Intervening Variable 

 

 

International Conference on Social Science and Humanity  6 

information system has a significant effect on staff performance through organizational 

citizenship behavior. 

 
Analysis of the Coefficient of Determination (R2) 

Testing at this stage is by looking at the R-square value. In this case, the R-square 

value describes the variation in changes in exogenous variables that can be explained by 

endogenous variables. The test results related to the R-square value can be seen in the 

following Table 5. 

Table 5. R-Square values. 

Variables Variables Name R-square 

Z Organizational citizenship behavior 0,735 

Y Staff Performance 0,813 

Source: Data processed 

 

Based on Table 5, the R-square value of the organizational citizenship behavior 

construct is 0.735 and the R-square value of the civil service operator performance 

construct is 0.813. An R-square of 0.735 can be interpreted as meaning that 73.5% of the 

variability in changes in organizational citizenship behavior can be explained by 

population administration information system variables. An R-square of 0.813 can be 

interpreted as meaning that 81.3% of the variability in changes in population 

administration service operator performance can be explained by population 

administration information system variables and organizational citizenship behavior. 

 

Summary of Research Hypothesis Testing Results 

After analyzing the data using SEM-PLS, the following is a summary of the results 

of research hypothesis testing. The results of hypothesis testing as explained in the 

previous sub-chapter relate to the direct influence of exogenous variables on endogenous 

variables as well as the indirect influence of exogenous variables on endogenous 

variables involving intervening or mediating variables. 

 

Table 6. Summary of hypothesis testing results. 

No Research Hypothesis Conclusions 

1 The population administration information system has a 

significant effect on organizational citizenship behavior 

H1 accepted 

2 The population administration information system has a 

significant effect on the performance of population 

administration service operators 

H2 accepted 

3 Organizational citizenship behavior has a significant effect 

on the performance of population administration service 

operators 

H3 accepted 

4 The population administration information system has a 

significant effect on the performance of population 

H4 accepted 
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administration service operators through organizational 

citizenship behavior 

Source: Data processed 

 

Discussion  

The Effect of Population Administration Information Systems on Organizational 

Citizenship Behavior 

The research results show that the population administration information system 

has a significant effect on organizational citizenship behavior. This means that if the 

population administration information system gets better, it will improve the 

organizational citizenship behavior of employees of population administration service 

operators in sub-district offices throughout Jember Regency.  

Technological innovations are emerging to provide services that are more easily 

accessible to the public, so government institutions must be aware of the importance of 

using these new technologies [12]. Apart from technology, government institutions 

motivate their employees to be enthusiastic about working and produce optimal work in 

accordance with what the organization expects. Population administration information 

system (IT) devices connected to the internet, such as computers, tablets and 

smartphones, are everywhere in the workplace. This IT device greatly facilitates the 

performance of employee work tasks. At the same time, employees are increasingly using 

these technologies for non-work-related purposes while at work, which is referred to as 

personal use of technology at work (PUTW) [13]. 

Technological innovation, including the use of information systems, can effect 

Organizational Citizenship Behavior (OCB). OCB is the behavior of employees who 

voluntarily help the company's sustainability by carrying out tasks beyond the given 

standards. OCB can have a positive impact on the organization, such as helping to 

increase the productivity of co-workers, helping to increase managerial productivity and 

helping to make efficient use of resources. Changes in the organization's innovative 

climate will encourage changes in employees' extra-personal role behavior. This 

argument is in line with the empirical validation [18] that a climate conducive to 

employee innovation is associated with OCB indicating that when an organization 

improves, the level of implementation of employees' creative ideas may lead to positive 

emotions that trigger extra-role behavior. 

 

The Effect of Population Administration Information Systems on the Performance of 

Population Administration Service Operators 

The research results show that the population administration information system 

has a significant effect on the performance of population administration service 

operators. This means that the population administration information system is 

considered effective in improving the performance of population administration service 

operators in sub-district offices throughout Jember Regency.  
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A population administration information system is defined as a collection of 

knowledge, processes and tools used to create, produce or improve goods or services 

[22]. In everyday life, population administration information systems are used for 

various purposes, such as helping solve problems, fostering creativity, increasing 

effectiveness, and increasing efficiency in carrying out activities or work. This technology 

can also make it easier and more efficient for humans to do their work. 

Technological innovations are emerging to provide services that are more easily 

accessible to the public, so government institutions must be aware of the importance of 

using these new technologies [12]. Apart from technology, government institutions 

motivate their employees to be enthusiastic about working and produce optimal work in 

accordance with what the organization expects. Population administration information 

system (IT) devices connected to the internet, such as computers, tablets and 

smartphones, are everywhere in the workplace. This IT device greatly facilitates the 

performance of an employee's work duties, including population administration service 

operators. Several studies related to commitment which have implications for 

performance include [14]–[18]. 

 

The Effect of Organizational Citizenship Behavior on the Performance of Admin 

Service Operators 

The research results show that organizational citizenship behavior has a 

significant effect on the performance of population administration service operators. This 

means that if the organizational citizenship behavior of employees of Administering 

Service Operators in sub-district offices throughout Jember Regency is higher, it will 

cause the performance of Administering Service Operators to be better.  

OCB is conceptually synonymous with prosocial organizational behavior, 

organizational spontaneity, extra-role behavior, and contextual performance. [5] stated 

organizational justice as a key antecedent of OCB. This shows that the support of 

environmental factors, especially spiritual behavior and mentality, job satisfaction, 

organizational commitment, conscience, friendliness, mood and perceived 

organizational justice can effect OCB. Of these variables, satisfaction and perceived 

organizational justice are the strongest predictors of OCB. In addition, awareness is the 

most supported in terms of factors that influence individual characteristics. 

One concept that is closely related to individual performance is Organizational 

Citizenship Behavior (OCB) which is defined by Organ as individual behavior that is not 

directly or explicitly recognized by the reward system but generally influences the 

organization so that the organization can run efficiently and effectively through sources 

of change, innovation and adaptability [23].  OCB is a concept that continues to develop 

and is interesting to research because it is known as a measuring tool for organizational 

behavior that will have an impact on organizational performance [26]. This behavior is 

organizationally desirable because of its relationship to organizational effectiveness [5]. 

OCB is defined as individual behavior, that is, wisdom, not directly or explicitly 

recognized by formal reward systems, and which overall promotes the effective 
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functioning of the organization. Several studies studied the effect of OCB on individual 

and organizational performance. Previous empirical research also found a positive 

relationship between OCB and performance including [6]; [7]; and [8]. 

 

The Effect of the Population Administration Information System on the Performance 

of Population Administration Service Operators with the Mediation of Organizational 

Citizenship Behavior 

The research results show that the population administration information system 

does not have a significant effect on the performance of population administration service 

operators with the mediation of organizational citizenship behavior. Referring to these 

results, it can be stated that organizational citizenship behavior acts as an intervening 

variable in the relationship between the population administration information system 

and the performance of population administration service operators. This means that the 

better the population administration information system will be followed by better 

organizational citizenship behavior and will ultimately improve the performance of 

population administration service operators. 

Technological innovation, including the use of information systems, can effect 

Organizational Citizenship Behavior (OCB). OCB is the behavior of employees who 

voluntarily help the company's sustainability by carrying out tasks beyond the given 

standards. OCB can have a positive impact on the organization, such as helping to 

increase the productivity of co-workers, helping to increase managerial productivity and 

helping to make efficient use of resources. changes in the organization's innovative 

climate will encourage changes in employees' extra-personal role behavior. 

Population administration information system (IT) devices connected to the 

internet, such as computers, tablets and smartphones, are everywhere in the workplace. 

This IT device greatly facilitates the performance of an employee's job duties, including 

population administration service operators. 

 

CONCLUSION 

Fundamental Finding : Based on the descriptions that have been expressed in the 

discussion, several conclusions can be drawn as the findings of this research, namely that 

the population administration system has a positive and significant effect on 

organizational citizenship behavior. The population administration system has a positive 

and significant effect on the performance of population administration service operators. 

Organizational citizenship behavior has a positive and significant effect on the 

performance of population administration service operators. The population 

administration system has a positive and significant effect on employee performance 

through organizational citizenship behavior. Implication : The findings suggest that 

improving the population administration system can enhance both organizational 

citizenship behavior and the performance of service operators. This indicates that 

policymakers and administrators should focus on optimizing the system to achieve better 

efficiency and service outcomes. Limitation : The research object is only limited to 
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population administration service operators in sub-district offices throughout Jember 

Regency, so generalization of the results has not been achieved. Further research can be 

carried out with broader objects (regional or national). The next limitation relates to this 

research only examining the effect of information systems technology on organizational 

citizenship behavior and employee performance. Future Research : Future research 

should formulate and develop models related to factors that effect organizational 

citizenship behavior and employee performance. Future research can test other variables 

and use different approaches to obtain better findings. 
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