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Abstract 

This study examines the effect of Technology Adoption on Job Satisfaction within the context 
of digital transformation in the Sharjah Government, with HR Service Quality examined as a 
mediating variable. The study is grounded in the literature on digital transformation, e-HRM, 
service quality, and public-sector job satisfaction, and develops a conceptual framework 
linking Technology Adoption, HR Service Quality, and Job Satisfaction. Data were collected 
through a structured questionnaire distributed to employees in Sharjah public-sector 
organisations who had experience using HR-related digital systems. Following data screening 
procedures, 519 usable responses were retained for analysis. The measurement model 
demonstrated satisfactory reliability, convergent validity, and discriminant validity. Structural 
model analysis revealed that Technology Adoption had a positive and significant effect on 
both Job Satisfaction and HR Service Quality. HR Service Quality also had a positive and 
significant effect on Job Satisfaction. In addition, the mediation analysis confirmed that HR 
Service Quality significantly mediates the relationship between Technology Adoption and Job 
Satisfaction. The findings suggest that digital HR systems improve employee satisfaction 
primarily when they enhance the quality, accessibility, responsiveness, and reliability of HR 
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services. However, the relatively small direct effect of Technology Adoption indicates that 
technology alone is insufficient to substantially improve employee satisfaction without 
effective service support mechanisms. The model explained 29.1% of the variance in Job 
Satisfaction, indicating moderate explanatory power. The study contributes to the e-HRM and 
public-sector digital transformation literature by demonstrating that the impact of technology 
adoption on employee satisfaction is largely service-dependent rather than purely 
technology-driven. The findings further highlight the importance of adopting an 
employee-centered and service-oriented approach to HR digital transformation within 
public-sector organisations. 

Keywords: technology adoption, job satisfaction, HR service quality digital transformation 
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1. Introduction  

Technology adoption has become a critical driver of organisational transformation within 
public-sector human resource management (Stone et al., 2015; Budhwar et al., 2023). 
Governments increasingly rely on digital technologies and electronic human resource 
management (e-HRM) systems to improve administrative efficiency, service delivery, and 
employee-related processes. In the United Arab Emirates (UAE), public-sector digital 
transformation has accelerated significantly in line with national initiatives aimed at 
strengthening innovation, operational efficiency, and digital government services (Alzarooni 
et al., 2024; FAHR, 2025). Within this context, technology adoption is no longer viewed 
merely as an operational tool, but as a strategic mechanism for improving organisational 
performance and employee experience. 

The Government of Sharjah has actively implemented digital transformation initiatives across 
public-sector departments to modernize HR operations and improve service effectiveness. 
Through the adoption of digital HR systems, organisations aim to streamline HR processes, 
improve communication, increase accessibility to HR services, and enhance employee 
support mechanisms. Existing studies suggest that technology adoption can positively 
influence employee outcomes by improving work efficiency, reducing administrative 
complexity, and strengthening service responsiveness (Bolli & Pusterla, 2022; Fleischer & 
Wanckel, 2023). Similarly, studies on technology acceptance indicate that employees are 
more likely to respond positively to digital systems when they perceive them as useful, 
efficient, and easy to use (Davis, 1989; Venkatesh et al., 2003; Venkatesh et al., 2012). In 
public-sector environments, digital transformation has also been associated with improved 
employee satisfaction when technological systems effectively support workplace needs and 
organisational objectives (Waladali & Rabaiah, 2022). 

Despite these potential benefits, technology adoption does not necessarily guarantee positive 
employee outcomes. The implementation of digital systems may also create additional 
workplace pressure, technological uncertainty, employee resistance, and work-related stress if 
systems are poorly designed, inadequately supported, or disconnected from employee 
expectations (Lane et al., 2023; Ren & Chowdhury, 2025). Recent discussions on artificial 
intelligence and workplace transformation further suggest that employees may experience 
uncertainty regarding changing work roles, increased digital dependence, and evolving 
organisational expectations during digital transformation processes (Arslan et al., 2022; 
Budhwar et al., 2023). Consequently, the relationship between technology adoption and job 
satisfaction remains inconsistent and insufficiently understood, particularly within 
public-sector HR environments undergoing digital transformation. 

Job satisfaction itself remains one of the most important employee-related outcomes in 
organisational research because it directly influences employee commitment, motivation, 
performance, productivity, and turnover intention (Locke, 1969; Zeffane, 2017; Bellet et al., 
2024). Previous studies have demonstrated that organisational support, employee well-being, 
HR practices, and workplace environment significantly contribute to employee satisfaction 
and organisational effectiveness (Abdullah et al., 2021; Elrehail et al., 2020; Jo & Shin, 2025). 
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In the UAE context, job satisfaction among public-sector employees has become increasingly 
important due to ongoing organisational reforms, workforce digitalisation, and changing 
service expectations (AlMarzooqi et al., 2025). However, limited studies have specifically 
examined how HR technology adoption contributes to employee satisfaction within digitally 
transforming government organisations. 

One important factor that may explain this relationship is HR Service Quality. In digitally 
transforming organisations, employees interact with HR technologies through recruitment 
systems, employee portals, performance management platforms, leave management systems, 
and communication channels. The effectiveness, reliability, responsiveness, and accessibility 
of these services may significantly shape employees’ experiences with digital transformation 
initiatives. Service quality literature suggests that positive service experiences can improve 
satisfaction, trust, and organisational perceptions when services are delivered efficiently and 
responsively (Parasuraman et al., 1988; Parasuraman et al., 2005; Hogreve et al., 2021). 
Similarly, studies on e-HRM indicate that digital HR systems can enhance HR service quality 
and employee-related outcomes when they are designed around user needs and operational 
effectiveness (Shahreki et al., 2024; El Saeed et al., 2025). 

Nevertheless, existing literature has largely examined technology adoption and HR service 
quality as separate organisational constructs rather than investigating HR Service Quality as a 
mediating mechanism that explains how technology adoption influences employee job 
satisfaction. Although technology acceptance theories such as the Technology Acceptance 
Model (TAM) and Unified Theory of Acceptance and Use of Technology (UTAUT) explain 
user adoption behavior (Davis, 1989; Venkatesh et al., 2003; Ayaz & Yanartas, 2020), these 
models provide limited explanation regarding how technology adoption contributes to 
employee satisfaction through organisational service experiences. Furthermore, while service 
quality studies frequently focus on customer satisfaction and external service delivery 
(Biswas et al., 2024; Malathi & Jasim, 2022), fewer studies have examined internal HR 
service quality within public-sector digital transformation contexts. 

This limitation is particularly evident in UAE government organisations, where digital 
transformation research frequently emphasizes technological implementation, operational 
innovation, and service modernization while giving comparatively less attention to 
employee-centered outcomes and HR-related service experiences (Abuzanjal & Bashir, 2024; 
Alzarooni et al., 2024). Existing UAE studies have explored job satisfaction and public-sector 
organisational factors separately (Zeffane, 2017; AlMarzooqi et al., 2025), yet limited 
empirical evidence explains whether technology adoption improves employee job satisfaction 
through enhanced HR service quality within government organisations. 

Furthermore, the rapid expansion of digital technologies, automation systems, and 
AI-supported HR services has intensified expectations for public-sector organisations to 
provide efficient and employee-centered HR support (FAHR, 2025; Zhou et al., 2022). 
Employees increasingly expect HR systems that are responsive, user-friendly, transparent, 
and capable of supporting workplace efficiency and career development. If digital HR 
systems fail to meet these expectations, employees may experience dissatisfaction, frustration, 
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and reduced organisational commitment despite technological advancement. 

Therefore, the problem addressed in this study is the limited empirical understanding of how 
Technology Adoption influences Job Satisfaction and the extent to which HR Service Quality 
mediates this relationship within the context of digital transformation in the Sharjah 
Government. Existing studies have not sufficiently explained whether the successful adoption 
of HR technologies directly improves employee satisfaction or whether such effects occur 
through improvements in HR service delivery and employee support mechanisms. 

To address this gap, the present study develops a conceptual framework that examines the 
direct relationship between Technology Adoption and Job Satisfaction while positioning HR 
Service Quality as a mediating variable. The framework proposes that Technology Adoption 
directly influences Job Satisfaction and indirectly influences Job Satisfaction through 
improvements in HR Service Quality. By examining these relationships, the study seeks to 
provide a more comprehensive understanding of how digital transformation initiatives shape 
employee outcomes within public-sector HR environments. 

By focusing on the HR Development Department of the Government of Sharjah, this study 
contributes to the growing literature on e-HRM, public-sector digital transformation, and 
employee satisfaction. The findings are expected to provide practical insights for 
policymakers and HR practitioners in designing technology-enabled HR systems that not 
only improve operational efficiency but also enhance HR service quality and employee job 
satisfaction during digital transformation processes. 

2. Literature Review 

2.1 Technology Adoption in Public-Sector Human Resource Management 

Technology adoption has become a central issue in public-sector human resource 
management as governments increasingly use digital systems to improve service delivery, 
administrative efficiency, and employee support. In HRM, technology adoption refers to the 
extent to which employees and organisations accept, use, and integrate digital tools into 
HR-related functions such as employee services, communication, performance management, 
training, and administrative processes. The Technology Acceptance Model explains adoption 
through users’ perceptions of usefulness and ease of use (Davis, 1989), while the Unified 
Theory of Acceptance and Use of Technology extends this view by emphasising performance 
expectancy, effort expectancy, social influence, and facilitating conditions (Venkatesh et al., 
2003). 

In public-sector organisations, technology adoption is particularly important because digital 
systems are expected to improve not only operational efficiency but also the quality of 
internal and external services. Recent research shows that digital transformation in the UAE 
public sector has produced important benefits, including improved responsiveness, service 
innovation, and administrative modernisation (Alzarooni et al., 2024). Similarly, e-HRM 
studies suggest that digital HR systems can improve HR service delivery when they are 
properly implemented and aligned with organisational needs (Shahreki et al., 2024; Zhou et 
al., 2022). However, technology adoption alone does not guarantee positive employee 
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outcomes. Its effectiveness depends on how employees experience the system, whether the 
system improves work processes, and whether it supports broader organisational priorities. 

2.2 Job Satisfaction in Public-Sector Organisations 

Job satisfaction is commonly understood as employees’ positive emotional and evaluative 
response to their job and work environment (Locke, 1969). It is an important employee 
outcome because satisfied employees are more likely to remain committed, perform 
effectively, and contribute positively to organisational objectives. In public-sector 
organisations, job satisfaction is especially important because government entities depend on 
stable, motivated, and service-oriented employees to deliver public value. 

Previous studies show that job satisfaction is influenced by organisational support, HR 
practices, leadership, fairness, work conditions, and employee perceptions of organisational 
performance (Al Kurdi et al., 2021; Elrehail et al., 2020; Jo & Shin, 2025). In the UAE 
context, Zeffane (2017) found that job satisfaction is closely related to perceived 
organisational performance and turnover intention. More recent evidence also shows that job 
satisfaction among UAE public-sector employees is shaped by multiple organisational and 
contextual factors (AlMarzooqi et al., 2025). These findings suggest that job satisfaction in 
public-sector settings should be examined not only as an individual attitude but also as an 
outcome of organisational systems, including HR digitalisation. 

2.3 Technology Adoption and Job Satisfaction 

The relationship between technology adoption and job satisfaction has received growing 
attention in recent research. Digital technologies can improve job satisfaction by increasing 
work efficiency, reducing administrative burden, improving access to information, and 
supporting employee autonomy. Bolli and Pusterla (2022) found that digitalisation can 
positively influence workers’ job satisfaction, particularly when it enhances task efficiency 
and work autonomy. Fleischer and Wanckel (2023) also showed that digital transformation in 
the public sector can influence job satisfaction through changes in job autonomy. 

In the public-sector context, Waladali and Rabaiah (2022) found that e-government maturity 
had a positive effect on public servants’ job satisfaction. This suggests that more mature 
digital systems may improve employees’ work experience by making public administration 
more efficient and responsive. However, the effect of technology adoption is not always 
positive. New technologies, including AI-enabled systems, may create stress, uncertainty, or 
resistance when employees feel unsupported or when systems are poorly integrated into daily 
work (Lane et al., 2023; Ren & Chowdhury, 2025). Therefore, technology adoption may 
affect job satisfaction both directly and indirectly, depending on the organisational conditions 
that shape employees’ experience of digital systems. Based on this discussion, the study 
proposes that Technology Adoption has a positive effect on Job Satisfaction. 

2.4 HR Service Quality as a Mediating Mechanism 

Service quality refers to users’ evaluation of the reliability, responsiveness, assurance, 
empathy, and tangibility of services received (Parasuraman et al., 1988). In digital service 
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environments, service quality also includes system accessibility, efficiency, ease of use, and 
the quality of electronic interactions (Parasuraman et al., 2005). Within HRM, HR Service 
Quality reflects employees’ perceptions of how effectively HR services meet their needs in 
terms of speed, reliability, responsiveness, accessibility, and usefulness. 

Technology adoption can improve HR Service Quality by simplifying HR processes, 
reducing waiting times, improving access to HR information, and enabling more consistent 
service delivery. Recent e-HRM research indicates that digital HR systems can deliver better 
HR services when they are designed around employee needs and service effectiveness 
(Shahreki et al., 2024). El Saeed et al. (2025) further suggest that HRM service quality plays 
an important role in explaining the relationship between electronic HRM and perceived 
organisational outcomes. 

HR Service Quality is also closely linked to job satisfaction. Abdullah et al. (2021) found that 
internal service quality positively affects employee job satisfaction, commitment, and 
performance. This indicates that employees are more likely to feel satisfied when internal 
organisational services support their work effectively. Therefore, in the context of HR 
technology adoption, HR Service Quality may explain how digital HR systems influence Job 
Satisfaction. Technology adoption may not improve satisfaction simply because systems are 
introduced, but because those systems improve the quality of HR services experienced by 
employees. Accordingly, this study positions HR Service Quality as a mediating variable 
between Technology Adoption and Job Satisfaction. 

2.5 Research Gap and Conceptual Framework Development 

Previous studies have provided significant insights into technology adoption, job satisfaction, 
and HR service quality within organisational and digital transformation contexts. Earlier 
research has extensively examined technology adoption from the perspectives of user 
acceptance, system usability, and organisational efficiency (Davis, 1989; Venkatesh et al., 
2003). Similarly, several studies have investigated the influence of digitalisation on employee 
attitudes, workplace performance, and job satisfaction (Bolli & Pusterla, 2022; Fleischer & 
Wanckel, 2023; Waladali & Rabaiah, 2022). In addition, HR service quality has been 
recognized as an important organisational factor influencing employee perceptions, service 
effectiveness, and workplace experiences (El Saeed et al., 2025; Queiroz et al., 2020). 

Despite these contributions, the existing literature remains conceptually fragmented. Most 
studies examine technology adoption and job satisfaction as direct relationships without 
sufficiently explaining the organisational mechanisms through which technology adoption 
shapes employee outcomes. In many cases, HR service quality is treated as an independent 
organisational construct rather than as a mediating mechanism that may influence the 
relationship between technology adoption and employee satisfaction. Consequently, limited 
empirical research has integrated Technology Adoption, HR Service Quality, and Job 
Satisfaction into a single mediation framework capable of explaining both the direct and 
indirect effects of digital transformation on employee outcomes. 

This limitation is particularly relevant in the context of public-sector digital transformation in 
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the United Arab Emirates (UAE). Government institutions in the UAE, including the Sharjah 
Government, are rapidly implementing digital transformation initiatives to improve service 
delivery, operational efficiency, and employee productivity. However, while technological 
transformation within public organisations continues to expand, limited studies have critically 
examined how employees perceive these technological changes and how HR-related service 
quality influences employee satisfaction during digital transformation processes. Existing 
UAE studies primarily focus on digital government implementation, technology 
infrastructure, or service efficiency, with comparatively less attention given to 
employee-centered outcomes such as job satisfaction and organisational support mechanisms 
(AlMarzooqi et al., 2025; Alzarooni et al., 2024). 

Furthermore, digital transformation may not automatically improve employee satisfaction 
simply through the adoption of new technologies. Employees are more likely to experience 
positive workplace outcomes when technological systems are supported by effective HR 
services, responsive organisational practices, and employee-oriented support mechanisms. 
Therefore, HR Service Quality may play a significant mediating role in determining whether 
technology adoption positively contributes to employee job satisfaction within digitally 
transforming organisations. 

To address this gap, the present study develops the conceptual framework illustrated in Figure 
1. The framework examines the direct relationship between Technology Adoption and Job 
Satisfaction while positioning HR Service Quality as a mediating variable. Specifically, the 
model proposes that Technology Adoption directly influences Job Satisfaction. At the same 
time, Technology Adoption is also expected to indirectly influence Job Satisfaction through 
improvements in HR Service Quality. The framework therefore provides a theoretical basis 
for examining both the direct and mediating effects of technology adoption on employee 
satisfaction within the context of digital transformation in the Sharjah Government. 

 

Figure 1. The conceptual framework 

 

Based on the conceptual framework developed for this study, the following hypotheses are 
proposed to examine the relationships between Technology Adoption, HR Service Quality, 
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and Job Satisfaction within the context of digital transformation in the Sharjah Government: 

H1: Technology Adoption has a significant positive effect on Job Satisfaction. 

H2: Technology Adoption has a significant positive effect on HR Service Quality. 

H3: HR Service Quality has a significant positive effect on Job Satisfaction. 

H4: HR Service Quality significantly mediates the relationship between Technology 
Adoption and Job Satisfaction. 

3. Methodology of Data Collection 

Data for this study were collected using a structured questionnaire designed to measure 
employees’ perceptions of Technology Adoption, HR Service Quality, and Job Satisfaction. A 
quantitative survey design was considered appropriate because the study examined 
employee-level perceptions across Sharjah public-sector organisations and aimed to test 
direct and mediating relationships among latent constructs. Questionnaire-based designs are 
widely used in business and management research because they allow standardised data to be 
collected from a defined population and analysed statistically (Sekaran & Bougie, 2019; 
Saunders et al., 2020). 

3.1 Population and Sampling Procedure 

The target population consisted of employees working in Sharjah public-sector organisations 
who had experience with HR-related digital systems or services. These included HR 
employees who provide HR services through digital platforms and non-HR employees who 
use HR technologies such as employee self-service portals, e-HR applications, digital training 
platforms, and electronic performance-management systems. The unit of analysis was the 
individual employee, as the study focused on employees’ perceptions of technology adoption, 
HR service quality, and job satisfaction. 

A proportionate stratified sampling approach was used to improve representativeness across 
government entities, departments, and job levels. Stratification was appropriate because 
employees in Sharjah public-sector organisations may differ in their exposure to HR digital 
systems depending on their department, role, and organisational level. Therefore, the survey 
was distributed across different employee categories to ensure that both HR staff and general 
employees were represented. Where direct random selection was not fully possible due to 
organisational access restrictions, the researcher used a stratified distribution approach 
through HR focal persons to ensure proportional coverage across relevant groups. 

3.2 Questionnaire Development and Scale Sources 

The questionnaire consisted of two main sections. The first section collected general 
respondent information, while the second section measured the four main study constructs: 
Technology Adoption, HR Service Quality, and Job Satisfaction. The instrument included 39 
substantive questionnaire items, excluding the respondent identification field. 

The questionnaire items were developed based on established theories and prior empirical 



International Journal of Social Science Research 
ISSN 2327-5510 

2026, Vol. 14, No. 3 

http://ijssr.macrothink.org 383

studies. Items measuring Technology Adoption were informed by the Technology Acceptance 
Model and UTAUT literature, particularly perceived usefulness, ease of use, facilitating 
conditions, and system acceptance (Davis, 1989; Venkatesh et al., 2003). HR Service Quality 
items were adapted from service quality and electronic service quality literature, focusing on 
reliability, responsiveness, accessibility, usefulness, and quality of service interaction 
(Parasuraman et al., 1988; Parasuraman et al., 2005). Strategic Alignment items were 
developed based on the strategic IT alignment literature, which emphasises the alignment 
between technology initiatives and organisational goals (Coltman et al., 2015; Queiroz et al., 
2020). Job Satisfaction items were informed by established job satisfaction literature, 
particularly employees’ evaluative and emotional responses to their work environment 
(Locke, 1969). 

All items were measured using a Likert-type scale, allowing respondents to indicate their 
level of agreement with each statement. This format is suitable for measuring perceptions, 
attitudes, and behavioural responses in organisational research (DeVellis, 2016). The 
questionnaire was reviewed to ensure clarity, relevance, and consistency with the study 
constructs. Where necessary, wording was adjusted to suit the Sharjah public-sector HR 
context while preserving the conceptual meaning of the original scales. 

3.3 Survey Administration Procedure 

The survey was administered using a mixed-mode approach to maximise coverage across 
government entities, departments, and job levels. The primary mode of data collection was 
online distribution through a secure survey platform such as Qualtrics or Google Forms. The 
survey link was circulated through official government email systems, HR departments, and 
internal HR portals. This approach was suitable because digital platforms are increasingly 
used in public-sector and HR service environments to support efficient communication and 
employee access to services (Alzarooni et al., 2024; Shahreki et al., 2024). 

Where digital access was limited, printed questionnaires were distributed through HR focal 
persons and collected in sealed envelopes to preserve confidentiality. Each survey packet 
included an introductory cover page explaining the purpose of the study, voluntary 
participation, anonymity assurances, and estimated completion time. To improve the response 
rate, two reminders were issued approximately two and four weeks after the initial 
distribution, consistent with recommended practice for organisational survey administration 
(Saunders et al., 2020). 

3.4 Ethical Considerations 

Ethical requirements were strictly observed throughout the data collection process. 
Respondents received clear information about the study and were required to provide 
informed consent before participating. Participation was voluntary, and respondents were 
informed that they could withdraw from the survey at any time without penalty. No 
personally identifying information, such as names, staff numbers, or traceable identifiers, was 
collected. 

All data were reported in aggregated form only to protect respondent confidentiality. The 
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collected data were stored securely on password-protected devices and were accessible only 
to the researcher and supervisory team. These procedures are consistent with established 
ethical principles in business research, particularly voluntary participation, informed consent, 
anonymity, confidentiality, and secure handling of research data (Sekaran & Bougie, 2019; 
Saunders et al., 2020). 

3.5 Data Screening and Final Dataset 

Before analysis, the returned questionnaires were screened to ensure data quality and 
suitability for structural equation modelling. The screening process involved checking for 
incomplete responses, duplicate entries, inconsistent response patterns, and obvious response 
irregularities. Responses with substantial missing data or clear irregularities were excluded 
from the analysis. This step was necessary because data screening improves the reliability of 
statistical results and ensures that the dataset is appropriate for SEM analysis (Hair et al., 
2017; Hair et al., 2019). 

After data screening, the final dataset contained 519 usable cases. Each case represented one 
respondent and included responses to the measurement items for the four study constructs. 
The achieved sample size was considered sufficient for structural equation modelling and 
mediation testing, as SEM requires an adequate sample size to produce stable estimates, 
reliable model assessment, and valid statistical inferences (Hair et al., 2017; Hair et al., 
2019). 

Overall, the data collection methodology provided a systematic and ethically sound basis for 
testing the proposed conceptual framework. The use of a structured questionnaire, stratified 
sampling procedure, validated scale sources, mixed-mode survey administration, and careful 
data screening produced a sufficiently large and relevant dataset for examining the direct and 
mediating effects among Technology Adoption, HR Service Quality, and Job Satisfaction. 

4. Modelling the Conceptual Framework   

This section presents the modelling of the conceptual framework developed to examine the 
effect of Technology Adoption on Job Satisfaction, mediated by HR Service Quality and 
Strategic Alignment. The framework is based on the theoretical and empirical arguments 
discussed in the literature review, which suggest that technology adoption may influence 
employee satisfaction both directly and indirectly through organisational mechanisms. 

The model consists of three main constructs: Technology Adoption (TA), HR Service Quality 
(HR-SQ), and Job Satisfaction (JS). Technology Adoption is positioned as the independent 
variable, Job Satisfaction as the dependent variable, while HR Service Quality is included as 
mediating variables. The model proposes that employees’ adoption of HR digital systems can 
improve their job satisfaction directly, and also indirectly by enhancing the quality of HR 
services and strengthening the alignment between HR digital initiatives and organisational 
objectives. 

The conceptual framework was tested using a two-stage analytical procedure. First, the 
measurement model was assessed to confirm the reliability and validity of the constructs. 
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Second, the structural model was evaluated to examine the direct and indirect relationships 
among the constructs. This approach ensures that the constructs are measured adequately 
before testing the hypothesised relationships. 

4.1 Measurement Model Assessment   

The measurement model was assessed to confirm the reliability and validity of the constructs 
before examining the structural relationships. Since the study uses latent constructs, namely 
Technology Adoption, HR Service Quality, and Job Satisfaction, it was necessary to ensure 
that the retained indicators adequately measured their respective constructs. The assessment 
focused on internal consistency reliability, convergent validity, and discriminant validity. 
Cronbach’s alpha and composite reliability were used to assess reliability, while average 
variance extracted (AVE) was used to assess convergent validity. Discriminant validity was 
examined using the Fornell–Larcker criterion and the Heterotrait–Monotrait ratio (HTMT). 

 

 
Figure 2. The structured model 

 

Figure 2 presents the structural model showing the relationships among Technology Adoption, 
HR Service Quality and Job Satisfaction. The figure indicates that Technology Adoption has 
positive direct effects on HR Service Quality and Job Satisfaction. HR Service Quality also 
has positive effects on Job Satisfaction. The model further shows the indicator loadings for 
each construct and the R² values for the endogenous variables, indicating the amount of 
variance explained by the predictors. 

4.1.1 Internal Consistency Reliability and Convergent Validity 

After confirming indicator reliability, the refined measurement model was assessed for 
internal consistency reliability and convergent validity. Internal consistency reliability 
determines whether the indicators assigned to each construct consistently measure the same 
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underlying concept. Convergent validity assesses whether the indicators of a construct share 
an adequate level of common variance. As shown in Table 1, Cronbach’s alpha values ranged 
from 0.733 to 0.843, while composite reliability values ranged from 0.849 to 0.882. Since all 
values exceeded the recommended threshold of 0.70, the results indicate satisfactory internal 
consistency reliability for all constructs. In terms of convergent validity, the AVE values 
ranged from 0.517 to 0.652, exceeding the minimum threshold of 0.50. This confirms that the 
retained indicators explain a sufficient proportion of variance in their respective constructs. 

 

Table 1. Reliability and convergent validity  

Construct Number of 
Items 

Cronbach’s 
Alpha 

Composite 
Reliability 

AVE Decision 

Technology Adoption (TA) 7 0.843 0.882 0.517 Accepted 
HR Service Quality (HR-SQ) 5 0.797 0.861 0.553 Accepted 
Job Satisfaction (JS) 3 0.733 0.849 0.652 Accepted 

 

Overall, the results in Table 1 show that all four constructs meet the required standards for 
reliability and convergent validity. Therefore, the retained indicators are internally consistent 
and adequately converge in measuring their respective latent constructs. 

4.1.2 Discriminant Validity Assessment Using the Fornell–Larcker Criterion 

Following the assessment of reliability and convergent validity, discriminant validity was 
examined using the Fornell–Larcker criterion. This assessment determines whether each 
construct is empirically distinct from the other constructs in the model. The results are 
presented in Table 2. The diagonal values represent the square root of AVE, while the 
off-diagonal values represent correlations between constructs. As shown in Table 2, the 
square root of AVE for Technology Adoption was 0.719, which was higher than its 
correlations with HR Service Quality, and Job Satisfaction. Similarly, HR Service Quality 
recorded a square root of AVE of 0.744, exceeding its correlations with the other constructs. 
The same pattern was observed for Job Satisfaction, with square root of AVE value of 0.731, 
respectively. In each case, the diagonal value was greater than the corresponding off-diagonal 
correlations. 

 

Table 2. Fornell–Larcker criterion 

Construct TA HR-SQ JS 
Technology Adoption (TA) 0.719 0.456 0.396 
HR Service Quality (HR-SQ) 0.456 0.744 0.447 
Job Satisfaction (JS) 0.396 0.447 0.808 

Note. Diagonal values in bold represent the square root of AVE. 
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Based on Table 2, the refined measurement model satisfies the Fornell–Larcker requirement 
for discriminant validity. This suggests that Technology Adoption, HR Service Quality, and 
Job Satisfaction represent related but distinct dimensions of employees’ perceptions in 
Sharjah’s public-sector HR digital environment. 

4.1.3 Discriminant Validity Assessment Using the HTMT Ratio 

To further establish discriminant validity, the Heterotrait–Monotrait ratio (HTMT) was 
assessed. The HTMT criterion is considered a more stringent approach for evaluating 
discriminant validity because it measures the degree of empirical overlap between latent 
constructs. According to Hair et al. (2019), HTMT values below 0.85 indicate that constructs 
are empirically distinct and that discriminant validity has been achieved. 

 

Table 3. Heterotrait–Monotrait ratio (HTMT) 

Construct TA HR-SQ JS 
Technology Adoption (TA) — 0.554 0.504 
HR Service Quality (HR-SQ) 0.554 — 0.585 
Job Satisfaction (JS) 0.504 0.585 — 

 

The HTMT results are presented in Table 3. All HTMT values were below the recommended 
threshold value of 0.85, ranging between 0.504 and 0.585. Specifically, the HTMT value 
between Technology Adoption (TA) and HR Service Quality (HR-SQ) was 0.554, while the 
values between Technology Adoption (TA) and Job Satisfaction (JS), and between HR 
Service Quality (HR-SQ) and Job Satisfaction (JS), were 0.504 and 0.585 respectively. These 
results indicate that the constructs are sufficiently distinct from one another and do not 
exhibit problematic overlap. 

Therefore, the HTMT assessment provides additional support for the discriminant validity of 
the measurement model. Consistent with the Fornell–Larcker criterion, the findings confirm 
that the refined measurement model demonstrates acceptable discriminant validity. 

4.2 Structural Model Assessment 

After establishing the adequacy of the refined measurement model, the structural model as 
Figure 3 was assessed to examine the hypothesised relationships among the latent constructs. 
The assessment focused on collinearity, explanatory power, effect size, and the significance 
of direct and indirect path coefficients. This step was necessary to determine whether 
Technology Adoption influences Job Satisfaction directly and indirectly through HR Service 
Quality. 
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Figure 3. The structural component of the model 

 

4.2.1 Collinearity Assessment of the Structural Model 

Before evaluating the structural relationships and path coefficients, collinearity among the 
predictor constructs was assessed using the Variance Inflation Factor (VIF). Assessing 
collinearity is important to ensure that predictor constructs do not exhibit excessive 
correlations that could distort the estimation of the structural model. According to Hair et al. 
(2019), VIF values below 3.3, or at minimum below 5.0, indicate that multicollinearity is not 
a serious concern in PLS-SEM analysis. 

 

Table 4. Inner VIF values for the structural model 

Endogenous Construct Predictor VIF 
Job Satisfaction (JS) Technology Adoption (TA) 1.410 
Job Satisfaction (JS) HR Service Quality (HR-SQ) 1.263 

 

As presented in Table 4, the inner VIF values for the predictors of Job Satisfaction (JS) 
ranged from 1.263 to 1.410. Specifically, the VIF value for Technology Adoption (TA) was 
1.410, while the VIF value for HR Service Quality (HR-SQ) was 1.263. All values were 
substantially below the recommended threshold levels. These findings indicate that 
collinearity among the predictor constructs is not problematic and that the structural model 
does not suffer from multicollinearity issues. Therefore, the predictor constructs can be 
retained for further structural model assessment and hypothesis testing. 

4.2.2 Coefficient of Determination (R²) 

The explanatory power of the structural model was assessed using the coefficient of 
determination (R²).  

 

Table 5. Coefficient of determination (R²) for endogenous constructs 

Endogenous Construct R² Interpretation 
HR Service Quality (HR-SQ) 0.208 Modest explanatory power 
Job Satisfaction (JS) 0.291 Moderate explanatory power 
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As shown in Table 5, the R² value for HR Service Quality (HR-SQ) was 0.208, indicating that 
Technology Adoption (TA) explains 20.8% of the variance in HR Service Quality. This 
suggests a modest level of explanatory power for HR Service Quality within the structural 
model. Meanwhile, the R² value for Job Satisfaction (JS) was 0.291, indicating that 
Technology Adoption (TA) and HR Service Quality (HR-SQ) jointly explain 29.1% of the 
variance in Job Satisfaction. This demonstrates a moderate level of explanatory power and 
suggests that the predictor constructs contribute meaningfully to explaining employee job 
satisfaction within the context of digital transformation in the Sharjah Government. 

Overall, the R² results indicate that the structural model possesses acceptable explanatory 
capability and provides meaningful insights into the relationships among Technology 
Adoption, HR Service Quality, and Job Satisfaction.. 

4.2.3 Effect Size (f²) 

To complement the assessment of the structural model’s explanatory power, effect sizes (f²) 
were examined to determine the relative contribution of each predictor construct to its 
corresponding endogenous construct. The f² statistic evaluates the extent to which an 
exogenous construct contributes to the R² value of an endogenous construct when included in 
the model. According to Hair et al. (2019), f² values of 0.02, 0.15, and 0.35 represent small, 
medium, and large effect sizes respectively. 

 

Table 6. Effect size (f²) of structural paths 

Path f² Interpretation 
TA → HR-SQ 0.262 Medium 
TA → JS 0.026 Small 
HR-SQ → JS 0.122 Small to medium 

 

As presented in Table 6, Technology Adoption (TA) demonstrated a medium effect on HR 
Service Quality (HR-SQ) with an f² value of 0.262. This indicates that Technology Adoption 
contributes meaningfully to explaining variations in HR Service Quality within the context of 
digital transformation. In contrast, Technology Adoption (TA) showed a small effect on Job 
Satisfaction (JS), with an f² value of 0.026. This finding suggests that although Technology 
Adoption contributes directly to Job Satisfaction, its practical effect is relatively limited when 
considered independently. 

Meanwhile, HR Service Quality (HR-SQ) demonstrated a small to medium effect on Job 
Satisfaction (JS), with an f² value of 0.122. This indicates that HR Service Quality plays a 
more substantial role in influencing employee job satisfaction compared to the direct effect of 
Technology Adoption alone. Overall, the effect size results suggest that HR Service Quality 
contributes meaningfully to the relationship between Technology Adoption and Job 
Satisfaction, thereby providing additional support for its mediating role within the structural 
model. 
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4.2.4 Direct and Indirect Path Coefficients 

The direct and indirect effects of the structural model were assessed using the refined 
composite scores derived from the retained indicators in the measurement model. 
Bootstrapping procedures were applied to evaluate the significance of the hypothesized 
relationships. Table 7 presents the standardized path coefficients (β), t-values, p-values, and 
hypothesis testing results for both direct and indirect effects. 

 

Table 7. Direct and indirect path coefficients and hypothesis testing 

Hypothesis Path Type β t-value p-value Decision 
H1 TA → JS Direct 0.145 3.147 < 0.001 Supported
H2 TA → HR-SQ Direct 0.517 16.081 < 0.001 Supported
H3 HR-SQ → JS Direct 0.358 8.316 < 0.001 Supported
H4 TA → HR-SQ → JS Indirect 0.184 7.450 < 0.001 Supported

 

As shown in Table 7, Technology Adoption (TA) had a significant positive direct effect on 
Job Satisfaction (JS) (β = 0.145, t = 3.147, p < 0.001), supporting H1. This finding indicates 
that higher levels of technology adoption contribute positively to employee job satisfaction 
within the context of digital transformation in the Sharjah Government. Technology Adoption 
(TA) also demonstrated a significant positive effect on HR Service Quality (HR-SQ) (β = 
0.517, t = 16.081, p < 0.001), supporting H2. The relatively high path coefficient suggests 
that technology adoption substantially improves employees’ perceptions of HR service 
quality, particularly in terms of service accessibility, responsiveness, and operational 
efficiency. 

In addition, HR Service Quality (HR-SQ) had a significant positive effect on Job Satisfaction 
(JS) (β = 0.358, t = 8.316, p < 0.001), supporting H3. This result indicates that employees are 
more likely to experience higher job satisfaction when HR services are perceived as reliable, 
responsive, and supportive. Overall, the findings demonstrate that HR Service Quality plays 
an important mediating role in explaining how technology adoption influences employee job 
satisfaction during digital transformation initiatives in the Sharjah Government.. 

5. Discussion of the Results 

This section critically discusses the findings in relation to the proposed conceptual framework 
and the existing literature on digital transformation, HR service quality, and job satisfaction. 
Overall, the results indicate that although Technology Adoption positively influences Job 
Satisfaction, its effect is limited when examined independently. Instead, the findings suggest 
that the effectiveness of digital transformation depends largely on whether technology 
adoption improves the quality of HR services experienced by employees. 

The measurement model confirmed acceptable reliability and validity for all constructs. 
Cronbach’s alpha, composite reliability, and AVE values exceeded recommended thresholds, 
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while the Fornell–Larcker criterion and HTMT assessment confirmed discriminant validity. 
These findings support the adequacy of the measurement model and indicate that the 
constructs were empirically distinct. However, statistical validity alone does not fully capture 
the complexity of employee experiences during digital transformation, particularly in 
public-sector organisations where organisational culture, leadership, and administrative 
structures may also influence employee perceptions. 

The structural model results showed that Technology Adoption had a positive and significant 
effect on Job Satisfaction, supporting H1. This finding is consistent with previous studies 
suggesting that digitalisation can improve work efficiency, flexibility, and access to 
organisational resources, thereby enhancing employee satisfaction (Bolli & Pusterla, 2022; 
Fleischer & Wanckel, 2023). Similarly, Waladali and Rabaiah (2022) found that 
e-government maturity positively influences public servants’ job satisfaction. 

However, despite its statistical significance, the direct effect of Technology Adoption on Job 
Satisfaction was relatively weak. This finding challenges the assumption that digital 
transformation alone is sufficient to improve employee satisfaction. In many public-sector 
organisations, technology adoption is frequently emphasized as a symbol of modernization 
and efficiency without adequately considering employees’ workplace experiences. The 
findings therefore suggest that introducing digital HR systems may improve operational 
processes, but such improvements do not necessarily translate into meaningful improvements 
in employee satisfaction. 

This interpretation supports arguments by Stone et al. (2015) and Budhwar et al. (2023), who 
emphasized that the effectiveness of HR technologies depends on how systems are 
implemented, supported, and integrated into organisational practices. It also reflects concerns 
that poorly managed digital transformation may create technological stress, uncertainty, and 
employee resistance rather than positive organisational outcomes (Lane et al., 2023; Ren & 
Chowdhury, 2025). 

The strongest direct relationship identified in the model was between Technology Adoption 
and HR Service Quality, supporting H2. This finding indicates that HR digital systems 
significantly influence employees’ perceptions of HR service effectiveness, particularly in 
terms of responsiveness, accessibility, reliability, and service efficiency. Within the Sharjah 
Government context, employees appear to evaluate HR services more positively when digital 
systems simplify administrative procedures, improve communication, reduce delays, and 
increase access to HR-related information. 

This result aligns with Shahreki et al. (2024), who argued that e-HRM systems improve HR 
service effectiveness when designed around employee needs and service quality principles. 
Similarly, Parasuraman et al. (1988) and Parasuraman et al. (2005) emphasized that service 
quality depends heavily on responsiveness, reliability, accessibility, and user-centered 
interaction. The findings therefore suggest that the value of technology adoption lies less in 
the technology itself and more in its ability to improve internal service experiences. 

The results further showed that HR Service Quality had a significant positive effect on Job 
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Satisfaction, supporting H3. Compared to the direct effect of Technology Adoption, HR 
Service Quality demonstrated a stronger influence on employee satisfaction. This finding 
indicates that employees are more concerned with the quality of organisational support they 
receive than with the mere existence of digital systems. Employees appear to value 
technology when it improves service responsiveness, communication quality, accessibility, 
and workplace support mechanisms. 

This finding is consistent with Abdullah et al. (2021), who found that internal service quality 
positively influences employee satisfaction, commitment, and performance. It also supports 
broader service-quality literature suggesting that high-quality internal services contribute to 
positive employee attitudes and organisational outcomes (Hogreve et al., 2021). From a 
critical perspective, the findings imply that digital transformation initiatives may fail to 
improve employee satisfaction if HR services remain bureaucratic, inaccessible, or 
unresponsive despite technological implementation. 

One of the most important findings concerns the mediating role of HR Service Quality. The 
mediation analysis confirmed that HR Service Quality significantly mediates the relationship 
between Technology Adoption and Job Satisfaction, supporting H4. This suggests that 
Technology Adoption contributes to employee satisfaction primarily because it improves the 
quality of HR services experienced by employees. Employees therefore become more 
satisfied not simply because digital technologies are introduced, but because those 
technologies improve service quality, simplify work processes, and strengthen organisational 
support. 

These finding challenges technology-centered perspectives of digital transformation that 
focus primarily on system adoption and operational efficiency. Instead, the findings support a 
service-oriented interpretation of digital transformation, where technology becomes 
meaningful only when it improves employee experiences and organisational support 
mechanisms. The result is consistent with El Saeed et al. (2025), who emphasized the 
mediating role of HRM-service quality in explaining the relationship between e-HRM 
systems and organisational outcomes. 

Although the model explained 29.1% of the variance in Job Satisfaction, this level of 
explanatory power is only moderate. This indicates that Technology Adoption and HR 
Service Quality are important, but incomplete, predictors of employee satisfaction. A 
substantial proportion of Job Satisfaction remains influenced by broader organisational and 
psychological factors such as leadership, organisational culture, fairness, recognition, 
workload, and employee engagement (Al Kurdi et al., 2021; Elrehail et al., 2020; Jo & Shin, 
2025; AlMarzooqi et al., 2025). Consequently, relying excessively on technological solutions 
to improve employee satisfaction may oversimplify the complexity of workplace experiences 
within public-sector organisations. 

The findings also have important practical implications for the Sharjah Government. First, 
digital transformation initiatives should focus not only on technological implementation, but 
also on improving HR service quality and employee support. Second, employees require 
continuous training, communication, and technical support to reduce uncertainty and 
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resistance associated with digital transformation. Third, HR departments should continuously 
evaluate digital HR systems from the employee perspective rather than relying solely on 
operational efficiency indicators. 

6. Conclusion 

This study examined the relationship between Technology Adoption and Job Satisfaction 
within the context of digital transformation in the Sharjah Government, with HR Service 
Quality investigated as a mediating variable. The findings confirmed that Technology 
Adoption has a positive and significant effect on Job Satisfaction. However, the relatively 
small direct effect suggests that technology adoption alone is insufficient to substantially 
improve employee satisfaction. 

The study further revealed that Technology Adoption significantly improves HR Service 
Quality, which in turn has a stronger positive effect on Job Satisfaction. This indicates that 
employees value digital HR systems not merely because of technological advancement, but 
because such systems improve the quality, responsiveness, accessibility, and reliability of HR 
services. The mediation analysis also confirmed that HR Service Quality significantly 
mediates the relationship between Technology Adoption and Job Satisfaction, highlighting 
that service quality is the primary mechanism through which digital transformation 
contributes to positive employee outcomes. 

Although all hypotheses were supported, the model explained only a moderate proportion of 
the variance in Job Satisfaction. This suggests that employee satisfaction is influenced not 
only by technology and HR service quality, but also by broader organisational factors such as 
leadership, organisational culture, fairness, communication, and employee engagement. 

The findings contribute to the e-HRM and public-sector digital transformation literature by 
demonstrating that the effectiveness of digital transformation should not be evaluated solely 
through technology adoption or operational efficiency. Instead, organisations must consider 
whether digital systems genuinely improve employee experiences and internal service 
quality. 

Practically, the study suggests that the Sharjah Government should adopt a more 
employee-centered approach toward HR digital transformation. HR leaders should focus on 
improving service quality, providing continuous employee support and training, and ensuring 
that digital systems remain responsive to employee needs. Ultimately, digital transformation 
should be viewed not only as a technological initiative, but also as a strategic effort to 
strengthen employee satisfaction and organisational effectiveness. 

References 

Abdullah, M. I., Huang, D., Sarfraz, M., Ivascu, L., & Riaz, A. (2021). Effects of internal 
service quality on nurses’ job satisfaction, commitment and performance: Mediating role of 
employee well-being. Nursing Open, 8(2), 607–619. https://doi.org/10.1002/nop2.665 

Abuzanjal, A., & Bashir, H. (2024). Service innovation challenges in UAE government 
entities. Journal of Open Innovation: Technology, Market, and Complexity, 10(3), 100364. 



International Journal of Social Science Research 
ISSN 2327-5510 

2026, Vol. 14, No. 3 

http://ijssr.macrothink.org 394

https://doi.org/10.1016/j.joitmc.2024.100364 

Al Kurdi, B., Elrehail, H., Alzoubi, H. M., Alshurideh, M., & Al-Adaileh, R. (2021). The 
interplay among HRM practices, job satisfaction and intention to leave. Journal of Legal, 
Ethical and Regulatory Issues, 24(1). 

Al-Saedi, K., Al-Emran, M., Ramayah, T., & Abusham, E. (2020). Developing a general 
extended UTAUT model for M-payment adoption. Technology in Society, 62, 101293. 
https://doi.org/10.1016/j.techsoc.2020.101293 

Alkhateeb, M., Althabaiti, K., Ahmed, S., Lövestad, S., & Khan, J. (2025). A systematic 
review of the determinants of job satisfaction in healthcare workers in GCC countries. Global 
Health Action, 18(1). https://doi.org/10.1080/16549716.2025.2479910 

AlMarzooqi, A., Hanach, N., & Hijazi, H. et al. (2025). Factors influencing job satisfaction 
among public-sector employees in the United Arab Emirates: A cross-sectional study. 
Scientific Reports, 15, 22294. https://doi.org/10.1038/s41598-025-98696-4 

Alqudah, I. H., Carballo-Penela, A., & Ruzo-Sanmartín, E. (2022). High-performance human 
resource management practices and readiness for change. European Research on 
Management and Business Economics, 28(1), 100177. 
https://doi.org/10.1016/j.iedeen.2021.100177 

Alrawahi, S., Sellgren, S. F., Altouby, S., Alwahaibi, N., & Brommels, M. (2020). The 
application of Herzberg’s two-factor theory of motivation to job satisfaction. Heliyon, 6(9). 
https://doi.org/10.1016/j.heliyon.2020.e04829 

Alshammari, M. H., & Alenezi, A. (2023). Nursing workforce competencies and job 
satisfaction: The role of technology integration. BMC Nursing, 22, 308. 
https://doi.org/10.1186/s12912-023-01474-8 

AlShehhi, N., AlZaabi, F., Alnahhal, M., Sakhrieh, A., & Tabash, M. I. (2021). The effect of 
organizational culture on the performance of UAE organizations. Cogent Business & 
Management, 8(1), 1980934. https://doi.org/10.1080/23311975.2021.1980934 

Alzarooni, A. I., Alhashmi, S. M., Lataifeh, M., & Rice, J. (2024). Navigating digital 
transformation in the UAE: Benefits, challenges, and future directions in the public sector. 
Computers, 13(11), 281. https://doi.org/10.3390/computers13110281 

Arslan, A., Cooper, C., Khan, Z., Golgeci, I., & Ali, I. (2022). Artificial intelligence and 
human workers interaction at team level. International Journal of Manpower, 43(1), 75–88. 
https://doi.org/10.1108/IJM-01-2021-0052 

Ayaz, A., & Yanartas, M. (2020). An analysis on the Unified Theory of Acceptance and Use 
of Technology. Computers in Human Behavior Reports, 2, 100032. 
https://doi.org/10.1016/j.chbr.2020.100032 

Bakker, A. B., Demerouti, E., & Sanz-Vergel, A. (2023). Job demands–resources theory: Ten 
years later. Annual Review of Organizational Psychology and Organizational Behavior, 10, 



International Journal of Social Science Research 
ISSN 2327-5510 

2026, Vol. 14, No. 3 

http://ijssr.macrothink.org 395

25–53. https://doi.org/10.1146/annurev-orgpsych-120920-053933 

Bellet, C. S., De Neve, J. E., & Ward, G. (2024). Does employee happiness have an impact on 
productivity? Management Science, 70(3), 1656–1679. 
https://doi.org/10.1287/mnsc.2023.4766 

Biswas, B., Ullah, M. N., Rahman, M. M., & Al Masud, A. (2024). Service quality, 
satisfaction, and intention to use Pourasava Digital Center in Bangladesh. PLOS ONE, 19(6), 
e0304178. https://doi.org/10.1371/journal.pone.0304178 

Bolli, T., & Pusterla, F. (2022). Decomposing the effects of digitalization on workers’ job 
satisfaction. International Review of Economics, 69(2), 263–300. 
https://doi.org/10.1007/s12232-022-00392-6 

Budhwar, P., Chowdhury, S., Wood, G., Aguinis, H., Bamber, G. J., Beltran, J. R., & Varma, A. 
(2023). Human resource management in the age of generative artificial intelligence. Human 
Resource Management Journal, 33(3), 606–659. https://doi.org/10.1111/1748-8583.12524 

Chen, L., & Aklikokou, A. K. (2020). Determinants of e-government adoption. International 
Journal of Public Administration, 43(10), 850–865. 
https://doi.org/10.1080/01900692.2019.1660989 

Coltman, T., Tallon, P., Sharma, R., & Queiroz, M. (2015). Strategic IT alignment: 
Twenty-five years on. Journal of Information Technology, 30(2), 91–100. 
https://doi.org/10.1057/jit.2014.35 

Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user acceptance of 
information technology. MIS Quarterly, 319–340. https://doi.org/10.2307/249008 

DeVellis, R. F. (2016). Scale development: Theory and applications. Sage. 

Dwivedi, Y. K., Rana, N. P., Tamilmani, K., & Raman, R. (2020). A meta-analysis-based 
modified unified theory of acceptance and use of technology. Current Opinion in Psychology, 
36, 13–18. https://doi.org/10.1016/j.copsyc.2020.03.008 

El Saeed, M., Maarouf, H. M., & Younis, R. A. A. (2025). The role of HRM-service quality in 
the relationship between electronic human resource management and perceived performance. 
Future Business Journal, 11(1), 1. https://doi.org/10.1186/s43093-024-00415-4 

Elrehail, H., Harazneh, I., Abuhjeeleh, M., Alzghoul, A., Alnajdawi, S., & Ibrahim, H. M. H. 
(2020). Employee satisfaction, human resource management practices and competitive 
advantage. European Journal of Management and Business Economics, 29(2), 125–149. 
https://doi.org/10.1108/EJMBE-01-2019-0001 

FAHR. (2025). UAE Government launches HR AI Agent. The Federal Authority for 
Government Human Resources. 

Fleischer, J., & Wanckel, C. (2023). Job satisfaction and the digital transformation of the 
public sector. Review of Public Personnel Administration, 44(3), 431–452. 
https://doi.org/10.1177/0734371X221148403 



International Journal of Social Science Research 
ISSN 2327-5510 

2026, Vol. 14, No. 3 

http://ijssr.macrothink.org 396

Hair, J., Black, W. C., Babin, B. J., & Anderson, R. E. (2019). Multivariate data analysis 8th 
ed. Cengage. 

Hair, J., Hult, G. T. M., Ringle, C., & Sarstedt, M. (2017). A primer on partial least squares 
structural equation modeling. Sage. https://doi.org/10.15358/9783800653614 

Hogreve, J., Iseke, A., & Derfuss, K. (2021). The service-profit chain: Reflections, revisions, 
and reimaginations. Journal of Service Research, 25(3), 460–477. 
https://doi.org/10.1177/10946705211052410 

Jo, H., & Shin, D. (2025). The impact of recognition, fairness, and leadership on employee 
outcomes. PLOS ONE, 20(1), e0312951. https://doi.org/10.1371/journal.pone.0312951 

Keltu, T. T. (2024). The effect of human resource development practice on employee 
performance with the mediating role of job satisfaction. Heliyon, 10(8). 
https://doi.org/10.1016/j.heliyon.2024.e29821 

Lane, M., Williams, M., & Broecke, S. (2023). The impact of AI on the workplace: Main 
findings from the OECD AI surveys of employers and workers. OECD Publishing. 

Lee, H., Joo, M., Lee, H., & Cruz, R. A. (2021). Mining service quality feedback from social 
media. Government Information Quarterly, 38, 101571. 
https://doi.org/10.1016/j.giq.2021.101571 

Locke, E. A. (1969). What is job satisfaction? Organizational Behavior and Human 
Performance, 4(4), 309–336. https://doi.org/10.1016/0030-5073(69)90013-0 

Malathi, A., & Jasim, K. M. (2022). Validating the relationship between service quality, 
patient sensitivity and experience towards medical applications using SERVQUAL. 
International Journal of Medical Informatics, 168. 
https://doi.org/10.1016/j.ijmedinf.2022.104883 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-item scale 
for measuring consumer perceptions of service quality. Journal of Retailing, 64(1), 12–40. 

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). E-S-QUAL: A multiple-item scale 
for assessing electronic service quality. Journal of Service Research, 7(3), 213–233. 
https://doi.org/10.1177/1094670504271156 

Pashutan, M., Abdolvand, N., & Harandi, S. R. (2022). The impact of IT resources and 
strategic alignment on organizational performance. Digital Business, 2(2), 100026. 
https://doi.org/10.1016/j.digbus.2022.100026 

Podsakoff, P. M., Podsakoff, N. P., Williams, L. J., Huang, C., & Yang, J. (2024). Common 
method bias: It’s bad, it’s complex, it’s widespread, and it’s not easy to fix. Annual Review of 
Organizational Psychology and Organizational Behavior, 11, 17–61. 
https://doi.org/10.1146/annurev-orgpsych-110721-040030 

Queiroz, M., Tallon, P. P., Coltman, T., Sharma, R., & Reynolds, P. (2020). Aligning the IT 
portfolio with business strategy. The Journal of Strategic Information Systems, 29(3), 101623. 



International Journal of Social Science Research 
ISSN 2327-5510 

2026, Vol. 14, No. 3 

http://ijssr.macrothink.org 397

https://doi.org/10.1016/j.jsis.2020.101623 

Ren, S., & Chowdhury, S. (2025). Employee digital transformation experience towards 
automation versus augmentation. Human Resource Management. 
https://doi.org/10.1002/hrm.22313 

Saunders, M. N. K., Lewis, P., & Thornhill, A. (2020). Research methods for business 
students. Pearson. 

Sekaran, U., & Bougie, R. (2019). Research methods for business: A skill-building approach. 
John Wiley & Sons. 

Shahreki, J., Chin, A. L. L., Ghanad, A., Gowindasamy, M., & E-Vahdati, S. (2024). E-HRM 
delivers better HRM services. International Journal of Services and Operations Management, 
49(4), 478–500. https://doi.org/10.1504/IJSOM.2024.143218 

Stone, D. L., Deadrick, D. L., Lukaszewski, K. M., & Johnson, R. (2015). The influence of 
technology on the future of human resource management. Human Resource Management 
Review, 25(2), 216–231. https://doi.org/10.1016/j.hrmr.2015.01.002 

Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D. (2003). User acceptance of 
information technology: Toward a unified view. MIS Quarterly, 27, 425–478. 
https://doi.org/10.2307/30036540 

Venkatesh, V., Thong, J. Y. L., & Xu, X. (2012). Consumer acceptance and use of information 
technology. MIS Quarterly, 36(1), 157–178. https://doi.org/10.2307/41410412 

Vrontis, D., Christofi, M., Pereira, V., Tarba, S., Makrides, A., & Trichina, E. (2023). 
Artificial intelligence, robotics, advanced technologies and human resource management: A 
systematic review. https://doi.org/10.4324/9781003377085-7 

Waladali, E., & Rabaiah, A. (2022). Impact of e-government maturity on public servants’ job 
satisfaction. Problems and Perspectives in Management, 20(3). 
https://doi.org/10.21511/ppm.20(3).2022.40 

Zeffane, R. (2017). Trust, job satisfaction, perceived organizational performance and turnover 
intention: A public-private sector comparison in the United Arab Emirates. Employee 
Relations, 39(7). https://doi.org/10.1108/ER-06-2017-0135 

Zhou, Y., Cheng, Y., Zou, Y., & Liu, G. (2022). e-HRM: A meta-analysis of the antecedents, 
consequences, and cross-national moderators. Human Resource Management Review, 32(4), 
100862. https://doi.org/10.1016/j.hrmr.2021.100862 

Copyrights 

Copyright for this article is retained by the author(s), with first publication rights granted to 
the journal. 

This is an open-access article distributed under the terms and conditions of the Creative 
Commons Attribution license (http://creativecommons.org/licenses/by/4.0/). 


