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 This research aims to determine the influence of digital 
competence and employee performance on the quality of 

electronic services at the Unpad FISIP Library by students as 
service users. This research uses a quantitative approach and 
descriptive analysis methods. The population in this research is 
all FISIP Unpad students who use the electronic services of the 
FISIP Unpad Library in 2022-2023 with a population of 1,355 
people and a sample of 100 people. The sample size sampling 
technique in this study used a nonprobability sampling 
technique with quota sampling rules. The data collection 
technique in this research uses a questionnaire with a Likert 
scale measurement. The analysis in this research uses classical 
assumption tests, multiple regression analysis, coefficient of 
determination analysis, and partial or simultaneous hypothesis 
testing. The results of the research show that the digital 
competence and performance of the Unpad FISIP Library 

librarian employees are rated as very high or very qualified, 
while the quality of the Unpad FISIP Library's electronic 
services is rated as high/qualified. The results of partial 
hypothesis testing show that digital competence and employee 
performance have a positive and significant effect on the quality 
of electronic services. The results of simultaneous hypothesis 
testing show that digital competence and employee performance 
have a positive and significant effect on the quality of electronic 
services.  
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1. INTRODUCTION   

The Covid-19 pandemic with its various conditions and policies has changed people's 

behavior and activities. Changes in people's behavior and activities during the pandemic 
are marked by the centrality of digital technology in electronic commerce and online 

business, thereby changing people's activities in general and especially in the educational 

environment. The pandemic has created a new era in the educational environment, where 
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learning activities are carried out online, including in universities. With online learning, 

the use of digital technology in higher education is also growing rapidly. 

Higher education is a stratum in the national education system which plays a 

central role in educational services in developing, improving and producing quality 

human resources. Azan et al., (2017) stated that universities must have the capacity and 
be able to be responsive in responding to various changes in the educational 

environment. This is based on the development of public understanding and knowledge 

which continues to increase and is increasingly critical, competition is increasingly fierce, 

and work environment pressure is also increasing, and cannot be separated from the role 

of digital technology. 
The launch of a hybrid university determined by Unpad is a bold and strategic 

step in responding to the challenges in the era of digital transformation in the 

educational environment. In order to support the implementation of hybrid learning, 

Unpad needs to consider various factors that determine the success of its launch and 

implementation. Looking at the regulations in the legislation in the Implementation of 

Education in Higher Education No. 12 article 6 of 2012, explains that higher education 
has the principle of empowering all elements in its environment by dividing 

implementation functions and monitoring the quality of services provided. In line with the 

Law on the Implementation of Education in Higher Education, ideally a university as an 

institution is obliged to provide the best service for the needs of its students (Marthalina, 

2018). This means that Unpad as an education provider institution, apart from adapting 
to the dynamics of the era of digital transformation in higher education, must always 

empower all its staff to carry out services and also monitor the quality of the services 

provided. 

Considering that the hybrid university at Unpad implements face-to-face and 

online learning, academic and student services are also being adjusted. In the face-to-

face learning system, academic and student services are accessed directly from the 
relevant service room. Meanwhile, in online learning, academic and student services are 

accessed using electronic media, which are then called electronic services. It is believed 

that the electronic services provided by Unpad can speed up the service process and 

streamline transportation costs for service providers and students as service users. 

The launch of a hybrid university at Unpad is of course the responsibility of all 
parties, including the Librarians of the FISIP Unpad Library who must participate in 

implementing, reviewing and evaluating various deficiencies during hybrid learning. As 

for the role of the Unpad FISIP Library as a provider of access to books and research 

services for final year students, it is necessary to obtain an assessment of the quality of 

the electronic services that have been provided to students. The quality of electronic 

services provided by the FISIP Unpad Library in this research is considered to be a factor 
that is related to the implementation of Unpad's goal of producing graduates who are 

globally competitive. 

Librarians at the FISIP Unpad Library are human resources who act as the main 

actors providing services in the field of electronic services to students. Where the 

librarian, as an electronic service provider, has provided electronic services that can be 
accessed by students via WhatsApp or email. The FISIP Unpad Library's electronic 

services provide free library certificate services, book loan extension services, article 

softfile receipt services, scientific work upload verification services, article similarity 

plagiarism checking services, thesis plagiarism similarity checking services, and 

information search services. 

The number of final year Diploma IV and Bachelor degree students who have 
accessed FISIP Unpad Library services needs to be reviewed and observed. Where final 

year students who are completing their final assignments are very closely related to the 

aim of declaring a hybrid university. In providing electronic services, the FISIP Unpad 

Library provides service access via e-mail and WhatsApp. Electronic services in this 
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research were studied based on thesis plagiarism similarity services and scientific work 

upload verification services. 

A competency is defined as a capability or ability. It is a set of related but different 

sets of behavior organized around an underlying construct, which we call the “intent”. 

The behaviors are alternate manifestations of the intent, as appropriate in various 
situations or times. (Boyatzis, 1982). Competence, on the other hand; results from a set 

of resources coordinated in a way that provides a particular level of performance in a firm  

(Fernandes et al., 2005). However, according to  Wood & Payne (1998), competence is the 

minimum standard of performance. Employees are also  said to be competent when these 

competencies are transformed into behaviors as needed by the organizations (Malek Shah 
& Liew Swee, 2002). Hence, we can conclude that competencies are the abilities needed 

by the organizations to carry out job tasks where as competencies are the ability to use 

the competencies to behave and carry out job tasks as needed by the organizations. 

Rahmadanita, (2022) dengan penelitian berjudul Kompetensi Digital Pustakawan 

dalam Penyelenggaraan Fungsi Layanan Perpustakaan pada Masa New Normal 

menyatakan bahwa terdapat keterbatasan keterampilan teknis pustakawan terutama 
dalam penelusuran sumber informasi koleksi buku elektronik dan jurnal elektronik. 

Arwendria, (2019 p. 24) with research entitled Identification of Librarian Digital 

Competencies based on Analysis of Librarian Jobs from 2016-2018 in Indonesia, stated 

that libraries in Indonesia have not moved quickly towards digital libraries, so that 

librarian digital competencies are less needed and do not receive more attention . From 
the research presentation regarding competency, the competency needed by a librarian to 

support the implementation of a hybrid university at Unpad in this research is digital 

competency. 

Posselt (2018), a person's competence depends on what he learns from a person 

or organization. This underlies the differences and varied competencies of each 

individual. In responding to challenges and changing times in organizations, one of the 
competencies that is really needed is the increasing need for competencies to meet 

dynamic challenges. In the current era of massive acceleration of information and digital 

technology, one of the competencies that employees need to survive is digital competency. 

In the process, in responding to the challenges of digital transformation, the 

International Telecommunications Union or ITU (Tzafilkou et al., 2022), classifies 
competencies in the digital era into three, namely: Basic Digital Skills, basic digital skills 

are categorized as skills needed by every individual which include the use of digital 

applications such as hardware, software and offline application operations in carrying 

out communication activities and searching for things on the internet. 

Intermediate Digital Skills, intermediate digital skills are categorized into basic 

digital abilities with the addition of required workplace capabilities. Generally, 
intermediate digital skills are related to understanding the use of various applications or 

through developing more useful uses of digital technology. With intermediate digital 

skills, an employee can evaluate technology critically or can also create information in 

the form of content. 

Advanced Digital Skills, skills that include the use of technology for more complex 
work such as networks and services or computer information technology development. 

Vuorikari et al., (2016), in the fields of labor, education and training, and lifelong learning 

activities always require and require various competencies, including digital 

competencies. Gibson, (1996, p. 48) defines that employee performance is the main 

measurement tool for the success and responsible attitude of an organization. 

Armstrong (2004), performance is criticized based on aspects of the 
characteristics of competence. Furthermore, these aspects consist of: aspects of 

knowledge (knowledge), skills (skills), experience (experience). Based on the factors 

expressed above, this means that competence has a relationship with performance, 

because performance is based on competence itself. With the competencies possessed by 



    ISSN 2685-4236 (Online) 

 

Jurnal Mantik, Vol.7, No. 3, November 2023: pp 2826-2834 

2828 

an employee, the organization can consider and predict performance based on the 

competencies possessed by the employee. So it can be understood that competence is one 

of the key factors in whether a person's performance is good or not.  

Employee performance plays an important role in the success of an organization 

or institution, with good employee performance it will make the organization or 
institution more effective and efficient in achieving its goals. From the presentation of 

research regarding employee performance, measuring the performance of librarian 

employees is needed to support the implementation of hybrid universities at Universitas 

Padjadjaran. 

Sasser, W.E, Olsen, P.R, Wyckoff, (1978), stated that service quality is the level of 
excellence that is expected and can be measured by service users. Madu and Madu 

develop a 15 dimensions scale of e-service quality based on better understanding of 

customer perspective and providing services to meet the needs and expectations of 

customers (Madu & Madu, 2002). Santos (2003) suggests that both active dimensions 

and incubative dimensions are important in e-service quality and need to be taken into 

account. 
The E-S-QUAL scale comprises 11 dimensions in e-service quality, and later 

Parasuraman et al. (2005) developed the E-S-QUAL into to a seven dimensions scale. The 

seven dimensions are split into two separated scales - the core dimensions and the 

recovery dimensions. E-S-QUAL is the name of the scale for the core dimensions: 

efficiency, system availability, fulfillment, and privacy. The second scale is titled E-RecS-
QUAL: responsiveness, compensation, and contact (Parasuraman et al., 2005). It offers 

the surface dimensions of e-service quality based on customers experience and 

evaluation perspective, which are viewed also as the antecedents to the adoption of e-

service (Rowley, 2006). (Keller, 2001) define quality as the overall characteristics of goods 

(products or services) or services which are based on the capacity to fulfill the satisfaction 

of needs. Meanwhile, according to (Tjiptono, 2014, p. 17), service means service as a 
service, where service means reflecting an invisible product, and one of them is 

education. Then service as a service means the activity of providing services to other 

parties.  

This research is expected to make a contribution in providing understanding and 

expanding theories regarding digital competence, employee performance and electronic 
service quality as material for study or similar research. Especially for policy makers, it 

can be used as a review to evaluate digital competence, employee performance and the 

quality of electronic services at the hybrid university that Unpad is planning. 

This research has several important implications, both for readers as information 

or reference for similar research, for managerial parties as an effort to improve the quality 

of electronic services to students. To improve the quality of electronic services based on 
the lowest indicator "creating content and knowledge" from the digital competency 

variable, the managerial team provides technical skills training to librarians to improve 

their digital competency so they can apply their digital competency in providing services. 

Based on the lowest indicator "quantity" of the employee performance variable, the 

managerial party can provide a division of work by recognizing the characteristics and 
understanding the abilities of the librarian, dividing tasks evenly and fairly, making 

agreements or consequences, making time schedules and standard operational 

procedures for the services provided so that it can be known by service users. Based on 

the lowest indicator of "system capability" from the electronic service quality variable, the 

managerial party provides a guarantee that the service system accessed via the 

application by the librarian can function well, so that it does not hinder the provision of 
services. 
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2. RESEARCH METHOD    

The research method refers to a quantitative approach and descriptive analysis methods, 

and multiple linear regression analysis techniques. Measurements of digital competence, 

employee performance and electronic service quality are reviewed based on service user 

perceptions. The sample determination method used a non-probability sampling method 
with quota samples, while data collection was carried out by distributing questionnaires 

to final year FISIP Unpad students. The results of the data obtained will then be made 

into interval data and processed using SPSS 25 and validity and reliability tests will be 

carried out. 

Research methods are a scientific way of obtaining data that has a specific 
purpose or use. More fully in a scientific way, research refers to things that are rational, 

empirical and systematic. Based on this explanation, the research method is a scientific 

method used to obtain data rationally, empirically and systematically Sugiyono, (2019). A 

quantitative approach by distributing questionnaires or structured questionnaires is 

carried out to obtain actual data using an approach to distributing questionnaires or 

questionnaires and structured interviews (Sugiyono, 2019). 
The population in the research is Diploma IV and Bachelor level students at FISIP 

Unpad who use the electronic services of the FISIP Unpad library, in the form of thesis 

plagiarism check services and scientific work upload services during the period 13 June 

2022 – 14 July 2023. The total population of FISIP Unpad students as users of the FISIP 

Unpad library's electronic services is 1,335 people from 13 study programs. 
Based on the Slovin formula above, in this research the total population of FISIP 

Unpad students who used the electronic services of the FISIP Unpad Library during the 

period 13 June 2022 – 14 July 2023 amounted to 1,335 people with the provision of 

sampling error at the level of 0.1 or 10%, So the sample in this study is calculated as 

follows: 

 

n = 1.335/(1+1.335(〖0.1〗^2)) = 1.335/(1+1.335(〖0.1〗^2))= 1.335/14.35 

    = 93.03 or rounded up to 100 people. 

 

Data obtained on Digital Competence (X1), Employee Performance (X2), and 

Quality of Electronic Services (Y) in this research were obtained from questionnaires 

prepared and distributed to students (users) as users of electronic services at the Unpad 

FISIP Library which were based on research instruments. previous. The questionnaire 
contains statements using a Likert scale. 

The instruments in this research were adapted from previous studies, where the 

digital competency variable indicators were adapted from Ferrari's digital competency 

theory (Canina & Orero Blat, 2021) and Spencer (1994) competency theory, while the 

employee performance variable indicators were adapted from the theory Gomez, (1988), 
and service quality variable indicators adapted from the E-SERVQUAL theory of 

Parasuraman et al.,(1985). 
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Figure 1. Research Rationale Framework  
Source: adapted from Sugiyono's research variable relationship concept (2017) 

 
Information : 

X1: Digital competency variable as an independent variable 

X2: Employee performance variable as an independent variable 

Y: Electronic service quality variable as the dependent variable 

 
3. RESULTS AND DISCUSSIONS 

   

The majority of respondents in the study were women, totaling 69 people (69%) and the 
remainder were men, totaling 31 people or (31%). Then, based on the level of study, it 

shows that the majority of respondents in the research had a Bachelor's level of study, 

totaling 69 people (69%) and the remainder had a Diploma IV level of study, totaling 31 

people (31%). Furthermore, based on class, the majority of respondents were students 

from the class of 2018, totaling 48 people (48%), followed by students from the class of 
2019, totaling 30 people (30%), students from the class of 2017, totaling 16 people (16%), 

and the rest There are 6 students from the class of 2016 (6%). 

Meanwhile, based on the study program, the majority of research respondents 

were students of the Public Financial Administration, Public Administration and 

International Relations study programs, with 15 people in each study program (15%), 

followed by students of the Social Welfare, Government Studies and Business 
Administration study programs. each study program numbering 8 people (8%), followed 

by students from the Sociology and Political Science study programs, each numbering 5 

people (5%), followed by students from the Anthropology study program totaling 4 people 

(4%) , and was attended by students from the Logistics Business and Digital Archives 

study programs, numbering 2 people each (2%), and the rest were students from the 
PSDKU District Business Administration study program. Pangandaran, numbering 1 

person (1%). 

Then, based on the years of use of the FISIP Unpad library electronic services 

during the 2022-2023 period, the majority of respondents were students who used the 

FISIP Unpad library electronic services in 2023 totaling 54 people (54%), while students 

who used the FISIP Unpad library electronic services in 2022 totaling 25 people (25%), 
and the remainder used the electronic services of the FISIP Unpad library in 2022 and 

2023 with a total of 21 people. As for the use of FISIP Unpad's electronic services, the 

majority of respondents used the plagiarism check service and uploaded scientific work 

with a total of 41 respondents (41%), while respondents who only used the plagiarism 

Digital Competence 
(X1) 

Electronic Service 

Quality 
(Y) 

Employee 

Performance       

(X2) 

H2 

H1 

H3 
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check service were 37 people (37%), and the remaining respondents were Only 22 people 

(22%) use the scientific work upload service. 

a. Respondents' responses regarding Digital Competency Variables 

Description of the Digital Competence variable (X1) in this research is measured 

by (1) indicators of information management and collaboration, (2) communication and 

sharing skills, (3) creating content and knowledge, (4) digital security, (5) operational 

techniques and problem solving abilities, (6) motives, (7) traits and self-concept, and (8) 

skills. The following is a recapitulation of respondents' responses regarding digital 
competence: 

 

Table 1. Digital Competence of Librarians at FISIP Unpad Library 

No. Variable Indicator 
Number of 

Items 
Ideal Score Score 

% Score 
per Ideal 

Score 

Assessment 
criteria 

1 Information 
management and 
collaboration 

5 2.500 2.189 87.56% Very high 

2 Communication and 

sharing capabilities 

3 1.500 1.225 81.67% High 

3 Create content and 
knowledge 

3 1.500 1.134 75,60% High 

4 Digital security 2 1.000 870 87,00% Very high 

5 Operational techniques 
and problem solving 
abilities 

6 3.000 2.687 89,57% Very high 

6 Motive 3 1.500 1.203 80,20% High 
7 Nature and Self-Concept 5 2.500 2.145 85,80% Very high 
8 Keterampilan 3 1.500 1.251 83,40% Hgh 

Total 30 15.000 
12.70

4 
84,69% Very high 

Source: Data Processing with Microsoft Excel 

 

The percentage of the total score of the Digital Competency variable to the ideal 

score is 84.69%, meaning that of the 8 indicators there are 4 indicators that have a score 

percentage greater than the percentage of the total variable score, namely the information 
management and collaboration indicator (87.56%), the digital security indicator (87%), 

indicators of operational techniques and problem solving abilities (89.57%), as well as 

indicators of traits and self-concept (85.80%). Meanwhile, the remaining 4 indicators 

have a score percentage below the total score percentage, namely the communication and 

sharing ability indicator (87.56%), the content and knowledge creation indicator 

(81.67%), the motive indicator (80.20%), and the skills (83.40%). 
 

b. Respondents' responses regarding employee performance variables 

Then, the description of the Employee Performance variable (X2) in this study is 

measured by indicators (1) quality, (2) quantity, (3) job knowledge, (4) cooperation, (5) 
initiative, (6) creativity, (7) ) interdependence, and (8) indicators of self-quality. The 

following is a recapitulation of respondents' responses regarding employee performance: 

 

Table 2. Performance of Librarian Employees at FISIP Unpad Library 

No.  Variable 

Indicator 

Number 

of Items 

Ideal 

Score 

Score % Score per Ideal 

Score 

Assessment 

criteria 

1 Quality 6 3.000 2.641 88.03% Very high 
2 Quantity 4 2.000 1.467 73.35% Tinggi 

3 Job Knowledge 4 2.000 1.777 88.85% Very high 
4 Cooperation 4 2.000 1.724 86.20% Very high 
5 Initiative 2 1.000 839 83.90% High 
6 Creativity 2 1.000 825 82.50% High 

7 Interdependenc 2 1.000 807 80.70% High 
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No.  Variable 

Indicator 

Number 

of Items 

Ideal 

Score 

Score % Score per Ideal 

Score 

Assessment 

criteria 

e 
8 Personal 

Quality 

6 3.000 2.670 89.00% Very high 

Total 30 15.000 12.750 85.00% Very high 

Source: Data Processing with Microsoft Excel 

 
The percentage of the total score of the Employee Performance variable to the 

ideal score is 85.00% which is in the "very high" category, meaning that of the 8 

indicators there are 4 indicators that have a score percentage greater than the total 

variable score percentage, namely the quality indicator (88.03%) , job knowledge 

indicators (88.85%), cooperation indicators (86.20%), and personal quality indicators 
(89.00%). Meanwhile, the remaining 4 indicators have a score percentage below the total 

variable score percentage, namely the quantity indicator (73.35%), the initiative indicator 

(83.90%), the creativity indicator (82.50%), and the interdependence indicator (80. 70%). 

 

c. Respondents' responses regarding electronic service quality indicators 

Then, the description of the Electronic Service Quality (Y) variable in this study is 

measured by indicators (1) efficiency, (2) system capability, (3) fulfillment of needs, (4) 

privacy, (5) response, (6) compensation, and (7) contact. The following is a recapitulation 

of respondents' responses regarding Electronic Service Quality: 
 

Table 3. Quality of Electronic Services for Librarians at FISIP Unpad Library 
No.  Variable Indicator Number of 

Items 

Ideal 

Score 

Score % Score 

per Ideal 
Score 

Assessment 

criteria 

1 Efficiency 5 2.500 2.208 88,32% Very high 
2 System Capabilities 4 2.000 1.287 64,35% Fair 

3 Fulfillment 7 3.500 3.107 88,77% Very high 
4 Privacy 3 1.500 1.236 82,40% High 
5 Response or 

Responsiveness 

5 2.500 2.112 84,48% Very high 

6 Compensation 3 1.500 1.152 76,80% High 
7 Contact 3 1.500 1.276 85,07% Very high 

Total 30 15.000 12.378 82,52% Hgh 

Source: Data Processing with Microsoft Excel 

 

The percentage of the total score of the electronic service quality variable to the ideal 

score is 82.52%, meaning that of the 7 indicators there are 4 indicators that have a score 
percentage greater than the total variable score percentage, namely the efficiency 

indicator (88.32%), the needs fulfillment indicator (88 .77%), response or responsiveness 

indicators (84.48%), and contact indicators (85.07%). Meanwhile, the remaining 3 

indicators have a score percentage below the total variable score percentage, namely the 

system capability indicator (63.45%), privacy indicator (82.40%), and compensation 

indicator (76.80%). 

4. CONCLUSION   

Quality of Electronic Services of the FISIP Unpad Library. Based on the results of the 

analysis regarding respondents' responses regarding the quality of electronic services at 

the FISIP Unpad Library in 2022-2023, the electronic service quality scores were 

high/good/qualified. This means that students as users of the FISIP Unpad Library's 
electronic services assess the quality of the Unpad FISIP Library's electronic services as 

adequate. 

The FISIP Unpad Library's electronic service quality indicators that have a score 

percentage above the average service quality score percentage include efficiency 
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indicators, needs fulfillment indicators, response or responsiveness indicators, and 

contact indicators. Meanwhile, the electronic service quality indicators of the Unpad 

FISIP Library which have a percentage score below the average percentage score for 

electronic service quality include system capability indicators, privacy indicators and 

compensation indicators. 
Unpad FISIP Library Efforts to Improve the Quality of Electronic Services by 

Increasing Digital Competence and Employee Performance. Based on the presentation on 

digital competence and employee performance, improving the quality of electronic 

services at the FISIP Unpad Library can be done by improving the following things: 

Improving the Quality of Electronic Services through Digital Competence. To 
improve the quality of electronic services through digital competence, FISIP Unpad 

Library Librarian must  always improve their communication and sharing abilities, 

increase their ability to create content and knowledge, improve their motives, and 

improve their skills. Improving the Quality of Electronic Services through Employee 

Performance. To improve the quality of electronic services through employee 

performance, FISIP Unpad Library Librarians must always increase the quantity of work, 
initiative, creativity and interdependence. Improving the Quality of Electronic Services. To 

improve the quality of electronic services themselves, the quality of electronic services 

can be improved by increasing system capabilities, privacy and compensation. 

Based on the results of research in the field and experience in the research 

process, there are limitations that can be used as reference material for similar research, 
including: limitations in the number of respondents, of course they cannot describe the 

actual situation. The research object is only focused on students who use electronic 

services at the FISIP Library, Universitas Padjadjaran, of course if the research object is 

broader it will produce results that truly describe the quality of the electronic services 

provided. When filling out a questionnaire by a respondent does not necessarily reflect 

the application of variables in the field, because the respondent is faced with questions 
that must be filled in, besides that the level of honesty when filling out the questionnaire 

will also influence the results obtained. 

Future researchers are advised to take more samples in order to obtain accurate 

research data. It is recommended that the research object be broader in scope, for 

example in one university so that it really describes the quality of the electronic services 
provided and knows the differences in the services provided. The addition of other 

variables such as library facilities and infrastructure and satisfaction of electronic service 

users will certainly influence the results of the research. 
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